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Part A:

Assessing the Service/Function

A1:


User Focus

	A1 1: Headline Question: Are our services accessible for users?

	Reference
	Key Question
	What to look for
	Where to gather evidence 

	A1 1.1
	Is it easy for service users to access housing advice and homelessness services? 
	· Are potential service users provided with clear information on how to access the full range of housing advice and homelessness services (including those provided by partner agencies) in various forms, eg 

· leaflets

· posters

· website

· Can service users make initial contact with housing advice and homelessness services by:

· phone

· text

· email, or  

· in person  

· Do we ensure that people contacting the service via a council call centre, one stop shop, other departments, or other organisations get accurate information and general advice?

· Do we keep waiting times for service users to see an officer to a minimum?

· Do we offer appointments to service users?   

· Do we provide an easy way for service users to contact the service out of office hours? 

· Do we reply promptly to phone calls, messages and emails? 

· Do we effectively signpost service users to services provided by other organisations as appropriate?
	· Examine written and website information about how to access the service

· Examine monitoring information against service standards 

· Observation. Sit with front line/call centre staff dealing with housing advice and homelessness queries

· Mystery shopping. Contact authority by phone, in person and electronically with housing advice and homelessness queries during and outside normal office hours

· Contact sample of service users who have recently used the service or focus group of service users 

· Contact sample of stakeholder/partner organisations, such as those funded by the authority to provide elements of the service and/or those with a clear interest in the service 

· Interview lead officer(s) responsible for housing advice and homelessness

	A1 1.2
	Are our housing advice and homelessness services accessible to service users with a wide diversity of needs? 
	· Do our front line offices providing housing advice and homelessness services have access for disabled people? 

· Do the offices of any organisations providing housing advice and homelessness services on behalf of the council have access for disabled people?

· Are our front line offices providing housing advice and homelessness services equipped with hearing loops? 

· Are the offices of any organisations providing housing advice and homelessness services on behalf of the council equipped with hearing loops?

· Are service users able to communicate with the service easily where their first language is not English (for example via the use of translators, Language line, British Sign Language (BSL) interpreters etc.) 

· Are there appropriate arrangements in place to ensure that vulnerable groups are aware of housing advice and homelessness services, eg awareness-raising amongst specialist and community groups?

See also 2.2 
	· Examine written and website information for service users on housing advice and homelessness 

· Visit front line offices providing housing advice and homelessness services

· Observation. Sit with front line/call centre staff taking housing advice and homelessness enquiries

· Contact sample of service users who have recently used the service or focus group of service users 

· Interview lead officer(s) responsible for housing advice and homelessness

	A1 1.3
	Do we work effectively in partnership with other organisations to ensure that our services are accessible to service users with diverse needs?  
	· Do we access the knowledge and expertise of specialist and community groups in relation to:

· translation and interpretation services (including BSL) 

· provision of support for service users with particular needs, including those who have experienced domestic abuse, ex-offenders, disabled people etc 

· preventing homelessness and finding solutions to homelessness? 
	· Contact sample of specialist and community groups working with or representing diverse groups (eg ethnic communities, refugee organisations, disability organisations, young persons organisations, organisations working with ex-offenders) 

· Interview lead officer(s) responsible for housing advice and homelessness

	A1 2: Headline Question: Do we communicate well with service users?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A1 2.1
	Do we provide service users with all the information they need about housing advice and homelessness?
	· Is written information for service users available at all frontline offices on:

· the housing advice and homelessness services provided by the authority and how to contact them

· housing advice and homelessness services provided by other organisations and how to contact them 

· what service users can expect from the housing advice and homelessness services provided by the authority and other organisations, including relevant service standards 

· the legal responsibilities of the council in relation to homelessness  

· what the council and other organisations can do to help prevent homelessness 

· service standards and target timescales for housing advice and homelessness services

· the various housing options that are available in our area?

· Is this information widely available to the public in other organisations/services in the area? 

· Do we provide service users with written information to follow up verbal advice? 

· Do we provide decision letters to all homeless applicants that:

· clearly state the decision that has been made in relation to the case and the reasons for the decision

· explain what will happen next

· set out the applicant’s right to appeal the decision and what they have to do to appeal 

· provide information about sources of independent housing advice
	· Examine leaflets/written and website information for service users 

· Examine decision and any other standard letters

· Examine sample of files

· Mystery shopping. Contact authority by phone, in person and electronically with housing advice and homelessness queries

· Contact stakeholders such as Shelter Cymru, housing associations etc  

· Contact sample of service users who have recently used the service or focus group of service users 

· Interview lead officer(s) responsible for housing advice and homelessness

	A1 2.2
	Is the information we provide on housing advice and homelessness clear and accessible?
	· Is information written in a clear and accessible style?

· Is written information for service users on housing advice and homelessness available in the main languages spoken in the area? 

· Is information for service users on housing advice and homelessness available in a range of formats, including Braille, tape, large type and formats suitable for people with learning disabilities? 

· Is the authority’s website in an accessible format which allows users to adjust the text size according to their needs?

· Do we test out how clear any written information we provide is with service users?
	· Examine written and website information for service users on housing advice and homelessness 

· Visit frontline offices

· Contact sample of service users who have recently used the service or focus group of service users 

· Interview lead officer(s) responsible for housing advice and homelessness

	A1 2.3
	Do our staff dealing with housing advice and homelessness communicate well with service users?
	· Do front line/call centre/one stop shop staff consistently treat service users with respect? 

· Do front line/call centre/one stop shop staff have a wide range of knowledge about the full range of enquiries made and/or can they promptly access the necessary information to help service users? 

· Are front line/call centre/one stop shop staff supported by effective ICT and good quality information so that they can answer basic queries?

· Do frontline/call centre staff know and feel supported to  deal with:

· homelessness enquiries?

· people with challenging behaviour? 

· Do the access points to the housing advice and homelessness service identify if the service user needs any particular response to their needs,  (eg translation, same-sex interviews for people who have experienced domestic abuse etc), so that they do not have to repeat themselves/visit the service more than once?

· Do staff involved with individual housing advice or homelessness cases communicate regularly with service users about their individual case?   

· Do service users understand where they are in the process and what will happen next?
	· Observation. Sit with front line/call centre/one stop shop staff taking housing advice and homelessness queries

· Mystery shopping. Contact authority by phone, in person and electronically with housing advice and homelessness queries

· Contact sample of service users who have recently used the service or focus group of service users  

· Interviews/focus group with front line staff 

· Interview lead officer(s) responsible for housing advice and homelessness


	A1 3: Headline Question: Are service users able to influence the services they receive?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A1 3.1
	Do we consult service users effectively on the housing advice and homelessness service?
	· Is there clear published information about how service users will be consulted on housing advice and homelessness services?

· Are the views of service users actively sought on relevant issues?

· Is there a high response rate to consultations?

· Are efforts made to obtain the views of more ‘hard to reach’ groups (eg. young people, BME, disabled service users)? 

· Is a variety of consultation methods used, eg:

· postal, telephone and email surveys

· focus groups

· exit surveys

· Are service users consulted on:

· service standards and timescales for housing advice and homelessness services

· standards of temporary accommodation 
	· Examine policies and procedures for service user consultation and feedback

· Examine the results of consultation exercises

· Interview lead officer(s) responsible for housing advice and homelessness 

· Contact sample of service users who have recently used the service or arrange a focus group of service users   

	A1 3.2
	Do we obtain effective feedback from service users on the housing advice and homelessness service they have received?
	· Are there clear published standards about how feedback will be obtained from service users on housing advice and homelessness services?

· Is feedback from service users actively sought?

· Is there a high feedback rate?

· Are efforts made to obtain the views of more ‘hard to reach’ groups (eg young people, BME)? 

· Is feedback regularly sought on all aspects of the housing advice and homelessness service? 

· Is feedback sought on housing advice and homelessness services provided by other organisations where they are providing such services on behalf of the council/are funded by the council to provide such services?
	· Examine policies and procedures for service user feedback

· Examine the results of feedback exercises (council and other organisations)

· Interview lead officer(s) responsible for housing advice and homelessness 

· Contact sample of service users who have recently used the service or focus group of service users   

	A1 3.3
	Do we use the information we have gained from consultation and feedback to shape and improve services?
	· Are the results from service user consultation and feedback actively used to review or improve services?

· Is learning from service user complaints actively used to review or improve services? 

· Are there clear examples of policies, procedures or practice which have been changed as a result of consultation, feedback or complaints?

· Do service users feel confident that their input is valued and acted upon?

· Do service standards and target times for housing advice and homelessness services reflect service user views?  
	· Examine policies and procedures for service user consultation, feedback and complaints

· Interview lead officer(s) responsible for housing advice and homelessness 

· Interviews/focus group with front line staff 

· Contact sample of service users who have recently used the service or focus group of service users   


	A1 4: Headline Question: Do we achieve positive outcomes for service users?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A1 4.1
	Are service users satisfied with the housing advice and homelessness service? 
	· Do service user consultation exercises show a high satisfaction rate?

· Do service user feedback mechanisms show a high satisfaction rate?

· Do complaints from service users indicate a high rate of dissatisfaction?

· Are service users satisfied with:

· how easy it was to contact the service

· the way they were treated

· the advice they were given

· the way in which the advice was given  

· how informative the staff were

· any written information they were given 

· the facilities available in the offices

· the waiting times for an interview

· the speed of overall response 

· translation/interpretation services 

· the temporary accommodation they were provided with (if relevant)

· the permanent accommodation they were provided with (if relevant)

· Are we clear about the satisfaction levels of service users who use housing advice and homelessness services provided by other organisations? 
	· Examine the results of consultation exercises and service user feedback 

· Examine sample of complaints files

· Contact sample of service users who have recently used the service or focus group of service users   

· Interview lead officer(s) responsible for housing advice and homelessness

	A1 4.2
	Do the outcomes of our housing advice and homelessness service compare well with other organisations?
	· Do the performance indicators for our housing advice and homelessness service compare well with other organisations with a similar profile?

· Is any aspect of our housing advice and homelessness service acknowledged as effective practice by:

· other authorities

· schemes/organisations that validate effective practice (eg Excellence Wales, HouseMark)?

· Do we have any relevant awards for the housing advice and homelessness service, eg Charter Mark?   
	· Examine outcome focused performance indicators

· Examine results of benchmarking/comparison of outcomes

· Identify any externally acknowledged effective practice

· Identify any relevant awards

· Interview lead officer(s) responsible for the housing advice and homelessness service


	A1 5: Headline Question: Are there transparent systems in place for service users to complain and seek redress?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A1 5.1
	Is it straightforward for service users to complain about the housing advice and homelessness service?


	· Are there clear systems in place for service users to complain when they are unhappy with the housing advice and homelessness service?

· Are service users aware of how to complain?

· Do service users receive satisfactory responses to complaints made?

· Are service users’ complaints analysed and the learning actively used to review or improve services? 

· Are staff clear about their role in dealing with complaints and do they feel that they are able to do so effectively?  
	· Examine policies and procedures for service user complaints

· Examine sample of service user complaint files

· Interview lead officer(s) responsible for housing advice and homelessness 

· Interview officer responsible for dealing with complaints

· Contact sample of service users who have recently used the service or focus group of service users 


	A1 6: Headline Question: Are our services accountable to service users?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A1 6.1
	Are service users kept informed about our performance on housing advice and homelessness? 

	· Are service users regularly provided with information on performance in respect of:

· service standards and targets for housing advice and homelessness services

· prevention of homelessness

· use of temporary accommodation

· outcomes for homeless applicants   
	· Examine performance information provided to service users  

· Contact sample of service users who have recently used the service or focus group of service users 

· Interview lead officer(s) responsible for housing advice and homelessness


A2

Key Service Issues 

	A2 1: Headline Question: Is there adequate provision of effective housing advice in our area?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A2 1.1
	Is it easy for people to access housing advice services when they need them? 
	· Do we provide/fund well signposted and easily identifiable services that provide housing advice on homelessness and the prevention of homelessness to anyone in the area?

· Is information about housing advice services available:

· at all local offices

· on the website

· in the offices of partner organisations?

· Is the time that people have to wait in order to access housing advice kept to a minimum? 

· Are comprehensive welfare rights, benefits and debt counselling services easily available in the area? 

· Do we provide basic information to a wide range of organisations that do not have an advice role, but have regular contact with individuals in the community, eg health visitors, so that they can provide very basic housing advice and signposting?  
	· Examine lists/directories of housing advice, welfare rights, benefits and debt counselling services in the area

· Mystery shopping in local offices and via website

· Telephone contact with sample of non-housing organisations 

· Interview lead officer(s) responsible for housing advice and homelessness

	A2 1.2
	Are the housing advice services we provide and fund of good quality?
	· Do we ensure that the provision of housing and related advice services in the area is: 

· comprehensive, ie generalist and specialist advice is available

· duplication is minimised

· gaps are addressed

· service users are signposted/ referred to the most appropriate service

· as co-ordinated as possible in line with national developments (Making Legal Rights a Reality)?

· Do we have referral arrangements/service level agreements in place with all the main providers of housing and related advice which include monitoring of outcomes?      

· Is there a high level of service user satisfaction with housing advice services? 

· Do the housing advice services prevent homelessness and repeat homelessness?  

· Do we have systems in place to monitor the quality of housing advice services?

· Do housing advice services undergo external quality assurance?  
	· Examine audit of housing and related advice services

· Examine housing and related advice strategy 

· Examine referral arrangements and service level agreements

· Examine service user satisfaction information

· Examine monitoring information about the quality and outcomes of housing advice 

· Interview lead officer(s) responsible for housing advice and homelessness

	A2 2: Headline Question: Do we have a strategic approach to homelessness?  

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A2 2.1
	Are our homelessness services effectively targeted to reduce homelessness and repeat homelessness? 
	· Do we have a clear idea of the reasons for homelessness and repeat homelessness in our area?
· Are our actions targeted at reducing the main reasons for homelessness and repeat homelessness?
· Does the Homelessness Strategy or service plan cover:

· housing advice

· the prevention of homelessness

· provision of temporary accommodation

· provision of permanent accommodation 

· provision of support

· rough sleeping?  

· Do we seek the support of other departments and organisations in relation to specific actions to reduce homelessness and repeat homelessness, eg develop new ways of working, establish protocols?  
· Have the levels of homelessness and repeat homelessness caused by the main reasons for homelessness reduced over the past two years? 
	· Examine review of homelessness undertaken for most recent Homelessness Strategy (or service plan)

· Examine Homelessness Strategy or service Action Plan

· Interview sample of non-housing departments of the council and partner organisations

· Examine monitoring information about level of homelessness and repeat homelessness for the past two years in the context of demand on the service  (national and core set indicators, (WHO)12 return, local indicators etc) 

· Interview lead officer(s) responsible for housing advice and homelessness

	A2 2.2
	Do we involve other departments and organisations as appropriate? 
	· Do we have a Homelessness Forum which:

· has representation from housing and non-housing departments within the council, housing associations, voluntary organisations, private landlords

· has clear aims and objectives

· meets regularly 

· is well attended

· has an appropriate structure to enable the right people to be involved 

· can demonstrate what it has achieved?   

· Do we have a corporate planning approach to homelessness, including joined-up planning with social services, health and other areas?

· Do we consult widely on relevant strategies/policies etc eg Homelessness Strategy or service plan? 

· Do we have arrangements (such as protocols) in place to involve other departments within the council on issues relating to:

· young people

· care leavers

· ex-offenders

· people who have experienced domestic abuse

· people with disabilities

· people with mental health issues

· people who are leaving hospital

· people who are at risk of losing a tenancy due to rent arrears and/or anti-social behaviour?

· Do we have arrangements (such as protocols) in place to involve other organisations relating to:

· young people

· care leavers

· ex-offenders

· people who have experienced domestic abuse

· people with disabilities

· people with mental health issues

· people who are leaving hospital

· people who are at risk of losing a tenancy due to rent arrears and/or anti-social behaviour?

· Are these arrangements effective/do they generate positive outcomes for service users? 

· Do we have regular liaison meetings with other departments/organisations to:

· monitor and review joint arrangements 

· develop new ideas and ways of working?

· Do we work with the full range of departments, organisations and individuals, including neighbouring authorities to ensure a strategic approach?  

· Do we have an appropriate range of local indicators for the service that assists joint working on housing advice and homelessness, eg emphasising the role of Housing Benefit as a homelessness prevention tool? 
	· Examine terms of reference for Homelessness Forum

· Examine minutes of Forum meetings for the past year

· Examine relevant protocols with other council departments and other organisations regarding homelessness for all client groups 

· Examine minutes of liaison meetings

· Examine monitoring against local indicators

· Contact sample of partner/stakeholder organisations

· Interview lead officer(s) responsible for housing advice and homelessness


	A2 2.3
	Do we adequately resource the homelessness strategic role?
	· Do we have sufficient people and other resources to:

· develop the Homelessness Strategy or service plan and oversee its implementation

· develop and monitor effective joint working arrangements with other departments and organisations

· undertake liaison with other departments and organisations?

· develop new initiatives and ways of working to respond to demand and changes in policy     
	· Examine staff structure for homelessness

· Interview lead officer(s) responsible for housing advice and homelessness    

	A2 2.4
	Do we effectively address rough sleeping in our area? 
	· Do we know the level of rough sleeping in our area?

· Do we know the main sites for rough sleeping in our area?

· Do we have a strategic approach to reducing rough sleeping which includes:

· appropriate provision of emergency and direct access accommodation

· access to health care and other services for rough sleepers

· provision of outreach services for rough sleepers

· the involvement of other organisations? 

· joint monitoring of rough sleeping, including snapshot counts and continuous monitoring?   
	· Examine information on rough sleeping, including counts and other recording methods

· Examine Homelessness Strategy or service plan

· Contact sample of partner/stakeholder organisations

· Interview lead officer(s) responsible for housing advice and homelessness


	A2 3: Headline Question: Is homelessness or potential homelessness prevented wherever possible and appropriate?   

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A2 3.1
	Do we have systems to identify and respond to potential homelessness at an early stage?
	· Do we encourage service users to contact us as soon as they have a problem which may result in homelessness? 

· Do our frontline staff have the knowledge to identify people at risk of homelessness and direct them promptly to the homelessness prevention service?

· Do we enable other organisations to do the same? 

· Are we able to respond promptly to enquiries and offer service users a homelessness prevention interview with a minimum of waiting time?
	· Examine policies and procedures on prevention of homelessness

· Examine service standards for homelessness prevention and prevention performance indicator returns  

· Examine monitoring information in relation to service standards     

· Mystery shopping of frontline staff with queries from people at risk of homelessness

· Contact sample of partner/stakeholder organisations

· Interview lead officer(s) responsible for housing advice and homelessness

	A2 3.2
	Do we provide effective homelessness prevention services?  
	· Does our approach to preventing homelessness include:

· an appropriate range of housing advice related to the various causes of homelessness

· family mediation

· spend to save

· rent deposit and rent guarantee

· domestic abuse support

· prison-based advice and other support for ex-offenders 

· tenancy sustainment in the social and private rented sectors?

· Do we work across the authority and with other organisations to prevent homelessness, involving, eg:

· Housing Benefit 

· Environmental health

· Children’s and adults services

· Youth offending team

· Housing associations  

· Private landlords

· Do we monitor the outcomes of all prevention activity to ensure that homelessness is prevented in the medium to long-term, not just the short-term?

· Does our IT system enable such monitoring to be carried out?

· Does the proportion of cases in which we can prevent homelessness compare well with that achieved by other local authorities?     

· Is there a high level of satisfaction from service users in relation to our homelessness prevention services? 
	· Examine policies and procedures on prevention of homelessness

· Interviews with/focus group with non-housing departments involved in prevention

· Examine monitoring information on prevention, including the core set indicator on prevention

· Examine IT system 

· Examine comparisons of outcomes with other authorities

· Examine information on service user satisfaction

· Interview lead officer(s) responsible for housing advice and homelessness


	A2 4: Headline Question: Is the assessment of homelessness carried out effectively?  

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A2 4.1
	Do we make accurate and timely decisions on homelessness cases?
	· Do we provide a comprehensive, accessible procedure manual for staff that:

· takes account of all relevant legislation and Codes of Guidance?

· includes standard letters in plain language 

· Do we have specific procedures in place for:

· 16 and 17year olds

· ex-offenders

· people with mental health issues

· disabled people

· people leaving prison

· people leaving hospital? 

· Do we train staff effectively?

· Do we seek the views of other departments and organisations to inform our decisions, eg in relation to vulnerability due to age, disability or mental health issues, offending?    

· Do we record information about cases accurately?

· Do we overturn a large proportion of the requests for reviews of homelessness decisions that are received?

· Do we overturn a large proportion of homelessness decisions that are challenged by external agencies such as independent housing advice and law centres?    

· Do we have appropriate quality assurance systems for homelessness decision making? 

· Do we achieve performance on the performance indicator on timeliness of homelessness decisions that compares well with the best in Wales? 
	· Examine procedure manual, including standard letters

· Examine staff training records

· Interview lead officer(s) responsible for housing advice and homelessness

· Interviews/focus group with front line staff

· Examine sample of homelessness files 

· Examine sample of requests for review and outcomes

· Examine monitoring information on performance indicators  

 

	A2 4.2
	Is our homelessness assessment process user focused?
	· Do we carry out any interviews or discussions that involve personal information in private interview rooms?

· Do we make adequate enquiries, reach decisions and notify applicants as soon as is reasonably possible?

· Do we back up verbal information to service users with information in writing?

· Do we communicate regularly and proactively with service users in relation to their case?

· Do we provide as specific information as possible to service users? 

· Do we have a clear and well-publicised appeals process?

· Are service users fully aware of their options in relation to temporary and permanent accommodation? 
	· Examine policies and procedures on assessment of homelessness

· Examine sample of files

· Examine sample of appeals

· Observation of sample of homelessness assessment interviews

· Contact sample of service users who have recently used the service or focus group of service users 

· Interview lead officer(s) responsible for housing advice and homelessness


	A2 5: Headline Question:  Is the provision of accommodation and support for homeless and potentially homeless households effective?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A2 5.1
	Do we provide the most appropriate temporary accommodation to homeless households?  
	· Do we have a minimum standard for all temporary accommodation?  

· Do we have the range of temporary accommodation that we need, including appropriate temporary accommodation for:   

· families with children

· young vulnerable people 

· people with particular needs such as substance misuse, ex-offenders, domestic abuse etc

· Does the range of temporary accommodation we have work effectively to meet needs? 

· Do we work with neighbouring authorities to provide temporary accommodation for specialist groups?

· In relation to bed and breakfast accommodation:

· are we minimising its use 

· adhering to the law 

· achieving our policy agreement targets

· achieving performance on relevant national performance indicators that compares well with the best in Wales? 

· Do we have a monitoring system to ensure that all temporary accommodation meets statutory standards?  

· Do we undertake random quality check visits to bed and breakfast accommodation? 

· Do we have an appropriate portfolio of private sector leasing schemes taking into account:

· demand

· the different financial arrangements for the different types of leasing

· the need for flexibility

· the ability to discharge duty with some types of leasing? 

· Do we work with housing associations to maximise their contribution to the provision of appropriate temporary accommodation?  

· Do we have a plan to further reduce the use of bed and breakfast accommodation in line with the Homelessness (Suitability of Accommodation) (Wales) Order 2006?

· Do we have a plan to improve the standard of all temporary accommodation in line with the requirements of the Homelessness (Suitability of Accommodation) (Wales) Order 2006?

· Do we seek the views of service users in relation to temporary accommodation in terms of:

· size

· facilities

· location?  

and use this information to improve things. 

· Do we ensure that households in temporary accommodation have access to health, education social services? 
	· Examine documentation relating to temporary accommodation, including evidence of property checks

· Examine monitoring information on use of bed and breakfast  

· Examine portfolio of private sector leasing 

· Interviews/focus group with housing association partners

· Examine plan to meet the requirements of the Homelessness (Suitability of Accommodation)(Wales) Order 2006

· Examine monitoring information on performance indicators

· Interview lead officer(s) responsible for housing advice and homelessness  

	A2 5.2
	Do we use all opportunities to increase the supply of permanent housing available to homeless or potentially homeless households? 
	· Do we work effectively with the private rented sector to increase the supply of good quality private rented sector accommodation? 

· Is there an effective private sector landlord scheme in the area?

· Are bonds and rent in advance available to assist people to access the private rented sector (either provided by the local authority or one or more partner organisations)?   

· Do we have an empty homes strategy in place?

· Do we maximise the outcomes from our Social Housing Grant development programme?

· Do we work with housing associations on schemes without Social Housing Grant?

· Do we/partner housing associations develop Low Cost Home Ownership schemes?

· Do we maximise the opportunities for S106 agreements to benefit homeless households?

· Do we work to ensure that the needs of unpopular groups are met through the SHG and other programmes?    

· Do we have robust nomination agreements or other arrangements with housing associations operating in the area, ensuring access for homeless and potentially homeless households to housing association lettings?

· Do we have a common approach to suspensions/exclusions with partner housing associations that seeks to minimise exclusions?
	· Examine homelessness policies and procedures 

· Examine terms of reference and minutes of private sector landlord forum

· Examine documentation on accreditation scheme

· Examine empty homes strategy and monitoring information against action plan

· Examine Social Housing Grant development programme 

· Examine programme of schemes without grant

· Examine nomination agreements and monitoring information/percentage of nominations achieved that were allocated to homeless households  

· Examine approach to exclusions/suspensions

· Interview lead officer(s) responsible for housing advice and homelessness

	A2 5.3
	Do we have effective arrangements for moving people on from temporary to permanent accommodation?
	· Do we achieve performance on national indicators on the average length of stay in temporary accommodation and average number of working days between homelessness presentation and discharge of duty that compares well with the best in Wales? 

· Do we effectively plan moves from temporary to permanent accommodation?

· Does our allocation scheme give sufficient priority to homeless households without incentivising homeless applications?

· Do we have robust nomination or other arrangements with housing associations operating in the area?

· Do we monitor the outcomes of our own allocations policy and those of housing associations working in our area? 

· Do we regularly keep in touch with people in temporary accommodation to review their cases?

· Do we inform service users about:

· the likely waiting time for permanent accommodation

· any option they have for accepting the temporary accommodation as qualifying offer for permanent accommodation 

· how the bidding works if there is a choice-based lettings scheme in place?  
	· Examine policies and procedures in relation to moves from temporary to permanent accommodation

· Examine allocation scheme

· Examine nomination agreements

· Examine monitoring of outcomes of council and housing association allocations

· Examine monitoring information on performance indicators  

· Contact sample of service users who have recently used the service or focus group of service users 

· Interview lead officer(s) responsible for housing advice and homelessness

	A2 5.4
	Do we effectively use the provision of support to prevent homelessness and repeat homelessness?  
	· Have we assessed the need for support amongst homeless and potentially homeless households?

· Is the prevention of homelessness and repeat homelessness a priority within the Supporting People Operational Plan? 

· Are protocols in place with relevant organisations (housing management, housing associations) which enable a prompt referral to a floating support service where a tenancy is at risk?   

· Are potentially homeless or homeless service users who need general floating support services able to access these services within a reasonable time period?

· Are support services available for those with particular needs, such as:

· substance misuse 

· mental heatlh

· Are support services available for homelessness households in temporary accommodation?

· Are support services available for flexible crisis intervention to prevent homelessness? 

· Are support services available across all tenures?

· Do we work with organisations that can help people who have been homeless with training and employment?
	· Examine Homelessness Strategy (or service plan) and Supporting People Operational Plan (or service plan)

· Examine protocols in place with housing management and housing associations regarding referrals to floating support

· Examine monitoring information about time service users wait to access floating support

· Interview sample of organisations that work with homeless people on training and employment issues      

· Interview lead officer(s) responsible for housing advice and homelessness


A3:

Ensuring Value For Money 

	A3 1: Headline Question: Do the costs of our services compare well with others? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A3 1.1
	Do we have access to good quality financial information?
	· Do we have accurate up-to-date information on: 

· the cost of the housing advice and homelessness service 

· the cost of preventing homelessness and the money saved as a result (eg on temporary and permanent accommodation)

· the cost of assessing homelessness 

· the cost of temporary accommodation

· the cost of support services for homeless and potentially homeless households   
	· Examine financial information including monitoring reports

· Interview lead officer(s) responsible for delivering housing advice and homelessness 

· Interview lead officer(s) responsible for finance

	A3 1.2
	Do we compare costs effectively?
	· Do we identify appropriate organisations with which we can compare costs and quality of service? 

· Do we use cost and other information effectively to:

· compare with other housing advice and homelessness services (eg in other local authorities, provided by housing associations and voluntary sector organisations)

· monitor our own performance over time?

· Do we use a variety of methods for comparison, eg:

· performance indicators

· benchmarking unit costs 
	· Examine financial information including cost comparisons

· Interview lead officer(s) responsible for delivering housing advice and homelessness 



	A3 1.3
	Do our costs compare well with others?
	· Do we have low overall and unit costs for the housing advice and homelessness service in the context of the quality of service we provide?

· Can we demonstrate that any internal service provision is competitive when compared with external providers?

· Can we demonstrate that any external service provision provides value for money? 

· Can we demonstrate how cost comparison information has been used to improve services?
	· Examine financial information including cost comparisons

· Interview lead officer(s) responsible for delivering housing advice and homelessness


	A3 2: Headline Question: Do we procure services effectively? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A3 2.1
	Do we use procurement to ensure value for money and quality of the service? 
	· Have we considered which organisations(s) are best placed to carry out the provision of:

· housing advice 

· prevention of homelessness

· assessment of homelessness applications from different groups

· temporary accommodation

· legal advice associated with homeless applications, reviews and appeals?

· Can we demonstrate that the skills and expertise of various organisations are used to best effect within the housing advice and homelessness service?

· Do we review the procurement of the various elements of the housing advice and homelessness service to reduce costs and increase quality? 

· Do we ensure that service quality is built into the monitoring mechanisms of any service procured internally or externally?

· Are our procurement processes focused on the needs of service users?

· Are our procurement processes fair and transparent and do they adhere to our Race, Disability and Gender Equality duties? 
	· Examine Homelessness Strategy or service plan 

· Examine monitoring information associated with services provided by other departments/organisations 

· Interview lead officer(s) responsible for internal audit

· Interview lead officer(s) responsible for delivering housing advice and homelessness 

· Interview/focus group with sample of internal departments and external organisations involved in delivering elements of the housing advice and homelessness service 

	A3 2.2
	Where services are procured internally or externally, can we demonstrate significant benefits from the procurement processes we use?
	· Are costs kept to a minimum consistent with good quality services?

· Are we able to demonstrate significant cost savings and/or quality improvements as a result of our procurement processes?

· Do we regularly monitor any service level agreements that are in place?
	· Examine financial information

· Examine monitoring information on SLAs

· Interview lead officer(s) responsible for internal audit

· Interview lead officer(s) responsible for delivering housing advice and homelessness 

· Interview sample of internal departments and external organisations involved in delivering elements of the housing advice and homelessness service 


	A3 3: Headline Question: Are our services delivered efficiently? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A3 3.1
	Do we use available resources to maximum effect in housing advice?
	· Have we undertaken a thorough assessment of the resources required and potentially available to support investment in housing advice, including (where appropriate):

· internal budgets 

· performance improvement grant 

· Welsh Assembly Government grant funding

· Community Legal Service 

considered the outcome of the assessment and taken appropriate action?

· Where other organisations provide housing advice are funded by the local authority to do so, do we ensure value for money from our funding by:

· having a specification for the work that they do, eg a service level agreement which links cost and quality of the service

· appropriate monitoring arrangements

· mechanisms to address under-performance  
	· Examine financial information relating to housing advice

· Examine service level agreements and monitoring arrangements for organisations funded by the local authority to provide housing advice   

· Interview lead officer(s) responsible for delivering/managing housing advice 



	A3 3.2
	Do we use available resources to maximum effect in the prevention of homelessness?


	· Have we undertaken a thorough assessment of the resources required and potentially available to support investment in prevention of homelessness, including (where appropriate):

· internal housing budgets

· other internal budgets focused on specific groups 

· performance improvement grant

· Welsh Assembly Government grant funding

· other grant funding

considered the outcome of the assessment and taken appropriate action?

· Have we ensured that any savings made by better use of temporary accommodation are invested in the prevention of homelessness?

· Have we undertaken an assessment of what staffing resources should be allocated to the prevention of homelessness?   

· Do we have a spend-to-save budget with delegated authority so that front line homelessness prevention staff can use it promptly to prevent homelessness? Is this used effectively?    
	· Examine financial information relating to the prevention of homelessness 

· Interview lead officer(s) responsible for delivering prevention of homelessness

· Interviews/focus group with front line homelessness prevention staff

· Interview lead officer(s) responsible for housing advice and homelessness

	A3 3.3
	Do we use available resources to maximum effect in the provision of temporary accommodation?


	· Have we undertaken a thorough assessment of the resources required and potentially available to support investment in the provision of temporary accommodation, including (where appropriate):

· internal budgets 

· performance improvement grant

· private sector leasing subsidies 

· housing benefit 

· Social Housing Grant

· other

considered the outcome of the assessment and taken appropriate action?

· Have we significantly reduced expenditure on bed & breakfast over the past 2 years?

· Have we ensured that leases used in private sector leasing schemes appropriately share risk, eg of properties being damaged, between the council and the private sector landlord?

· In planning future investment in temporary accommodation, have we taken into account the impact of our homelessness prevention activity to ensure that we do not over-provide?

· Do we have some types of temporary accommodation that are flexible in order to cater for variations in demand? 
	· Examine financial information relating to the provision of temporary accommodation

· Examine leases for private sector leasing  schemes  

· Examine portfolio of temporary accommodation

· Interview lead officer(s) responsible for delivering prevention of homelessness 

· Interview lead officer(s) responsible for housing advice and homelessness



	A3 3.4
	Do we use available resources to maximum effect in the provision of permanent accommodation?
	· Do we give homelessness households an appropriate priority within our allocations scheme to enable households to move-on from temporary accommodation, but not incentivise homeless applications?

· Do we have a lettings plan, nominations agreement or other mechanism that ensures that all social landlords contribute appropriately to rehousing homeless households including move-on from temporary accommodation?  
	· Examine allocations policy

· Examine monitoring information for allocations for the last 2 years

· Examine lettings plan, nominations agreement or alternative 

· Examine monitoring information for housing association lettings for the last 2 years 

· Interview lead officer(s) responsible for housing advice and homelessness 

	A3 3.5
	Do we exercise good financial control?


	· Are budgets set with reference to the strategic aims for the service and information about demand for the service?

· Do we have regular and robust financial reporting systems?

· Do we exercise good budgetary control ensuring minimum overspend and/or underspend?
	· Examine information considered when setting budgets

· Examine financial reporting systems and financial out-turn reports

· Examine budget out-turn figures for last 3 years

· Interview lead officer(s) responsible for housing advice and homelessness

	A3 3.6
	Are all our housing advice and homelessness processes efficient? 
	· Have we reviewed/assessed all the processes involved with delivering the housing advice and homelessness service to ensure that:

· there are no unnecessary stages

· they make sense from the service user perspective?  

· Do we have a system in place to ensure the quality of our processes which is subject to external audit/ validation?
	· Examine procedure manual

· Examine quality process(es) 

· Examine external audit/validation reports

· Interviews/focus group with front line staff

· Interview lead officer(s) responsible for housing advice and homelessness

· Contact sample of service users who have recently used the service or focus group of service users 


	A3 4: Headline Question: Is there effective partnership working/collaboration in the delivery of services? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A3 4.1
	Have we established effective partnerships/collaborations?
	· Have we established effective partnerships / collaborations, geared to improving value for money and quality of housing advice and homelessness services, with:

· other departments of this local authority (eg adult services, children’s services)

· housing associations

· other partners of the authority (eg, Police, Probation, Local Health Board)

· voluntary sector organisations 

· private sector landlords

· Do we work with other authorities to jointly procure services e.g for schedule 1 offenders?

· Do we monitor outcomes from partnership working?
	· Examine internal protocols/service level agreements with other authority departments

· Examine service level agreements/other agreements with external agencies

· Interview lead officer(s) responsible for housing advice and homelessness 

· Contact other departments/ organisations where partnership/collaboration arrangements are in place

· Contact sample of service users who have recently used the service or focus group of service users 

· Examine monitoring information




A4:

Strategic Fit

	A4 1:Headline Question: Do our services link clearly to the authority’s corporate priorities?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A4 1.1
	Is there good corporate awareness of needs in relation to housing advice and homelessness services?  
	· Have we undertaken a robust assessment of needs in relation to housing advice and homelessness services?

· Has this assessment fed into all relevant plans and strategies, eg:

· housing strategies and plans

· Supporting People Operational Plan 

· corporate strategies and plans including the Community Plan

· Are senior officers and members aware of the key elements of the assessment of needs and what this means for the authority?
	· Examine Community Plan

· Examine other relevant strategies and plans

· Interview lead officer(s) responsible for housing advice and homelessness 

· Interview cabinet member responsible for housing advice and homelessness 
· Interview chair of relevant scrutiny committee

	A4 1.2
	Is there a clear link between our approach to housing advice and homelessness and the Authority’s Community Plan? 
	· Are there clear links between: 

· our Homelessness Strategy (or service plan)

· our Local Housing Strategy (or service plan)

and the corporate priorities set out in our Community Plan?  

· Do the Homelessness Strategy (or service plan) and Local Housing Strategy (or service plan) set out:

· values

· aims and objectives

· information on what the housing advice and homelessness service wants to achieve

and are these consistent with corporate objectives?

· Are there clear links between the Community Plan and action plans that drive performance, processes and outcomes in respect of housing advice and homelessness?
	· Examine Community Plan

· Examine Homelessness Strategy or service plan

· Examine Local Housing Strategy or service plan

· Examine action plans for housing advice and homelessness 
· Interview lead officer(s) responsible for housing advice and homelessness 

· Interview cabinet member responsible for housing advice and homelessness 


	A4 1.3
	Is there good corporate knowledge about what housing advice and homelessness can contribute to corporate objectives?
	· Are members well informed about what housing advice and homelessness services can contribute to corporate objectives?

· Are other local authority departments well informed about what housing advice and homelessness services can contribute to corporate objectives?

· Are members and senior officers aware of targets set for housing advice and homelessness services that link to the resources received by the authority, eg policy agreement targets and performance improvement grant? 

 -    See also B2.4
	· Interview cabinet member responsible for housing advice and homelessness and homelessness champion if different

· Interview chair of relevant scrutiny committee
· Interview sample of heads of non-housing local authority departments

· Interview lead officer(s) responsible for housing advice and homelessness



	A4 2: Headline Question: Do our services link clearly to the authority’s other strategic plans?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A4 2.1
	Is there a clear link between our approach to housing advice and homelessness and the authority’s other strategic plans?
	· Are there clear links between: 

· our Homelessness Strategy (or service plan)

· our Local Housing Strategy  (or service plan)

· action plans that drive performance, processes and outcomes in respect of housing advice and homelessness

and our high level strategies:

· health, social care and well being

· children and young people

· the local development plan?

· Are there clear links between the priorities set out in the Homelessness Strategy (or service plan) and the new housing schemes to be funded by Social Housing Grant?

· Are there clear links between the priorities set out in the Homelessness Strategy (or service plan) for the provision of support to homeless or potentially homeless households and the priorities in the Supporting People Operational Plan?     

· Are there clear links between the priorities set out in the Homelessness Strategy (or service plan) and the authority’s overall approach to the provision of advice?

· Does the Local Housing Strategy or service plan reflect the priorities set out in the Homelessness Strategy or service plan?
	· Examine Homelessness Strategy or service plan

· Examine Local Housing Strategy or service plan

· Examine action plans for housing advice and homelessness 
· Examine the authority’s high level strategies:

· health, social care and well being

· children and young people

· the local development plan

· Examine the Supporting People Operational Plan and Community Plan

· Examine authority’s advice strategy/plan 

· Interview lead officer(s) responsible for housing advice and homelessness 

· Interview lead officers responsible for development of the authority’s high level strategies

	A4 2.2
	Is the delivery of our housing advice and homelessness service strategically linked?
	· Do we achieve the outcomes from the housing advice and homelessness service that we want to achieve?

· Are the outcomes from the housing advice and homelessness service fed back to all the relevant parts of the authority so that the contribution of the service is clear?   
	· Interview lead officer(s) responsible for housing advice and homelessness 

· Interview lead officers responsible for development of the authority’s high level strategies




A5:

Diversity and Equality

	A5 1: Headline Question: Do we have a commitment to a comprehensive equality scheme? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A5 1.1
	Do we have an effective and comprehensive equality scheme in place? 
	· Do we have a scheme that incorporates our Gender, Disability and Race Equality duties and commits us to achieving equality in race, language, gender, disability, age, sexual orientation and religious beliefs that includes:

· improving equality practice at both corporate and departmental level

· allocating specific resources for improving equality practice

· equality action planning and target setting within all service areas

· systematic consultation

· progress monitoring

· audit and scrutiny 

· Does the scheme commit us to the promotion of equality?

· Have all staff received training on the scheme and action plan?
	· Examine corporate equality scheme (or equivalent)

· Examine service equality action plan (or equivalent) 

· Examine staff training records

· Interview lead officer(s) responsible for diversity and equality

· Interview lead officer(s) responsible for housing advice and homelessness services

	A5 2: Headline Question: Do we effectively assess needs and consult on equality issues?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A5 2.1
	Do we have a clear understanding of the profile of the local community and those who are likely to use the housing advice and homelessness service?
	· Do we analyse the equality dimensions of the local population?

· Do we have systems in place to gather and analyse information about the full range of housing advice and homelessness service users?

· Do we gather and analyse information about housing advice and homelessness service users by equality dimensions such as ethnic origin, gender, disability, age or sexual orientation?  
	· Examine information held on local population and service user profiles

· Interview lead officer(s) responsible for diversity and equality

· Interview lead officer(s) responsible for housing advice and homelessness services

	A5 2.2
	Do we have a clear understanding of our service users’ diverse needs in terms of housing advice and homelessness?
	· Do we consult with service users to gain an understanding of their diverse needs in terms of housing advice and homelessness? 

· Are efforts made to obtain the views of more ‘hard to reach’ groups (eg. young people, BME) via consultation and feedback? 

· Do we consult with specialist and community groups working with or representing diverse groups to gain a better understanding of their needs in terms of housing advice and homelessness services? 
	· Examine the results of consultation exercises

· Interview lead officer(s) responsible for diversity and equality

· Interview lead officer(s) responsible for housing advice and homelessness

· Contact sample of specialist and community groups working with or representing diverse groups 

	A5 3: Headline Question: Do we set equality objectives and targets?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A5 3.1
	Do we set equality objectives and targets and monitor our progress against them?
	· Do we have equality objectives and targets for the housing advice and homelessness service?

· Have the targets been set in consultation with relevant stakeholders?   

· Do we monitor performance against these targets?
	· Examine service equality action plan (or equivalent) 

· Examine monitoring information 


	A5 4: Headline Question: Do we use information systems and monitor against targets? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A5 4.1
	Do we effectively monitor our service to ensure that we do not discriminate illegally or unfairly against any person? 
	· Do we collect information/monitor/ seek feedback in a way that enables us to ensure that we do not discriminate against people in relation to equality dimensions?


	· Examine monitoring information

· Interview lead officer(s) responsible for diversity and equality

· Interview lead officer(s) responsible for housing advice and homelessness 

	A5 4.2
	Do we use information about the diverse needs of our service users to ensure that housing advice and homelessness services are delivered appropriately to all service users?
	· Do we use information on the profile of service users to tailor our services to groups who are well-represented amongst service users?

· Do we use information on the profile of service users and the wider community to develop ways of reaching groups under-represented amongst those who access the service?

· Do we use information on service user satisfaction, complaints etc, to identify whether different groups have different experiences of the housing advice and homelessness service and take action to address any deficiencies? 

· Is the service able to respond promptly to the needs of a service user that become apparent after they have accessed the service?
	· Examine policies and procedures on housing advice and homelessness 

· Observation. Sit with front line/call centre staff taking housing advice and homelessness queries 

· Examine service user satisfaction information

· Examine complaints

· Contact sample of service users who have recently used the service or focus group of service users 

· Interview lead officer(s) responsible for housing advice and homelessness



	A5 5: Headline Question: Do we achieve and review outcomes in relation to equality? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	A5 5.1
	Do we regularly achieve and review outcomes in relation to equality?
	· Do we monitor against targets set for equality?

· Do we achieve or exceed our targets?

· Do we regularly review our targets and action plans in consultation with relevant stakeholders? 
	· Examine monitoring information

· Interview lead officer(s) responsible for diversity and equality

· Interview lead officer(s) responsible for housing advice and homelessness


Part B:
Assessing Continuous Improvement and Sustainability within the Service

	B1: Headline Question: Do we have a track record of achievement?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B1.1
	Have we delivered demonstrable service improvements for service users in the last 2 years? 
	· Can we point to clear, discernible improvements in outcomes for service users? 

· Can we evidence these improvements, eg through:

· performance against national statutory and core set indicators

· performance against local indicators

· meeting or exceeding our own targets  

· results of service user satisfaction surveys

· benchmarking against other service providers?
	· Examine national and local performance indicator results over last 3 years

· Examine the results of service user feedback exercises over last 3 years

· Interview lead officer(s) responsible for housing advice and homelessness

· Interview lead officer(s) responsible for performance information

· Contact sample of service users who have recently used the service or focus group of service users 

	B1.2
	Have we successfully implemented plans and recommendations for improvement?
	· Have we effectively implemented corporate and service improvement plans?

· Have we effectively implemented recommendations for improvement from, eg:

· best value reviews

· internal audit

· peer review

· reports from external consultants 

· external audit

· improvement work carried out by regulators

· inspection reports?

· Have improvements been implemented:

· on time?

· to budget?

· Are the improvements sustainable?

· Have improvements achieved the desired outcomes and impact?

· Can we demonstrate particular past areas for improvement which have been improved over the past 2 years?
	· Examine corporate and service improvement plans

· Examine recommendations and improvement plans resulting from range of mechanisms

· Examine monitoring reports on improvement plans

· Interview lead officer(s) responsible for housing advice and homelessness 

· Interview officer responsible for internal audit

· Interviews/focus group with front line staff


	B2: Headline Question: Is there corporate, service and member vision and leadership?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B2.1
	Do we have a clear vision and ambitions for the future of housing advice and homelessness services? 
	· Is there a clear link between our vision and ambitions for the service and:

· national priorities 

· regional or sub-regional priorities

· the corporate priorities set out in our Community Plan

· the service priorities set out in the Local Housing Strategy (or service plan), Homelessness Strategy (or service plan) and Supporting People Operational Plan (or service plan)

· Are our vision and ambitions:

· challenging

· realistic

· clearly linked to action plans with SMART targets?  
	· Examine documentation outlining the future of housing advice and homelessness services 

· Examine related improvement/action plans 

· Examine Community Plan, Local Housing Strategy (or service plan), Homelessness Strategy (or service plan) and Supporting People Operational Plan (or service plan) 

· Interview lead officer(s) responsible for housing advice and homelessness  

· Contact sample of service users who have recently used the service or focus group of service users 

	B2.2
	Are our vision and ambitions for housing advice and homelessness widely understood?
	· Do:

· members

· senior corporate officers

· service managers

· front line staff

· partner and stakeholder organisations

demonstrate a clear understanding of our vision and ambitions for housing advice and homelessness services?
	· Interview cabinet member responsible for housing advice and homelessness

· Interview chair of relevant scrutiny committee 

· Interview sample of senior corporate officers from non-housing departments

· Interviews/focus group with sample of front line staff

· Interviews/focus group with sample of stakeholder and partner organisations

· Interview lead officer(s) responsible for housing advice and homelessness

	B2.3
	Is there effective leadership of our housing advice and homelessness services?
	· Do:

· members 

· senior corporate officers

· service managers 

demonstrate:

· a good understanding of housing advice and homelessness services, including legislative requirements 

· a clear understanding of what these services can contribute to corporate objectives

· active, visible and effective leadership of housing advice and homelessness services?

· Is effective leadership of housing advice and homelessness services recognised by:

· staff

· partner organisations

· other stakeholders?
	· Interview cabinet member responsible for housing advice and homelessness

· Interview chair of relevant scrutiny committee 

· Interview sample of senior corporate officers from non-housing departments

· Interview sample of service managers responsible for housing advice and homelessness

· Interviews/focus group with sample of front line staff

· Interviews/focus group with sample of stakeholder and partner organisations 

· Interview lead officer(s) responsible for housing advice and homelessness

	B2.4


	Is the services championed at a senior level within the authority? 
	· Is there a Cabinet or other senior member who is charged with having a clear understanding of housing advice and homelessness and advocating for these services across the authority?

· Has this member been provided with support for this role?

· Have senior officers and/or members become involved to support new developments, eg of temporary accommodation, which have become contentious?     
	· Interview lead officer(s) responsible for housing advice and homelessness

· Interview Cabinet member/champion

· Interviews/focus group with front line staff

· Review examples of recent proposals for new developments of eg temporary accommodation  


	B3: Headline Question: Do we deal with change effectively? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B3.1
	Do we respond to and manage change effectively?
	· What are the major changes that have taken place over the past 3 years, eg:

· Assembly policy (eg National Homelessness Strategy, focus on prevention of homelessness, Code of Guidance (forthcoming at time of drafting))

· changes in legislation (eg secondary legislation on temporary accommodation)

· developments in effective practice 

· findings of relevant research 

· internal organisational change (eg staff changes, reorganisation)?

· Have we responded to these changes positively and proactively?

· Have we managed these changes effectively by:

· keeping all relevant parties (internal and external) informed 

· securing the support of members, staff, partners and other key stakeholders
	· Interview lead officer(s) responsible for housing advice and homelessness

· Interview cabinet member responsible for housing advice and homelessness 

· Interviews/focus group with sample of front line staff

· Interviews/focus group with sample of partner/stakeholder organisations

	B3.2
	Do we apply the principles of continuous improvement effectively?
	· Do we systematically review our objectives, policies and practices?

· Do such reviews benefit from:

· robust challenge

· wide consultation

· effective comparison

· tests of competitiveness?

· Have the lessons learnt from reviews been applied in practice?

· Do we regularly ask service users for their views about the service and use the results?

· Do we regularly ask front line staff for their views about the service and use the results? 

· Do we regularly ask partner and stakeholder organisations for their views about the service and use the results? 
	· Examine policies and procedures for systematic review of objectives, policies and practices

· Examine sample of review reports 

· Examine action plans resulting from reviews

· Interview lead officer(s) responsible for housing advice and homelessness

· Interviews/focus group with front line staff 

· Contact sample of service users who have recently used the service or focus group of service users 


	B4: Headline Question: Do we have clear aims, priorities and plans for the future? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B4.1
	Do we have a clear vision and ambitions for the future of housing advice and homelessness services? 
	· See B2.1
	· See B 2.1

	B4.2
	Do we have a clear plan for ensuring that we will meet the requirements of the secondary legislation on temporary accommodation for all priority need households by 2008?
	· See A2 5.1
	· See A2, 5.1

	B4.3
	Are future plans appropriately prioritised and resourced? 
	· Have we made clear what our priorities are and what are not priorities?

· Is the basis for priorities properly evidenced from research and consultation?

· Are resources targeted appropriately by being:

· allocated against priorities

· moved away from non-priority areas (both within the service and from outside the service)?
	· Examine documentation outlining the future of housing advice and homelessness 

· Examine related improvement/action plans 

· Examine financial information

· Interview lead officer(s) responsible for housing advice and homelessness 

· Interview lead officers(s) in the authority responsible for finances 

· Interview cabinet member responsible housing advice and homelessness 


	B5: Headline Question: Do we assess and respond to risk?

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B5.1
	Have the objectives and activities of the housing advice and homelessness service been risk assessed?
	· Have risk assessments been carried out in respect of, eg:

· provision of housing advice

· prevention of homelessness 

· homelessness assessment 

· provision of temporary accommodation

· ability to meet demand for permanent accommodation 

· service level agreements with external organisations 

· new ways or working or initiatives  

· partnership working?
	· Examine risk assessments

· Interview lead officer(s) responsible for housing advice and homelessness 

· Interview lead officer(s) in the authority responsible for risk assessment


	B6: Headline Question: Are there systems in place to assess and manage performance? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B6.1
	Do we have robust systems for collecting information on performance?
	· Is information collected on performance accurate?

· Is it kept up to date?

· Is it comprehensive, eg does it cover performance in respect of:

· housing advice 

· prevention of homelessness

· repeat homelessness

· assessment of homelessness applications

· provision of temporary accommodation

· provision of permanent accommodation 

· provision of support 

· the work of contractors and partners 

· costs, budgetary and financial management?
	· Examine all performance and financial information collected on housing advice and homelessness 

· Interview lead officer(s) responsible for housing advice and homelessness

· Interview internal auditors

· Telephone discussion with Local Government Data Unit 

	B6.2
	Do we have robust systems for analysing information on performance?
	· Is performance compared over time (eg month by month, year on year)?

· Is performance compared internally (eg across areas of the service)?

· Is performance compared externally where other organisations provide part of the service (eg housing advice)?

· Is performance compared externally, particularly with the best performers (eg via KPIs, benchmarking)? 
	· Examine whole range of performance and financial information collected on housing advice and homelessness

· Examine performance monitoring reports to members and senior officers 

· Examine benchmarking reports

· Interview lead officer(s) responsible for housing advice and homelessness 

	B6.3
	Is appropriate performance information available to those who need it?
	· Is appropriate performance information available to:

· members

· senior corporate officers

· service managers

· front line staff

· service users

· internal audit 

· the Assembly/Local Government Data Unit

· the Wales Audit Office

· other organisations?
	· Examine recent performance information/monitoring reports 

· Interview cabinet member responsible for housing advice and homelessness

· Interview lead officer(s) responsible for housing advice and homelessness

· Interview service managers

· Interview  front line staff

· Interview  internal audit

· Contact sample of service users who have recently used the service or focus group of service users 

	B6.4
	Do we use our systems for analysing performance information effectively to manage performance?
	· Is there a strong, embedded performance management culture, well understood by:

· members

· senior corporate officers

· service managers

· front line staff members

· Are challenging performance targets set against clear and comprehensive service standards?

· Is performance closely and regularly monitored against these standards and targets?

· Are service users involved in the monitoring of performance?

· Are we able to demonstrate that areas of under-performance are promptly and robustly addressed?
	· Examine service standards for housing advice and homelessness

· Examine targets set for housing advice and homelessness 

· Examine performance monitoring reports 

· Interview lead officer(s) responsible for housing advice and homelessness 

· Interview cabinet member responsible for housing advice and homelessness 

· Interviews/focus group with front line staff

· Contact sample of service users who have recently used the service or focus group of service users 


	B7: Headline Question: Do we learn from ourselves and from others? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B7.1
	Do we learn from our own experience?
	· Can we demonstrate that we seek to learn from, eg:

· service user feedback

· consultation with service users

· consultation with front line staff

· complaints

· internal performance comparisons (eg across different parts of the services, across other authority departments)?

· Do we use the information we have gained to shape and improve our services? 
	· Examine systems for:

· obtaining service user feedback on housing advice and homelessness  

· consultation with service users  

· consultation with front line staff

· complaints

· making internal performance comparisons 

and information about how such information has been responded to 

· Interview lead officer(s) responsible for housing advice and homelessness 

	B7.2
	Do we learn from the experience of others?
	· Do we proactively seek to learn from, eg:

· up to date sources of effective practice 

· cost, performance and process benchmarking with other organisations

· peer review

· consultation with other organisations

· attendance at fora and conferences where housing advice and homelessness are discussed

· national and regional networks?

· Do we use the information we have gained to shape and improve our services?

· Do we have systems in place to ensure information on effective practice is shared with all those who could benefit from it?
	· Examine outcomes of benchmarking exercises and what has been done with the information generated

· Examine peer review reports, action plans and monitoring reports 

· Examine record of attendance at fora and conferences and membership of national and regional networks   

· Interview lead officer(s) responsible for housing advice and homelessness


	B8: Headline Question: Do we have the capacity and capability to deliver service aims and drive improvement? 

	Reference
	Key Question
	What to look for
	Where to gather evidence

	B8.1
	Is our service provided by sufficient good quality staff?
	· Do we have a clear picture of the skills and experience needed within the team(s) delivering the housing advice and homelessness service?    

· Do we have a clear idea of the level of staffing required for the service taking into account:

· the level of demand on the service

· elements of the service that are provided by other organisations 

· Do we recruit high quality staff?

· Are we able to keep the use of agency staff to a minimum?

· Are staff representative of the gender, race and age profile of service users and of the local authority area? 

· Do staff consider that they are:

· well trained

· well supported through management and an effective case management system?

· well informed and kept up to date with new developments?

· Are the skills and abilities of managers and front line staff assessed annually?

· Is any identified under-performance robustly addressed?

· Are staff clear about:

· their contribution to strategic objectives

· their operational role

· their responsibilities

· their accountabilities?

· Are staff consulted on relevant changes to policies, procedures and working practices? 

· Do we have enough staff to ensure that all necessary work can be completed in a timely manner? 
	· Examine policies and procedures covering recruitment and training

· Examine analysis of staff in terms of gender, race and age profile

· Examine training records for staff

· Examine policies and procedures for staff assessment

· Interview lead officer(s) responsible for housing advice and homelessness

· Interviews/focus group with front line staff

	B8.2
	Do we have access to appropriate financial resources?
	· Do we have a robust medium-term financial plan which:

· demonstrates that we have the financial capacity to deliver our aims

· takes account of the authority’s priorities and commitments?

· Have the financial implications of:

· any changes needed in the housing advice and homelessness service to respond to new legislation

· any changes needed in the housing advice and homelessness service to improve practice and outcomes

· the need within the service for improvement in infrastructure such as IT

been clearly identified at a corporate level? 
	· Examine medium term financial plan

· Interview lead officer(s) responsible for housing advice and homelessness

· Interview lead officer in the authority responsible for finance



	B8.3
	Do staff have appropriate working environments and access to appropriate administrative systems? 
	· Do we have appropriate written policies and procedures covering, eg:

· standing orders

· protocols

· staff roles, responsibilities and accountabilities

· delegations and decision making

· processes for achieving service objectives and activities?

· Do we have access to up to date ICT which enhances our ability to deliver services?

· Is the physical working environment for office-based staff comfortable and compliant with health and safety regulations?

· Are health and safety regulations strictly adhered to in relation to on-site staff and working environments?  
	· Examine policies and procedures covering, eg:

· standing orders

· protocols

· staff roles, responsibilities and accountabilities

· delegations and decision making

· processes for achieving service objectives and activities

· Examine ICT used in housing advice and homelessness 

· Interview lead officer(s) responsible for housing advice and homelessness 

· Interviews/focus group with front line staff



	B8.4
	Have we sought to expand our capacity through collaborative and partnership working?


	· Have we formed partnerships and collaborative working arrangements with others (eg other service providers, external consultants and contractors) which enable us to:

· expand our services

· provide more efficient services

· provide higher quality services

· address capacity issues
· achieve outcomes in a more sustainable manner? 

· How successful are these arrangements?
	· Examine policies and procedures for partnership and collaborative working

· Examine examples of active partnership and collaborative working 

· Interview lead officer(s) responsible for housing advice and homelessness

· Interview/focus group with sample of organisations involved in partnership and collaborative working  


Other housing advice and homelessness toolkits

There are a number of other toolkits on various aspects of housing advice and homelessness being developed with funding from the Welsh Assembly Government’s homelessness good practice grant programme. Summary information about them is set out below. These toolkits all have a focus on different aspects of housing advice and homelessness rather than taking an overview of the whole service. One or more of these toolkits may therefore be used in conjunction with this service improvement toolkit. 

	Organisations(s)
	Toolkit Title
	Summary
	Contact 

	Carmarthenshire County Council 
	Housing Options and Homelessness Practitioners’ Toolkit
	A practitioners toolkit for those working in housing options and homelessness in Wales  
	Jonathan Morgan 

JMorgan@carmarthenshire.gov.uk 

	Cymorth Cymru in conjunction with

Cardiff multi-agency homelessness strategy and advisory planning group
	A toolkit to meet the new standards in temporary accommodation for homeless households 
	To develop a toolkit for organisations that house statutory homeless households to in order to assess what they need to do to meet the higher standards for 2011


	Carl Chapple 

carlchapple@cymorthcymru.org.uk 

	Cymorth Cymru
	Homelessness and stock transfer 
	A practical guide for local authorities, housing associations and the voluntary sector on ensuring stock transfer does not negatively impact on homeless needs 

The guide Homelessness and stock transfer: a guide to the issues and best practice 
was published in February 2007 and is available online at www.whq.org.uk/i2i/about_resources.php   
	Carl Chapple

carlchapple@cymorthcymru.org.uk 

	Cymorth Cymru
	Good practice toolkit – drugs policies 
	A toolkit that addresses approaches to drug users which are legal, inclusive, and supportive for supported housing providers
	Carl Chapple

carlchapple@cymorthcymru.org.uk 


	Organisations(s)
	Toolkit title
	Summary
	Contact 

	Monmouthshire County Council 
	Working with the private rented sector
	Good practice toolkit for private landlords to include advice and information on relevant legislation, sample tenancy agreement, information about Housing Benefits and the advantages of working in partnership with the local authority
	Victoria Hiscocks

VictoriaHiscocks@monmouthshire.gov.uk 

	North Wales Partnership Bid
	Homelessness manual    
	Information for local authority staff on dealing with homelessness enquiries    
	Ros Tyrrell 

ros.tyrrell@virgin.net 

	Shelter Cymru and the Vale of Glamorgan Council 
	Homelessness Decision Making 

This toolkit supports section A2 4.2 of the service improvement toolkit
	A toolkit to enable those responsible for processing homelessness applications within local authorities to avoid making common mistakes when taking, investigating and deciding upon homelessness applications and in carrying out their homelessness statutory duties. Will include a checklist assessment tool, a how to guide to avoid common mistakes and a procedures guide 
	Steve Povey, Shelter Cymru 

SteveP@sheltercymru.org.uk 

	Shelter Cymru and Rhondda Cynon Taf County Borough Council 
	Effective Preventative Advice Toolkit

This toolkit supports section A2 1.2 of the service improvement toolkit
	A toolkit which will help local authorities assess current housing advice performance, identify trigger points, provide a self help guide for the homeless and provide a comprehensive guide to basic housing advice


	Steve Povey, Shelter Cymru 

SteveP@sheltercymru.org.uk

	Welsh Local Government Association
	Making the most of the resources to tackle homelessness   
	Based on learning exchange held in 2006, a toolkit to identify effective practice in relation to leasing schemes, use of housing benefit to prevent homelessness, maximising use of the private sector and homelessness prevention funds        
	Sue Finch

sue.finch@wlga.gov.uk 


	Organisations(s)
	Toolkit title
	Summary
	Contact 

	Welsh Local Government Association
	Homelessness Handbook for Members 
	A handbook for members to help develop their knowledge and understanding about the National Homelessness Strategy and the local authority role in implementing effective practice on homelessness
	Sue Finch

sue.finch@wlga.gov.uk 

	Welsh Local Government Association/Community 

Housing Cymru
	Effective working between local authorities and housing associations to prevent, tackle and respond to homelessness
	A guide setting out principles of effective joint working, practice examples and self-assessment checklists to support partnership working on homelessness
	Sue Finch

sue.finch@wlga.gov.uk
Amanda Oliver 

amanda-oliver@chcymru.org.uk 


Effective practice publications

Homelessness and Housing Needs Key Lines of Enquiry, Audit Commission – as at March 2007, a revised version of this KLOE had been consulted on but the new version had yet to be issue

www.audit-commission.gov.uk/housing/housingkloe.asp?CategoryID=english%5E1628   

Homelessness Prevention: A Guide to Good Practice, Communities and Local Government, June 2006 

www.communities.gov.uk/index.asp?id=1500450 

Information Matters, Shelter Cymru

Produced in conjunction with Neath Port Talbot CBC, this is a resource for non-housing organisations to enable them to provide very basic advice and signposting. Shelter Cymru have secured funding to roll this out to all rural areas in Wales     

Preventing Homelessness: A Strategy Healthcheck, Communities and Local Government, 2006

www.communities.gov.uk/index.asp?id=1502480 

Tackling Homelessness - Key Issues for Consideration by Welsh Local Authorities, Tarki Technology, June 2005 – includes the homelessness service MOT

http://new.wales.gov.uk/topics/housingandcommunity/housing/publications/tacklinghomelessness?lang=en 
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