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Face to Face Telephone Interviews
	Interview with lead officer with overall responsibility for managing the Supporting People Programme (face to face)

	Key question reference
	What to ask

(Headline question in main toolkit document)
	Prompts

(Key questions in main toolkit document)

	A1 1.1 
	· How accessible are the services in our area?
	· Do we have effective systems for signposting people to supported housing providers/services in the locality?

	A1 3.2
	· Are service users able to be involved in/influence the services they receive?
	· Do we promote good practice in the area of tenant participation?

	A1 4.1
	· Do we measure outcomes for service users?
	· Are we knowledgeable about what services achieve for service users?

	A1 5.1 - 5.2
	· Are there transparent systems in place for service users and support providers to complain or comment on services?
	· Is it straightforward for service users and support providers to complain or comment on services?

	A1 1.6
	· How are we accountable to service users?
	· Are the views of service users used to inform our role and activities?

	A2 1.1 – 1.3
	· Do we have a long term vision for supported housing?
	· Are we engaged in long term planning for the provision of support to ensure it’s relevance and sustainability

· Do we have information and systems in place to promote the service and its potential?

· Does the Supporting People Operational Plan (SPOP) contain a long term view?

	A2 2.1 
	· Are systems in place to assess need?
	· Do we have an accurate picture of need?

· Do we use this information to plan and develop services?

	A2 3.1 – 3.2
	· Do we address cross boundary issues?
	· Are there formal arrangements in place to enable cross boundary provision to be developed and to support other initiatives and co-operation generally?

· Do we input and receive information on debates and cross boundary issues at a national level?

	A2 4.1 – 4.2
	· Do we create and maintain transparent and equitable relationships with support and housing providers?
	· Are our administration processes fair and clear?

· Do we effectively balance the role of commissioner with working alongside providers on a range of other issues?

	A2 5.1 – 5.2
	· Do we work to address the issue of move on?
	· Do we have a detailed picture about move on from support services?

· Are we working proactively to ensure a supply of move on?

	A2  6.1
	· Are directly managed services and non directly managed services treated equitably?
	· Do we apply the same scrutiny to our directly managed services as we do to support providers?

	A3 1.1 – 1.2
	· Can we identify and compare costs?
	· Do we have access to good quality financial information?

· Are we able to compare costs with other local authority supporting people teams?

	A3 2.1 – 2.2
	· Do we have effective systems in place for procurement?
	· Is our commissioning process fair and clear?

· Do we have clear processes in place to terminate a contract and/or to reconfigure services?

	A3 4.1 – 4.3
	· Is there effective partnership working/collaboration in respect of procurement
	· Do we have effective mechanisms in place for joint commissioning/funding of services?

· Is there a clear understanding by other departments/disciplines within the authority of what Supporting People Grant (SPG) / Supporting People Revenue Grant (SPRG) can contribute to?

· Do we have access to good advice from corporate services?

	A4 1.1 – 1.3
	· Is the Supporting People Operational Plan linked with corporate priorities?
	· Is there a high level of involvement from relevant partners in the development of the SPOP?

· Does the SPOP reflect corporate issues and priorities?

· Do we keep members well informed about supporting people issues?

	A4 2.1 – 2.3
	· Are there effective links between the SPOP and other strategic plans
	· Does our SPOP use data/information from, and refer to other strategic plans?

· Does the Supporting People Planning Group engage with other departments and/or external organizations with statutory planning responsibilities (e.g. Health, Probation)

· Are we invited to input to other department/organizations production of strategic plans?

	A5 1.1
	· Do we have a commitment to a comprehensive equality policy?
	· Do we have an effective and comprehensive equality policy in practice?

	A5 2.1 – 2.2
	· Do we assess needs and consult on equality issues?
	· Do we have a clear understanding of the profile of the local community?

· Do we work effectively in partnership with other organizations to ensure that we meet the diverse needs of service users?

	A5 3.1
	· Do we set equality objectives and targets?
	· Do we set equality targets and monitor our progress against them?

	A5 4.1
	· Do we use information systems and monitor against targets?
	· Do we effectively monitor our services to ensure that we do discriminate illegally or unfairly against any person?

	A5 5.1
	· Do we achieve and review outcomes in relation to equality?
	· Do we regularly review and achieve outcomes in relation to equality?

	B1 1.1 – 1.2
	· Do we have a track record of our achievements?
	· Can we evidence our achievements?

· Do we set out these achievements and promote them to stakeholders, senior officers and members?

	B1 2.2
	· Is there corporate and member vision and leadership?
	· Are our services championed, understood and supported at a senior level within the authority?

	B1 3.1
	· Do we manage change effectively?
	· Have we responded effectively to changes?

	B1 6.1 – 6.2
	· Are there systems in place to assess the performance of the Supporting People (SP) team?
	· Do we have a clear framework in place to measure our own performance?

· Do we compare our performance with other authorities?

	B1 7.1 - 7.3
	· How do we learn from ourselves and each other?
	· Do staff feel well informed and up to date?

· Do staff feel clear about their roles and responsibilities?

· Is there a culture of consultation learning and self development?

	B1 8.1 – 8.2
	· Is our capacity and capability sufficient to our operations?
	· Do we have enough person resources to carry out our role effectively? Is our capacity appropriate to our task?

· Does the team have the appropriate equipment and resources to carry out their role effectively?


	Key question reference
	What to ask
	Prompts

	A1 1.2 
	· How accessible are the services in our area?
	· Are allocation and referral systems scrutinized as part of the review of providers?

· Is the publicity information used by providers scrutinized as part of the review process?

	A1 2.1
	· How do we communicate with service users?
	· Do we have contact with service users to gather their views about the quality of the services that they receive?

	A1 3.1
	· Are service users able to be involved in/influence the services they receive?
	· Do we have systems in place to enable us to make a judgment about the quality of arrangements for service users to influence and be involved in a service?

	B1 1.1
	· Do we have a track record of achievements?
	· Can we evidence our achievements? (through information gathered from providers)


	Interview/ telephone contact with the Chair of the Supporting People Planning Group

	Key question reference
	What to ask
	Prompts

	A2 1.3
	· Do we have a long term vision for supported housing?
	· Does the SPOP contain a long term view?

	A2 2.1 – 2.2
	· Are systems in place to assess need?
	· Do we have an accurate picture of need?

· Do we use this information to plan and develop services?

	A4 1.1 – 1.2
	· Is the Supporting People Operational Plan linked with other corporate priorities?
	· Is there a high level of involvement from relevant partners in the development of the SPOP?

· Does the SPOP reflect corporate issues and priorities?

	A4 2.1 – 2.2
	· Are there effective links between the SPOP and other strategic plans?
	· Does our SPOP use data/information from, and refer to other strategic plans?

· Does the Supporting People Planning Group (SPPG) engage with other department or external organizations with Statutory planning responsibilities (e.g. health, probation)?


	Interview/telephone with cabinet member(s) with responsibility for/ who takes the lead on the Supporting People Programme

	Key question reference
	What to ask
	Prompts

	A2 1.1
	· Do we have a long term vision for supported housing?
	· Are we engaged in long term planning for the provision of supported housing?

· Do we have systems in place to promote the service and it’s potential?

	A4 1.3
	· Is the Supporting People Operational Plan linked with corporate priorities?
	· Are members well informed about Supporting People issues?

	B1 1.2
	· Do we have a track record of our achievements?
	· Does the local authority set out these achievements and promote them to stakeholders, senior officers and members?

	B1 2.2
	· Is there corporate and member vision and leadership?
	· Are the SP services championed and understood and supported at a senior level within the authority?


	Interviews/telephone contact with other internal stakeholders - staff with responsibility for strategic planning in relation to the 

· The Health, Social Care and Well-Being Strategy

· The Children and Young People’s Partnership Framework

· The Housing Strategy

· The Homelessness Strategy

(Same questions to be asked of each:)

	Key question reference
	What to ask
	Prompts

	A2 2.1 – 2.2
	· Are systems in place to assess the need for supporting people services?
	· Does the local authority have an accurate picture of need?

· Does the local authority use this information to plan and develop services?

	A3 4.2
	· Is there effective partnership/collaboration in respect of procurement?
	· Do you have a clear understanding of what SPG/SPRG can contribute to?

	A4 2.2 – 2.3
	· Are there effective links between the Supporting People Operational Plan and other strategic plans?
	· Does the Supporting People Planning Group engage with other departments with strategic planning responsibilities?

· Are the SP team invited to in put into other departments production of strategic plans?

	B1 1.2
	· Does the SP team have a track record of their achievements?
	· Do they set out these achievements and promote them to stakeholders, senior officers and members?


	Interviews/telephone contact with external stakeholders in Health and Probation i.e. staff with responsibility for strategic planning 

	Key question reference
	What to ask
	Prompts

	A2 2.1 – 2.2
	· Are systems in place to assess the need for supporting people services?
	· Does the local authority have an accurate picture of need?

· Does the local authority use this information to plan and develop services?

	A3 4.2
	· Is there effective partnership/collaboration in respect of procurement?
	· Do you have a clear understanding of what SPG/SPRG can contribute to?

	A4 2.2 – 2.3
	· Are there effective links between the Supporting People Operational Plan and other strategic plans?
	· Does the Supporting People Planning Group engage with other external organizations with strategic planning responsibilities?

· Are the SP team invited to in put into the production of your strategic plan?

	B1 1.2
	· Does the SP team have a track record of their achievements?
	· Do they set out these achievements and promote them to stakeholders, senior officers and members?


Focus Groups

	Focus Group – Supporting People Team

	Key question reference
	What to ask
	Prompts

	A2 3.1
	· Does the local authority address cross boundary issues?
	· Are there formal arrangements in place to enable cross boundary provision to be developed and to support other initiatives and co-operation generally?

	B1 6.1
	· Are there systems in place to assess the performance of the SP team?
	· Do we compare our services with other authorities?


	Telephone contact with person within the authority who supplies financial information? 

	Key question reference
	What to ask
	Prompts

	A3 1.1
	· Can we identify and compare costs?
	· Do we have access to good quality information?

	A3 3.1
	· Do we have financial processes and systems in place to deliver efficiently?
	· Do we clear and effective systems in place to deliver the grant?


	Telephone contact with person within the authority who supplies legal advice 

	Key question reference
	What to ask
	Prompts

	A3 4.3
	· Is there effective collaboration in respect for procurement?
	· Do we work closely with other corporate functions?

(E.g. Are there examples of communication on issues such as contracts with provider’s, resolving disputes, terminating services etc.)


	Telephone contact/interview with lead officer in the authority for equalities and diversity 

	Key question reference
	What to ask
	Prompts

	A5 1.1
	· Do we have a commitment to a comprehensive equality policy?
	· Do we have an effective and comprehensive quality policy in place?

	A5 1.2 – 2.2
	· Do we assess needs and consult on equality issues?
	· Do we have a clear understanding of the profile of the local community?

· Do we work effectively in partnership with other organizations to ensure that we meet the diverse needs of service users?

	A5 4.1
	· Do we use information systems and monitor against targets?
	· Do we effectively monitor our services to ensure that we do no discriminate illegally or unfairly against any person?

	A5 5.1
	· Do we achieve and review outcomes in relation to equality?
	· Do we regularly review and achieve outcomes in relation to equalities?


	Focus group – Support Providers 

	Key question reference
	What to ask
	Prompts

	A1 1.2
	· How accessible are services in our area?
	· Does the local authority have effective systems for signposting people to supported housing providers/services in the locality?

	A1 3.2
	· Are service users able to be involved in/influence the services they receive?
	· Does the local authority promote good practice in the area of tenant participation?

	A1 4.1
	· Does the local authority measure outcomes for service users?
	· Are the local authority knowledgeable about what services in their area achieve for service users?

	A1 5.2
	· Are there transparent systems in place for support providers to complain or comment on services?
	· Is it straightforward for support providers to complain/comment on the Supporting People services?

	A2 1.1 – 1.3
	· Does the local authority have a long term vision for supported housing?
	· Are they engaged in long term planning for the provision of support to ensure its relevance and sustainability?

· Do they have systems in place to promote the service and its potential?

· Does the SPOP contain a long term view?

	A2 2.1 -2.2
	· Are systems in place to assess need?
	· Does the local authority have an accurate picture of need?

· Do they use this information to plan and develop services?

	A2 4.1 – 4.2
	· Does the local authority create and maintain transparent and equitable relationships with support and housing providers?
	· Are their administration processes fair and clear?

· Do they effectively balance the role of commissioner with working alongside you on a range of issues?

	A2 5.1 -5.2
	· Does the local authority work to address the issue of move on?
	· Does the local authority have a detailed picture about move on from support services?

· Are they working proactively to ensure a supply of move on?

	A2 6.1
	· Are directly managed services and non directly managed services treated equitably?
	· Does the local authority apply the same scrutiny to their directly managed services as they do to support providers?

	A3 2.1 – 2.2
	· Does the local authority have effective systems in place for procurement?
	· Is the commissioning process fair and clear?

· Does the local authority have clear procedures in place to terminate a contract and/or reconfigure services?

	A3 3.1
	· Does the local authority have financial processes in place to deliver efficiently?
	· Does the local authority have clear and effective systems in place to process the grant?

	A3 4.2
	· Is there effective partnership working/collaboration in respect of procurement?
	· Is there a clear understanding by other departments/disciplines of what SPRG/SPG can contribute to?

	A5 3.1
	· Does the local authority set equality objectives and targets?
	· Does it set equality targets and monitor their progress against targets?

	A5 4.1
	· Does the local authority use information systems and monitor against targets?
	· Do we effectively monitor our services to ensure that we do not discriminate illegally or unfairly against any person?

	B1 2.2
	· Is there corporate vision and leadership in respect of SP services?
	· Are Supporting People funded services championed, understood and supported at a senior level within the authority?

	B1 3.1
	· Does the local authority manage change effectively?
	· Have they responded effectively to changes?

	B1 5.1
	· Can the local authority assess and respond to risk?
	· Do they collect information from support providers pertaining to organizational risk?

	B1 8.1
	· Is the capacity and capability of the SP team sufficient to their operations?
	· Do they have enough person resources to carry out their role effectively?


	Focus group - Supporting People Team 

	Key question reference
	What to ask
	Prompts

	A2 1.1 – 1.2
	· Do we have a long term vision for supported housing?
	· Are we engaged in long term planning for the provision of support to ensure its relevance and sustainability?

· Do we have systems in place to promote the service and its potential?

	A2 2.1 – 2.2
	· Are systems in place to assess need?
	· Do we have an accurate picture of need?

· Do we use this information to plan and develop services?

	A2 4.1 – 4.2
	· Do we create and maintain transparent and equitable relationships with support and housing providers?
	· Are our administration processes fair and clear?

· Do we effectively balance the role of commissioner with working alongside providers on a range of other issues?

	A2 5.1 – 5.2
	· Do we work to address the issue of move on?
	· Do we have a detailed picture about move on from support services?

· Are we working proactively to ensure a supply of move on?

	A2 6.1
	· Are directly managed services and non directly managed services treated equitably?
	· Do we apply the same scrutiny to our directly managed services as we do to our support providers?

	A3 1.1
	· Can we identify and compare costs?
	· Do we have access to good quality financial information?

	A3 2.1 – 2.2
	· Do we have effective systems in place for procurement?
	· Is our commissioning process fair and clear?

· Do we have clear process in place to terminate a contract and/or reconfigure services?

	A3 3.1 
	· Do we have financial processes and systems in place to deliver efficiently?
	· Do we have clear and effective systems in place to process the grant?

	B1 1.2
	· Does the SP team have a track record of their achievements?
	· Do they set out these achievements and promote them to stakeholders, senior officers and members?

	A3 4.1 – 4.3
	· Is there effective partnership working/collaboration in respect of procurement?
	· Do we have mechanisms in place for joint commissioning/funding of services?

· Is there a clear understanding by other departments/disciplines of what SPRG/SPG can contribute to?

· Do we have good access to advice from corporate service?

	B1 3.1
	· Do we manage change effectively?
	· Have we responded effectively to change?

	B1 5.2
	· Can we assess and respond to risk?
	· Do we effectively promote statutory obligations and guidance relating to safety to the support providers in our area (Protection of Vulnerable Adults (POVA), Child Protection etc)?

	B1 6.1
	· Are there systems in place to assess the performance of the SP team?
	· Do we have a clear framework in place to measure our own performance?

	B1 7.1 – 7.3
	·  How do we learn from ourselves and each other?
	· Do you feel well informed and up to date?

· Do you feel clear about your role and responsibilities?

· Is there a culture of consultation, learning and self development?

	B1 8.1 – 8.2
	· Is our capacity and capability sufficient to our operations?
	· Do we have enough person resources to carry out our role effectively?

· Does the team have the appropriate equipment and resources to carry out your roles effectively?


	Focus group – Service Users 

	Key question reference
	What to ask
	Prompts

	A1 1.1 
	· How accessible are the services in our area?
	· Do we have effective systems for signposting people to supported housing providers/services in the locality?

	A1 2.1
	· How does the local authority communicate with you?
	· Does the local authority have contact with you to gather your views about the quality of services you receive?

	A1 5.1
	· Are there transparent systems in place for you to complain and comment on services?
	· Is it straightforward for you to do this?

	A1 6.1
	· How are the services commissioned by the local authority accountable to you?
	· Are your views used to inform the role and activities of the local authority?

(Are they aware of the regulatory role of the local authority, do they see the SPOP, are they involved in developing new services?)


Examination of Documentation

	Supporting People Operational Plan

	Key question reference
	What to look for

	A2 1.1
	· Does it contain:

· A statement about values and vision

· Aims and objectives covering the short term and the long term

· Standards and targets for what services want to achieve in the short and long term

	A2 1.3
	· Does the document contain long term objectives in terms of developing new provision and adapting existing provision?

· Does it refer to the long term aims and objectives of other linked services and the local authority generally?

· Does it convey and understanding of future funding issues/constraints?

	A2 2.2
	· Does the SPOP provide a detailed picture of need?

· Does it identify gaps?

· Does the information on need provide a sound basis for decision making about adapting existing services or developing new services?

	A2 3.1
	· Are cross boundary issues considered in the SPOP e.g.

· Planning and developing services 

· Sharing of Needs Mapping Exercise (NME) information

	A2 5.1
	· Is information on move on set out in the SPOP?

	A3 4.1
	· Is there evidence of joint commissioning involving a financial contribution by another statutory partner (capital or revenue)?

· Is there evidence that the SP team has worked with other local authority departments or other statutory partners to develop a view of need?

	A4 1.1
	· Does the Supporting People Planning Group have a membership that includes senior representation from other departments, key external stakeholders and a cabinet member?

	A4 1.2
	· Does the SPOP:

· Refer to corporate priorities and link these to supported housing issues

· Use relevant contextual/local data/statistics

· Have a style and content consistent with the approach and priorities set out in the Community Plan

	A4 2.1
	· Does the SPOP:

· Use statistics from sources other than those generated through the NME to inform priorities?

· Reference other plans (e.g. Social Care Health and Wellbeing, Homelessness, Local Housing Strategy, Children and Young People’s Framework- and related operational plans for specific client groups)?

	A5 3.1
	· Does the SPOP contain equality objectives?

· Have we or are we planning to develop any services to address equality issues e.g. facilities within supported housing to accommodate people with a disability, women only services etc.

	B1 2.1
	· Is there links between the overall themes and vision in the SPOP and other high level plans with the authority (i.e. the Community and the Health Social Care and Well Being Strategy)

· Is the contextual/statistical information consistent and non conflicting?


	Other relevant local authority strategic plans i.e. 

· The Health Social Care and Wellbeing Strategy
· The Children and Young People’s Partnership Plan
· The Housing Strategy
· The Homelessness Strategy

	Key question reference
	What to look for

	A4 2.3
	· Is the Supporting People referred to in other plans in respect of: 

· use of data/contextual information?

· assessing need?

· planning provision to meet need?

	A2 5.1
	· In respect of the Local Housing Strategy and the Homelessness Strategy:

· Is the issue of move on referred to in the Local Housing Strategy and the Homelessness Strategy?

	B1 2.1
	· Is there links between the overall themes and vision in the SPOP and other high level plans with the authority (i.e. the Community and the Health Social Care and Well Being Strategy)

· Is the contextual/statistical information consistent and non conflicting?


	Minutes of Mini Supporting People Information Network Meetings and minutes of national SPIN meetings

	Key question reference
	What to look for

	A2 3.1
	· Do meetings cover:

· Planning and development of provision

· Assessing need

· Sharing NME information

· Ideas for research – applying for funds and joint management of projects

· Where services cannot be progressed is there a shared view about barriers and how issues can be resolved/moved forward

· Anything else?

	A2 3.2
	· Does the local authority attend Supporting People Information Network (SPIN) meetings?

· Are cross boundary issues discussed?

· Are cross boundary discussions at these national meetings backed up by access to other relevant information relating to Wales wide issues e.g. Cymorth, Welsh Assembly Government (WAG)?

	A2 5.2
	· Is the issue of move on discussed at Mini SPIN and national SPIN meetings?

	B1 6.2
	· Do we compare/benchmark with other local authorities on things like:

· salaries?

· good practice?

· Core documentation?

· Staffing levels?

	Supporting People Planning Group minutes 

	Key question reference
	What to look for

	A4 1.1
	· Does the SPPG have a membership that includes senior representation from other departments, key external stakeholders and a cabinet member?

· Is there good attendance and regular meetings? 

	A4 2.2
	· Does the process of developing the SPOP involve receiving presentations from other parties – verbal/written information


	Inclusive Forum minutes and mail outs to providers

	Key question reference
	What to look for

	A1 3.2
	· Is good practice in tenant participation promoted/discussed in the Inclusive Forum meetings?

	A2 4.2
	· Do we have arrangements for consulting with and haring information with support providers on:

· Need?

· good practice?

· administrative/payment arrangements?

· alterations to the Service Level Agreement?

· changes e.g. reduction in funding?

· managing national directives that involve change and negotiation?

· Do they have up to date information on who works for the SP service and what their roles are?

	A2 5.2
	· Is the issue of move on discussed in meetings with providers e.g. Inclusive Forum meetings?

	B1  1.2
	Does the SP team feedback to the Forum on achievements?


	Evidence of meetings/correspondence to address the issue of move on?

	A2 5.1
	· Do we collect information from support providers about move on?

· Have we undertaken one off surveys or other research in this area?

	A2 5.2
	· Do we discuss and promote the move on needs to other Registered Social Landlords (RSLs) and the private sector in our area?


	Information on need – examine data collected and the systems used to collect data

	Key question reference
	What to look for

	A2 2.1
	· Do all parties complete the NME?

· What sources are used to collect information on need?

· Does the local authority have effective IT systems in place to collate and analyse information on need?

· Are there any gaps?


	Documentation/ information to promote the service and it’s potential (i.e. any information that explains what the SP team does)

	Key question reference
	What to look for

	A.2 1.2
	· Are there documents for internal and external use which summarize what the service does and what it aims to achieve?

· Are these circulated to internal and external stakeholders on a regular and planned basis?


	Evidence of SP information being ratified and considered at cabinet level in the Authority and evidence of information, briefings, events etc. where members/senior officers have been invited

	Key question reference
	What to look for

	A4 1.3
	· Do we have clear processes for ratifying the SPOP at senior officer/cabinet level?

· Do we have processes in place for reporting outcome information to members?

· Do we have arrangements in place to ensure cabinet members are kept informed of SP issues?

	B1 2.2
	· Do members or senior officers attend events with providers and/or service users?

· Is there a cabinet member who is charged with promoting and being conversant with SP?

· Has there been senior level involvement in opening new services or attending the Annual General Meetings (AGMs) of support providers?

· Have there been examples where senior members have been involved to support new developments that have become contentious e.g. planning disputes, public meetings etc.?

	B1 6.1
	· Do we have clear standards and targets that we are monitored against?

· Do we invite views from providers and other stakeholders?

· Are the outcomes open and accessible to stakeholders?

· Do we use the information to improve our services?

· Is this information scrutinized by senior officers/cabinet members?


	Information re. staff – Evidence of training records and conference attendance, attendance at Inclusive Forums, internal circulation of information, team meetings, contact with providers and stakeholders 

	Key question reference
	What to look for

	B1 7.1
	· Are our staff up to date and well informed about internal issues and requirements?

· Do we meet regularly as a team?

· Do we circulate information from outside the organization to all staff in the team? (e.g. from Cymorth or the Welsh Assembly Government)?

· Do all staff attend some/all of the Inclusive Forum meetings and other meetings with providers and stakeholders?


	Information re. staff – Evidence of staff support documentation

	Key question

reference
	What to look for

	B1 7.2
	· Format for appraisals

· Format for support and supervision

· Process/policy and procedure for induction

(regarding first 2 bullet points – assessors may not look at individual record in detail but rather check blank formats and names and dates of sessions that have taken place to check regularity – should be carried out in the presence of the line manager who should display information)

	Information re. staff – Examine evidence of training records, team planning/team building activity, other events and team meeting minutes  


	Key question reference
	What to look for

	A5 1.1
	· Have staff attended training on the area of diversity and equality?

	B1 7.3
	· Are there any outcomes/minutes of any team events

· Are members of staff consulted about any changes to policies, procedures, and core documents?

· Are there opportunities for discussion about best practice and how this should be promoted? 


	Examination of financial policy, procedure and systems (arrangements for payment of grant)

	Key question reference
	What to look for

	A2 4.1
	· Are administration processes clear?

· Published timescales for the payment of grant 

· Published timescales to notify support and housing providers of any management charge

· Notice and clear preparatory information and guidance in advance of the review and monitoring processes

· Published processes for providers to make complaints

· Processes for resolving complaints and disagreements

· Clear processes for steps to be undertaken if a relationship has broken down

· Is clear guidance available on the local authority’s ‘fairer charging’ system (where relevant)


	Monitoring and review policy and procedure

	Key question reference
	What to look for

	A1 1.2
	· Are allocation and referral systems scrutinised as part of the review/monitoring process?

	A1 2.1
	· Where we are the Accredited Support Provider (ASP), do we consult with service users as part of the monitoring and review processes?

· Does the local authority monitoring and review process have stated options for the use of advocates and for people to communicate in different languages?

	A1 3.1
	· As part of the review and monitoring processes does the local authority:

· Ask to see the policy and procedure/strategy re. participation?

· Analyse the systems that providers have in place to involve service users in the day to day aspects of the service?

· Gather evidence of support providers quality assurance systems/exit interviews?

· Look at how service users views have been used to change services?

· Ask how many service users or ex service users are on the Management Committee or other committees/groups?

	A1 4.1
	· Does the local authority collate information from support providers on outcomes as part of the review and monitoring processes?

	A1 5.1
	· Do our service review processes consider the providers complaints/comments process and collect information about complaints/comments:

· numbers of complaints/comments

· how they were dealt with

· response to service users

	A2 4.2
	· Do we ask support providers what they think of our services as part of the Monitoring and review process?

	A2 5.1
	· Is this move on covered in the review and monitoring process?

	A4 4.1
	· Is there a notice period and clear preparatory information in advance of the review and monitoring process?

	A5 4.1
	· Do we collect information/seek feedback in a way that enables us to ensure that all elements of the services we commission do not discriminate against people in relation to equality dimensions? E.g. access to services?

	B1 5.1 - 5.2
	· Do the review and monitoring arrangements (where the LA is the ASP) look at information on:

· Governance issues – standing orders, attendance levels at Committee, whether meetings are quorate

· Financial viability

· Board/Management Committee activity

· Health and safety of the building and equipment

· Service user – risk assessment and risk management processes

· Does the review and monitoring system cover national and local guidance pertaining to management of risk such as POVA and child protection issues?


	Procurement/commissioning policy and procedure

	Key question reference
	What to look for

	A3 2.1
	· Does the local authority have a published process that encompasses the following:

· Open application process

· Clear outline of the processes

· Fairness and transparency in the selection process

· A balance of quality and cost issues

· Clear timescales and deadlines

· A process for appeals

· A process for dealing with conflict of interest (particularly where services can or maybe provided in house)

	A3 2.2
	· In respect of terminating a contract or reconfiguring services:

· Is there a published process of what will happen? E.g. in the service level agreement, policy and procedure?

· Are the timescales clear?

· Are there clear processes for communicating with the provider?


	Service Level Agreement

	Key question reference
	What to look for

	A2 4.1
	· Does the Service level Agreement (or if not this other documents) contain:

· published timescales for the payment of grant

· published timescales to notify the support providers of the of the management charge (how it is calculated and when it will be reviewed)

· published processes for providers to complain

· processes to resolve complaints and disagreements

· clear processes and steps to be taken when an arrangement has broken down

· clear guidance on the local authority’s ‘fairer charging’ system (where relevant)

	B5 5.3
	· Does the paperwork cover the unplanned breakdown of a service:

· what constitutes a situation where it is unacceptable that a service continue

· processes for arbitration 

· processes to terminate a contract

· arrangements to safeguard the rights of service users


	Complaints/comments policy and procedure for support providers to use 

	Key question reference
	What to look for

	A1 5.2
	· Does the policy and procedures set out clear information on the process and timescales?


	Methods (various) used to gather the views of service users

	Key question reference
	What to look for

	A1 2.1
	· Does the local authority undertake one off surveys to find out what service users think about different issues?

· Does the local authority invite service users to inclusive forums and/or hold separate events? 

· Does the local authority have a participation Strategy or other documentation which sets out their expectations in this area?

	A1 6.1
	· Is there any evidence of the following:

· Are service users consulted in the development of new services?

· Do service users have an opportunity to comment on the SPOP? 

	A5 2.1
	· Have we made efforts to obtain the views of ‘hard to reach’ groups?


	Examination of Needs Mapping (NME) information

	Key question reference
	What to look for

	A1 2.1 – 2.2
	· Do all parties complete the NME?

· Who is it collected from?

· support providers

· other internal and external stakeholders

· Does the local authority have effective IT systems in place to collate and analyse information on need?

· Are there any gaps?

· Does the information on need provide a sound basis for decision making about adapting existing services or developing new services?


	Diversity and equalities information – corporate and departmental

	Key question reference
	What to look for

	A5 1.1
	· Do we have a policy that commits us to achieving equality in race, language, gender, disability, age, sexual orientation and religious beliefs that includes:

· improving equalities practice at both a 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

	A5 2.1
	· Do we gather information about service users by equality dimensions such as ethnic origin, gender, disability, age or sexual orientation?


	Various performance information

	Key question reference
	What to look for

	B1 1.1
	· Do we record what we have achieved?

· the number of new schemes

· the gains that are being achieved with services users

· the number of people using SP funded services

· other

	B1 5.1
	· Where the LA are the ASP do they consider and respond to information contained in the Annual Returns to analyse:

· financial viability

· effective use of the service

· Are these ratified at senior officer/cabinet level?

	B1 6.1
	· Do we have clear standards and targets that we are monitored against?

· Do we invite views from providers and other stakeholders?

· Are the outcomes open and accessible to stakeholders?

· Do we use the information to improve our services?

· Is the information scrutinized by senior officers/cabinet members?

	B1 6.2
	· Do we compare/benchmark with other local authorities on things like:

· Salaries?

· Good practice?

· Core documentation?

· Staffing levels?


Sampling
	Sampling of information pertaining to directly managed services (i.e. in house) and non directly managed services:

	Key question reference
	What to look for

	A2 6.1
	· 2 commissioning processes – one where the outcome was to allocate  to an in house provider was successful and one where the in house proposal was unsuccessful:
· Are our commissioning processes enacted fairly and openly and with due process?

· Is there clarity and sufficient separation within the authority between the commissioning/strategic function and the provider function?

· 2 Annual reviews – one for a directly managed service and one for a non directly managed service
· Are the monitoring and review systems applied consistently in respect of directly managed and non directly managed services?

· 2 Service Level Agreements – one for a directly managed service and one for a non directly managed service 
· Is there parity in the models of service level agreements applied to internal and external service providers (including management charges)?


	Sampling of a process to terminate a contract or reconfigure services:



	Key question reference
	What to look for

	A3 2.2
	· In terms of the process:

· Is there a published process of how things should happen? E.g. in the service level agreement, policy and procedure?

· Were the timescales clear?

· Were there clear processes for communicating with the provider?


	Sampling of reviews and monitoring information:

	Key question reference
	What to look for

	A1 1.2
	Examine three processes:

· Are allocation and referral systems scrutinized as part of the reviews of providers? 

	A1 2.1
	Examine three processes:

· Where the local authority is the ASP – do we consult with the service users as part of the review process?

· As part of the above is there choices about how people give their views e.g. individually or in focus groups?

	A1 3.1
	Examine three processes:

· As part of the review and monitoring processes does the local authority:

· Ask to see the policy and procedure/strategy re. participation?

· Analyse the systems that providers have in place to involve service users in the day to day aspects of the service?

· Gather evidence of support providers quality assurance systems/exit interviews?

· Look at how service users’ views have been used to change services?

· Ask how many service users or ex service users are on the Management Committee or other committees/groups?

	A1 5.1
	Examine three processes:

· Do our service review processes consider the providers complaints/comments process and collect information about complaints/comments:

· numbers of complaints/comments

· how they were dealt with

· response to service users

	A5 4.1
	Examine three processes

· Do we collect information/seek feedback in a way that enables us to ensure that all elements of the services we commission do not discriminate against people in relation to equality dimensions? E.g. access to services?

	B1 1.1
	Examine three processes

· Do the annual reviews gather information on:

· the gains being made by the service users

· the numbers of people using the service

· other


	Sampling of responses to change (3 examples highlighted by the interview with the lead officer and the focus group with the SP team)

	Key question reference
	What to look for

	B1 3.1
	· What changes have taken place?

· External changes – e.g. SP programme, monitoring requirement, initiatives, research opportunities

· Internal changes – staff changes, reorganisation, funding

· Other

· What has the response been to these?

· Degree of flexibility

· Adapting staffing arrangements

· Sharing information, keeping everyone up to date – internally and externally

· Other


Checking the Local Authority Website
	Observation of the office environment and ad hoc discussion

	Key question reference
	What to look for

	A1 1.1
	· Is information on services readily available – on in house and other supported housing services?

· Is the information provided in accessible style and in a range of languages?


MYSTERY SHOPPING

Mystery Shopping
	Accessibility of services – telephone, direct observation and face to face contact with people in the authority that are access points for the general public

	Key question reference
	What to look for

	A1 1.1
	· Is information on services readily available – on in house and other supported housing services?

· Are other parts of the local authority able to give advice and direct people to supported housing services? E.g. homelessness, Youth Offending Team (YOT), Leaving Care Team.

· Is the information provided in accessible style and in a range of languages?

· Is information from providers on display within the authority and in other places?

· Is there good geographical coverage?


OBSERVATION

Observation
	Observation of the office environment and ad hoc discussion

	Key question reference
	What to look for

	B1 8.2
	· Is there sufficient IT and other equipment in place to enable effective working, communication and storage of data?

· Is information stored on computers easily accessible to staff?

· Is the local authority responsive to requests fro order – e.g. new equipment, stationary?

· Does the local authority repair and service equipment?

· Is the working environment comfortable and compliant with health and safety regulations?
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