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1 Executive Summary
1.1 Introduction

This report was commissioned to meet North Ayrshire Council’s requirement, under section 2 of the Housing (Scotland) Act 2001, to ensure that the provision of housing information and advice about homelessness and the prevention of homelessness is available free of charge to anyone within the local authority area. This requirement is also to secure that advice and information is provided about any services which may assist a homeless person, or assist in the prevention of homelessness within the local authority area.
The Performance Standards for local authorities issued by Communities Scotland identifies that, under Activity Standard 4.6:

Information and advice We arrange free and effective information and advice services for homeless or potentially homeless people, based on the national standards for housing information and advice services

The National Standards for Housing Information and Advice have been published by HomePoint and are backed up with a training package on individual competencies, as well as the development of an accreditation scheme for agencies (currently being piloted). North Ayrshire Council will be required to implement the National Standards in order to meet the requirements of Communities Scotland in its role as the regulator and inspector of the housing and homelessness functions of local authorities.

1.2 Brief for this Project
The brief undertaken for this piece of work was:

· To carry out an assessment of the current provision of information and advice
· To carry out a detailed assessment of the need for advice services

· To carry out a “mystery shopping” exercise

· To match the results to identify any gaps or weaknesses in the current provision with particular reference to the quality of advice provided

· To make recommendations for the organisational and procedural changes which will ensure the delivery of comprehensive and integrated housing and related advice services in accordance with the content and spirit of the Housing (Scotland) Act 2001. 

1.3 Methodology

The methodology to support this piece of work was:

· To survey providers of housing information and advice in North Ayrshire

· To survey users of housing information and advice providers

· To carry out a “mystery shopping” exercise with the local authority offices

· To run an ANARAK
 report

1.3.1 Survey of Providers

A set of questions was developed, and agreed, which explored the current provision of housing information and advice, any referral arrangements between projects, the type of advice or information provided and any gaps that the providers identified in North Ayrshire.

North Ayrshire Council is one of the main providers of housing information and advice in the area through its local housing office network. Officers from the authority were interviewed to assess their role in the provision of housing information and advice. Nine voluntary organisations were interviewed and five registered social landlords took part in a telephone survey.
1.3.2 Survey of Users

A survey of users took place to identify and access issues that people had experienced in approaching organisations for housing information and advice. A range of providers were asked to participate rather than asking all providers of housing information and advice to be involved. The local authority surveyed users of its services at three points: the Ardrossan hostel, the Ardrossan housing office and Irvine housing office. Two voluntary sector projects took part: Quarriers and START. This generated a response of 59 in total: 33 from the voluntary sector and 26 from the local authority.

Service users were asked to complete a basic one-page form. It was anticipated that this would give an overall picture of access to housing information and advice services rather than being a statistically robust exercise. 

1.3.3 “Mystery Shopping” Exercise

North Ayrshire Council decided to commission a mystery shopping exercise using its own offices. The purpose of the exercise was to test out the quality of advice given to a homeless household, the attitude of staff, what information was given and what the next steps would be for the household. The accuracy of advice given in terms of a homeless household’s rights under the amended Housing (Scotland) Act 1987 would be tested as much as possible.

1.3.4 Identification of the Need for Housing Information and Advice

This part of the research involved using a computer based needs assessment programme developed by Michael Bell Associates. This planning tool, ANARAK, allows for an estimate of likely advice need in an area and the level of resources required to match this need.

1.4 Survey of providers

North Ayrshire Council has a range of providers of housing information and advice operating in the area. All of the nineteen areas of housing law covered in the National Standards are covered.
1.4.1 Role of Independent Advice

There are a wide range of housing information and advice providers within North Ayrshire that are independent of the local authority. It is critical that independent advice is available to ensure that individuals gain access to a source of advice that is clearly impartial from that provided by the local authority (and is a requirement of the Guidance that supports section 2 of the Housing (Scotland) Act 2001). The Guidance states that:

“local authorities must ensure that all users are advised of the availability of independent advice at each point of contact”
This places a responsibility on local authorities to ensure that leaflets and letters should indicate sources of independent advice in order that individuals can access them. The research showed that this is not consistent across the housing offices and will need to be addressed.

1.4.2 Communication and Partnership

The research showed that there were a number of ways that communication and partnership could be improved across North Ayrshire. These included:

· Joint meetings

· Joint training

· Named contacts in offices

· Liaison with agencies that have a role in providing information and advice but are not set up as advice providers

· Ensuring that the power imbalance between the local authority and other service providers is recognised and overcome

1.4.3 Type of Housing Information and Advice

All three Types of Housing information and advice are available in North Ayrshire across the authority as a whole. The ANARAK study indicates where services need to be provided.

The quality of the advice provided has not been tested as part of this research. If North Ayrshire Council and other agencies seek to implement the National Standards for Housing Information and Advice and seek accreditation of their service, a quality of advice audit will be carried out to establish if the advice provided meets the required standard.

1.4.4 Information about Providers of Services and Accommodation

The need for a directory of service providers covering remits, opening hours and methods of referral was expressed by providers. 

A housing options guide was also regarded as a useful addition to the directory of services.

The role of private landlords needs to be further considered in meeting the needs of homeless people and those threatened with homelessness. Development of a rent guarantee/deposit scheme should improve access of homeless people to this tenure.
1.4.5 Availability of Written Materials

There is an inconsistent approach to the availability of written materials in the local housing offices. This reduces the possibility of early intervention which could lead to the prevention of homelessness through the provision of timely advice or support. One way of addressing this is to allocate responsibility for written materials to an individual or team. This person/team would then ensure that leaflets are disseminated, check they are still up-to-date and ensure that they are available for people.

1.4.6 Quality Assurance Schemes

There are a limited number of quality assurance schemes in operation in North Ayrshire. A number of schemes are in operation, e.g. Investors in People and CAS membership standards. A number of agencies were interested in implementing the National Standards for Housing Information and Advice.

North Ayrshire Council is under an obligation to move to implementing the National Standards. In its role as a funder of services and being the strategic body, the Council can use its influence to encourage agencies to implement the National Standards which will ensure that people in North Ayrshire will be guaranteed a minimum quality of advice.

1.4.7 Prevention

A number of the above observations fall within this section. However, there are a number of points to be made in addition:
· A publicity strategy is needed to encourage people to access information and advice services as early as possible to maximise the possibility of preventing homelessness

· Landlords should review their policies and identify where they could prevent homelessness

· The availability of freephone advice lines should be publicised

· A strategy for involving young people at schools and youth clubs should be developed to ensure they are aware of how they could prevent becoming homeless
· The delay in the payment of Housing Benefit should be reduced

1.4.8 Access and Equal Opportunities

It is important to be aware of possible barriers to accessing services and minimise these:

· Language barriers need to be considered

· The availability of people who can sign or lip read, and information about how to access them should be held in the procedures manual

· Written materials should not be full of jargon and should meet the requirements of the Plain English Crystal Mark

· Written materials should be translated into community languages

· Any web based materials should follow best practice with reference to readability

· The use of the police as an out of hours contact point for homeless households should be reviewed

1.5 Service users survey

There were 59 responses to the survey.

People had approached the service for a number of reasons, the main one being homelessness. Other issues that were identified were accommodation, housing applications, budgeting, rent/rent arrears, repairs and noise.

Most service users knew about the service through word of mouth and by prior use of the agency. Most service users contacted the service through calling in at the office. Most people found it easy to contact the service.
Most people had walked to the service or taken the bus and they had travelled between one and five miles to get to the service.

Most people were fairly or very happy with the service they had received and were clear about the next stage of their query.

In conclusion, most people were happy with the service. A point that needs to be addressed is the reliance on word of mouth as a means of knowing about services. North Ayrshire Council and other service providers will need to improve publicity as word of mouth cannot be guaranteed to be reliable or consistent, and people could easily be recommended to go to an inappropriate agency, or be put off from contacting any agency at all. Consideration also needs to be given to the provision of information and advice in the islands and how residents gain access to this.

1.6 “Mystery Shopping” exercise

All of North Ayrshire Council’s housing offices were contacted as part of this exercise. 
In general, most offices gave reasonable accurate advice except for one office that gave completely wrong advice. There may be concerns that each office handled the case differently and gave different levels of information to the applicant at point of application. The scenario created was not an unusual one, being that of a woman fleeing threatened violence, but is sensitive, therefore local authority workers need to be clear about how to advise someone in these circumstances. A procedure should be developed to cover these issues.

The procedure should contain the minimum information that someone approaching the local authority for assistance should receive. Local authority workers should be aware of this and provide the information to people who need it. There was one experience of “gate-keeping” where the applicant was given the wrong advice and told to contact another authority. This needs to be addressed through training on the application of the homelessness legislation. 

1.7 ANARAK

An ANARAK exercise was undertaken for North Ayrshire Council using the results of the 2001 census. 

From this exercise it is anticipated that there is a need for 6.9 full-time equivalent advisers in North Ayrshire at a total service cost of £242, 762.99. A total of 6,702.9 hours of service are required to meet the need for housing advice, requiring 3,168.4 hours of client contact time. This has been calculated at £1.79 per person per annum or £4.13 per household.
1.8 Recommendations

The recommendations have been grouped under the headings that relate to the good practice elements identified in the Scottish Executive Guidance

1.8.1 Professional Service

· North Ayrshire Council to implement the National Standards for Housing Information and Advice

· Develop agreement across service providers that quality assurance schemes are adopted by providers (National Standards, CAS membership or equivalent)

· North Ayrshire Council to ensure consistency in service delivery at all points where housing information and advice is provided

· Providers to agree roles and remits and develop referral protocols

· North Ayrshire Council to develop a housing options guide using the HomePoint model

· Develop a homelessness procedure manual for use by all staff and back this up with training on its use 

· The homelessness procedure manual should cover exactly how to assist a homeless household and the “triggers” for passing the case to a more senior member of staff

1.8.2 Independence and Choice

· Increase the availability of independent housing advice ensuring that there is a presence across the local authority area as a whole

· Ensure that independent advice funded by the local authority is not compromised and is kept independent

· Publicise the availability of housing information and advice with particular emphasis on how to access independent advice

· Publicise freephone numbers which could encourage people to access advice earlier and possibly prevent homelessness occurring

· Ensure that publicity is not restricted to the housing offices but covers all local authority offices and other useful points e.g. GP surgeries

· Develop a directory of services with information about how to access the service

· Develop a housing options guide and have this available on the web as well as available as a paper based guide

· Develop a rent deposit/guarantee scheme

1.8.3 Competence

· Promote joint training initiatives between different providers on awareness of roles, the development of protocols and areas of housing law

· Ensure that training is available to staff on areas which are linked to the prevention of homelessness e.g. private sector rights, Matrimonial Homes (Family Protection) (Scotland) Act 1981

· Utilise the training materials developed by HomePoint to underpin the National Standards for Housing Information and Advice

· Develop a housing advice forum to enable agencies to share information and knowledge, develop better relationships between agencies and improve partnership working
1.8.4 User Centred

· Increase the availability and accessibility of independent housing advice
· Develop, implement and monitor feedback systems for users of services

· Train staff on the role of advice 

· Improve the out of hours service so that the police service is not the initial contact point

1.8.5 Equal Opportunities

· Train staff on equal opportunities issues

· Publicise housing information and advice providers in different ways including using websites

· Ensure access to advice for people who do not speak English as their first language

· Ensure access to signers and lip readers is available and publicised

1.8.6 Confidentiality

· Ensure that the local authority and all providers have private interviewing facilities available for clients

· Agree referral protocols between agencies

1.8.7 Accountability

· Monitor, review and evaluate all services annually and assess changing needs

· Develop, implement and monitor feedback systems for users of services

1.8.8 Effective Use of Resources

· Develop a database of providers in the area, updated regularly, that clarifies the roles and remits of agencies (how and when to contact, particular client group catered for, contact number/addresses/names)

· Audit current leaflets and information provided by North Ayrshire Council and other agencies to co-ordinate dissemination, identify and fill gaps and ensure that they are up-to-date

· Link in with the private rented sector and develop rent deposit/guarantee and furniture schemes
2 Introduction and Background

2.1 Legislative Background

The Housing (Scotland) Act 2001, lays down in section 2 that information and advice about homelessness and the prevention of homelessness should be available free of charge to any person in a local authority’s area.  The section also states that advice and information about any services which may assist a homeless person, or assist in the prevention of homelessness, should also be available. Scottish Ministers have the power to issue guidance as to the form or content of any information and advice. This section also links into the section 1 duty placed on local authorities to develop strategies for the prevention and alleviation of homelessness.

Scottish Ministers have used their power to issue guidance and this identifies that local authorities have responsibilities on three main levels: as providers of information and advice; as funders of information and advice services; and as the strategic body with the responsibility for ensuring that an appropriate range of services is available within the local authority area. As providers of information, North Ayrshire Council must ensure that its own information and advice services are delivered to the standards outlined in the Scottish National Standards for Housing Information and Advice. As a funder, North Ayrshire Council must ensure that its funding is sufficient to provide an adequate quantity of information and advice in the area and that services are funded to a level where quality is assured. As the strategic body, North Ayrshire Council must plan for the provision of the range of housing information and advice services that are required to meet the identified needs within the area.

Housing information and advice has been provided across Scotland by local authorities and other bodies for many years, however the Housing (Scotland) Act 2001 places the legal responsibility on local authorities to ensure access to these services and the availability of independent advice provision in its area. The services directly provided by the local authority will be monitored by Communities Scotland in its role as the regulator and inspector of local authorities. The Performance Standards and Criteria for Local Authorities are organised into Guiding Standards and Activity Standards.  Activity Standard 4.6 states

“Information and advice We arrange free and effective information and advice services for homeless or potentially homeless people, based on the national standards for housing information and advice services.”

In assessing local authorities against this Standard, inspectors will expect an organisation to:

· demonstrate a thorough understanding of the national standards for housing information and advice

· have a planned approach to meeting the standards within a reasonable timescale. 

· have clearly articulated staff competency requirements and training and development strategies 

· monitor the delivery of information and advice secured from within the local authority or from other agencies; and 

· assess customer satisfaction with the information and advice they receive and be responsive to customer views.

The provision of advice and assistance is also the subject of regulations under section 3 of the Housing (Scotland) Act 2001 (which amends the Housing (Scotland) Act 1987). These regulations relate to the requirement of local authorities to provide advice and assistance to people who are homeless or threatened with homelessness in circumstances where the local authority has no duty to provide permanent accommodation, namely households that have been determined as either not being in priority need or being intentionally homeless. The regulations
  prescribe the form that the advice and assistance must take. 

Advice is set out as being:

· advice on the availability of permanent accommodation provided by local authorities or registered social landlords:
· advice on the availability of temporary accommodation provided by local authorities, registered social landlords and other private, public or voluntary bodies;

· advice on nomination procedures, waiting lists and any restrictions imposed by landlords;

· advice on specialist, supported or furnished accommodation;

· advice on services provided by estate agents and accommodation agencies; and advice on owner occupation including shared ownership and the availability of grants for owner occupation, improvement, repair and adaptation.

· advice on social issues:
· appropriate to an applicant’s circumstances including advice on services provided by specialist agencies or bodies dealing with health, welfare or other social issues;

· financial advice:

· advice on the availability of personal benefits, grants and loans directly or indirectly related to the provision of housing;
· advice on rent and mortgage arrears and the financial implications of home ownership;

· advice on the management of personal finance;

· advice on rent guarantee and deposit schemes; and
· advice on specialist agencies providing financial advice to individuals;

· legal advice:
· advice on court proceedings;

· advice on legal rights including:

· advice on the availability of legal aid; and

· advice on the availability of independent advice and advocacy.

Types of assistance to be provided by local authorities covers:

· personal interviews at such a time and place, and with a local authority officer of such sex, as the applicant may reasonably request;

· providing an interpreter or an independent personal representative for an applicant at any interview if a request is made by the applicant to that effect;

· providing a written record of any interview held under this regulation in an appropriate form for the applicant including Braille, translation or large print;

· providing a follow up interview to review progress;

· arranging and facilitating interviews and appointments with other independent providers of housing, financial or legal services; and 
· providing access to mediation services for family and neighbour disputes and harassment.

There are links between the section 2 and section 3, but the section 2 duty to provide advice and information is a wider duty on a local authority than the duty to provide advice and assistance to a household that is homeless or threatened with homelessness. This piece of works focuses on the section 2 duty, although there will be findings from this study which will assist North Ayrshire in meeting its responsibilities under section 3 and these will be identified throughout the research report.

2.2 Scottish National Standards for Housing Information and Advice

It is clear from the Scottish Executive’s guidance and the Performance Standards that the Scottish National Standards for Housing Information and Advice is the key quality assurance scheme that providers should seek to implement. The Standards were first produced in 1995, were reviewed in 1999 and subsequently published as the Scottish National Standards for Housing Information and Advice. 

The Standards cover six key areas:

· General management

· Planning of Services

· Accessibility and customer care

· Providing the Service

· Competencies for staff and agencies

· Resources.

North Ayrshire Council will need to look at implementing these Standards in relation to its own service delivery in order to meet the requirements of the Guidance. A training and certification of individual adviser’s competencies is being delivered by HomePoint at Communities Scotland and a scheme to accredit agencies is currently being piloted.

2.3 The Brief for this Project

The principal aim of this piece of work is to help North Ayrshire Council develop its strategy towards compliance with the new legislative duties. In order to do this, Michael Bell Associates was required to 

· carry out an assessment of the current provision of information and advice 

· carry out a detailed assessment of the need for advice services

· to carry out a “mystery shopping” exercise

· match the results to identify any gaps or weaknesses in the current provision with particular reference to the quality of advice provided

· make recommendations for the organisational and procedural changes which will ensure the delivery of comprehensive and integrated housing and related advice services in accordance to the content and spirit of the Housing (Scotland) Act 2001.

2.4 North Ayrshire Council

North Ayrshire Council covers an area of 340 square miles. It is spread across three divisions: the Irvine division (comprising Irvine and Kilwinning), the Three Towns division (Saltcoats, Stevenston and Ardrossan) and the Garnock Valley division (Largs, Kilbirnie and Beith). The area also includes the two island communities of Cumbrae and Arran. 

North Ayrshire Council has a population of 139,642 with a projected increase in households of 6.7% during the period 2000-2007
. As of 30 September 2002, North Ayrshire had 62,809 dwellings on the council tax register
 and there were 16,418 local authority dwellings.  
The 2001 Census found that 61% of households owned their own house, 26% rented from the local authority, 5% rented from other social rented landlord and 4% rented privately (1.8% unfurnished properties and 2.4% furnished properties). North Ayrshire Council had 387 vacancies among its own stock and made 414 permanent lettings in the quarter ended 31 December 2002. 28 nominations were requested by registered social landlords in the same quarter and 14 lettings were made as a result of the nominations
.

In the quarter ending 31 December 2002, North Ayrshire took 214 cases to court for repossession (none of which were for anti-social behaviour), 41 of these were granted an eviction order and 8 cases resulted in eviction. No cases resulted in an abandonment
. 

In terms of homelessness, in 2001-2, there were 1239 homelessness applications made to North Ayrshire Council, amounting to 2.7% of the Scottish total
. Between 2002 and end of February 2003, there were 1569 applications made to North Ayrshire. North Ayrshire’s homelessness strategy indicated that 853 of these were in priority need (54%). This figure indicates a 27% increase on the previous full year figures, with a further month to be recorded for this year. At the end of December 2002, North Ayrshire Council had 168 households in temporary accommodation (52 in local authority stock, 67 in hostels and 49 in bed and breakfast establishments) with 63 children in temporary accommodation (53 in local authority dwellings, 7 in hostels and 3 in bed and breakfast establishments).
3 Survey of Providers
3.1 Introduction

A survey of providers of housing information and advice in North Ayrshire was undertaken. The aim was to establish the extent of the provision of housing information and advice in the area and the types of housing information and advice being provided. 

North Ayrshire Council is one of the main providers of housing information and advice in the area through its local housing office network. Officers from the local authority were interviewed to assess their role in the provision of housing information and advice. A number of other providers of housing information and advice were also surveyed. This covered voluntary organisations and registered social landlords. 

The survey took the form of either face-to-face interviews or telephone interviews. The survey looked at access to the services in terms of opening hours and how people approached the service. The areas of housing law covered by the provider were determined by the “Types” laid down in the Scottish National Standards for Housing Information and Advice. Type I covers active information and signposting, Type II covers casework and Type III covers advocacy, mediation and representation. The workload of providers, referral systems and casework systems were covered in the survey. Internal management structures and systems were covered, with the recognition that agencies who had some form of quality assurance were fast-tracked. All providers were asked for their opinions on the availability of housing information and advice, and any gaps that they have identified that required to be filled.

The responses to the survey enabled an idea of the nature of the provision of housing information and advice to be developed. Not all providers were interviewed, but the ones that were surveyed enabled a fair reflection of the provision of housing information and advice in North Ayrshire.

3.2 North Ayrshire Council’s Provision
North Ayrshire Council, as mentioned above, is the largest provider of housing information and advice in the area. Housing information and advice is provided through different outlets across North Ayrshire.

North Ayrshire Council has ten local offices arranged into three divisions:

· Irvine – consisting of Irvine, Kilwinning and Dreghorn

· Three Towns – consisting of Stevenston, Saltcoats and Ardrossan
· Garnock Valley – consisting of Largs, Beith, Kilbirnie and Dalry
In discussion with staff, it was clear that each office operates slightly differently in terms of assisting homeless people. A clear difference is in terms of specialism: the Irvine office has a specialist team to handle applications from homeless people, whilst the others all operate with a mixture of clerical officers and housing officers, with reference to area managers and homelessness co-ordinators as required. Generally, if a homeless person approaches a housing office other than Irvine, they are seen by the clerical officer who takes down basic details and passes to a housing officer for further investigation. 

Seven housing offices were visited to see what materials were available for information for someone who did not want to talk to a member of the local authority’s staff
.  It was considered important that a review of available publicity/information at the basic level of a leaflet was undertaken. This was seen as a useful exercise as not every person will want to talk to an officer for a range of reasons e.g. concerns about confidentiality, not wanting other people to know their personal business or the issue/problem was not at the stage where formal involvement was seen as necessary. It has a particular significance when considering the prevention of homelessness and people being able to access timely advice and information. When the results were analysed, it was found that there was an inconsistency in terms of the information available to be picked up. All offices had a range of leaflets and posters on display and the only common information was North Ayrshire Council’s information on housing allocations. The ROOF homelessness wallchart was on display in five offices which could be helpful for someone to find out their basic legal rights under the Housing (Scotland) Act 1987, as amended. The Shelter Scotland “Homeless? Read This” leaflet was on display and available in three offices. 
When looking at the availability of information about independent advice providers, START (Support, Training, Accommodation and Resettlement Team) was the most widely publicised with six offices displaying posters or leaflets. Women’s Aid was publicised in five offices and CHAP (Community Housing Advocacy Project) featured only in one office (which had information about START therefore, there was an office in North Ayrshire that had no information about independent advice apart from information about North Ayrshire Women’s Aid). The freephone Shelterline service was not publicised in any housing office (a 24 hour service). No information was available about how people accessed the service if they did not speak English as a first language, or required other assistance, for example a signer or lip reader.
There were a range of other leaflets and posters but this varied in each office. Other information covered areas such as local housing associations (three offices) and the rape counselling service (three offices). All other leaflets or posters were only available in one of the seven housing offices. Some leaflets were only available if contact was made with a member of staff, which was the case in more than one office.
Most staff indicated that they were quite comfortable in referring people to independent advice providers. More than one officer commented that the relationship with CHAP had improved. Homelessness decision letters and any offer of housing had CHAP’s details for the use of the homeless person. 
North Ayrshire Council changed its policy In terms of advice and assistance for non-priority homeless households within the period of the research project. Initially, non-priority homeless households were made an offer of permanent accommodation somewhere in North Ayrshire, however, this was unlikely to be in their preferred area of choice. For a number of reasons this policy was changed to one where a non-priority household would be given advice and assistance but not an offer of accommodation. 
North Ayrshire Council is developing a homelessness procedures manual, but it was not in use at the time of the research. There was a lack of information about other providers of services in the area. This included registered social landlords who were often mentioned as not being closely involved in rehousing homeless households. It was felt that registered social landlords could sometimes block nominations for reasons that the local authority could not legally use to refuse to accommodate homeless households.

Officers were asked to identify any gaps in the provision of housing information and advice in the North Ayrshire Council area. Issues raised were the lack of reference materials and procedural manuals to ensure that all staff know what they should do in certain circumstances. Training was mentioned as a particular area to be looked at, as there was a tendency for people to learn on the job and potentially not pick up the best practice. Staff mentioned that they would like to know more about people’s rights (homelessness as well as “associated areas” such as private sector rights so that they could give appropriate advice and prevent homelessness). People who are in bed and breakfast establishments or are homeless at home were not seen as being in receipt of the same level of support and assistance as other homeless households. The implementation of the National Standards for Housing Information and Advice was seen as a positive potential development. The importance of young people leaving school being aware of the reality of having a house of their own was also raised. The availability of temporary accommodation and its location was another issue.
3.3 Voluntary Sector Providers

North Ayrshire has a number of voluntary sector providers in the area. The ones interviewed for this piece of research were CHAP, START, Irvine CAB, Largs CAB, North Ayrshire Advocacy Services, Saltcoats Salvation Army, Barnardo’s and North Ayrshire Women’s Aid.
3.3.1 Community Housing Advocacy Project
CHAP’s core activity is housing advocacy providing independent advice and support on housing issues. It has been in existence since 1997 (funded from 1998). It has a staff of 13
, with three staff employed as housing advocates (two for 25 hours a week and one for 12 hours) who are assisted by 5 volunteer advocates who are expected to be available for three hours a week. Staff receive 16 weeks training on housing legislation and other areas on which they will be called to give advice. CHAP has achieved Investors in People.
CHAP’s opening hours are Monday to Friday 9 – 5, an evening surgery, and outreach on Tuesday and Thursday between 10 and 1.
In 2002, they received 418 referrals for advice. The most common issue that people approached CHAP with was homelessness, with rent arrears a close second (99 and 96 cases respectively). The next most usual reasons for approaching CHAP were re-housing (within North Ayrshire) and eviction (53 and 49). Most people who approached for assistance were single people and single parent households (159 and 93). Most people were unemployed (280). 
CHAP have just received funding for a training and education worker. This post is aimed at developing the skills and knowledge required to maintain a tenancy. A four day course will be set up (commencing in July) advising people of their rights and responsibilities, budgeting skills, buying food, energy saving advice etc. CHAP has spoken to North Ayrshire Council about introducing this into schools as part of the personal and social curriculum. CHAP wants to extend awareness of this service to youth groups.

CHAP are happy with their relationship with North Ayrshire Council as it currently stands. There had been problems before mainly due to differences of understanding about roles and remits. However, the new relationship is not the same throughout the North Ayrshire area and there are some local authority officers who are not as co-operative as others. CHAP expressed the view that joint training would be helpful.
CHAP identified a number of gaps of housing information and advice. The issue of the quality advice being provided was mentioned: namely that they have had to deal with cases where the wrong advice has been given by another agency which led to people becoming homeless. CHAP considered that there needed to be more monitoring of the quality and accuracy of advice given. This was a particular concern as CHAP spends considerable resources on training as a way to ensure that the advice provided is accurate. CHAP are also considering implementing the Scottish National Standards for Housing Information and Advice.
CHAP felt that there were sometimes difficulties experienced in being able to access the appropriate people in the housing offices. They do not have any named contacts in the offices who might facilitate this.

CHAP felt that a directory of services in the area would be useful as long as it was accurate and updated.

Another gap identified was the lack of people who gave advice that were able to do so in languages other than English.

3.3.2  Support, Training, Accommodation and Resettlement Team
START is a pan-Ayrshire project (North, South and East Ayrshire) established to meet the needs of younger, single homeless people who have been roofless or are at risk of sleeping rough. The project has been funded since 1999 under the Rough Sleeping Initiative Challenge Fund. The project offers information, advice and support to single people aged between 18 and 25 years old. In North Ayrshire there are two support workers, a prison worker covering all three areas (although most people come from North Ayrshire) and a health worker also covers the three areas. A Project manager and office administrator are based in the Dreghorn office and cover the three Ayrshire authority areas. 
The project is open from Monday to Friday 9 – 5 with a freephone number. A surgery is held at Victoria House on a Tuesday between 2 and 4. Workers generally visit the young person. The Health Board supplies signers and lip readers if required.
In 2002/3, 207 people were seen by START. 127 (61%) were aged between 18 and 25 years of age and 57 (28%) were aged 16 and 17 years. 116 (56%) were men. Most were referred through Victoria House (24%) or self-referral (22%). 

START faces certain challenges in working with the different housing offices in terms of the consistency of approach to START’s client group. START expressed the view that if offices explained more to the homeless person about their case rather than just giving out the START number, then the relationship might be improved. 

START identified a number of gaps in North Ayrshire. In terms of the private sector, getting deposits in place is a problem as is being able to furnish properties.
 Training with the local authority was mentioned as something that could improve relationships and potentially resolve any issues regarding relative roles and responsibilities. A directory of service providers would be useful especially if it included the new providers of support that have started work in North Ayrshire following the introduction of Supporting People. A forum would be useful to share ideas and experiences. 
3.3.3 Irvine CAB
Irvine CAB provides free, independent advocacy and advice to people in Irvine and the surrounding areas. It heads up all five of the CAB offices in North Ayrshire. The CAB has one full time member of staff and five volunteers.

The CAB is open from Monday to Friday between 9.30 and 1.00 with an appointment system in place in the afternoons between 1.00 and 4.00, and Monday, Wednesday and Friday 7.30am until 9.00am. 

In 2002/3, the CAB had 5541 enquiries with 3942 cases. Of these cases, 126 were related to housing benefit and 316 to other housing issues (housing debt being the main one, followed by neighbour problems and threatened homelessness). 90% of enquiries would be by face-to-face contact with the other 10% by telephone.

The CAB operates within the CAS membership standards.

The main issue raised by the CAB was that the current premises were not adequate for the service to operate effectively. More staff, in particular administrative support would assist the service in being able to dedicate time to clients.

3.3.4 Largs CAB
Largs CAB provides free, independent advocacy and advice to people in Largs and the surrounding area. It operates in conjunction with Kilbirnie CAB. The CAB has one full time member of staff, 4-5 volunteers in Largs and 3 volunteers in Kilbirnie. 

The CAB is open from Monday to Friday between 10.00 and 2.00. The CAB is unable to offer any outreach surgeries.

In 2002/3, Largs CAB had 2268 enquiries with 2149 cases. 58 were related to housing benefit and 241 to other housing issues (neighbour disputes being the main one followed by housing costs (not arrears) and housing conditions).

In 2002/3, Kilbirnie CAB had 932 enquiries with 742 cases. 42 were related to housing benefit and 83 were related to other housing issues (mortgage and rent arrears being the main one followed by neighbour issues).

The CAB operates within the CAS membership standards and takes place in all training related to this including that provided by the Scottish Homelessness Advisory Service (SHAS).
 
The main issue raised was the inability to run an outreach surgery.

3.3.5 North Ayrshire Advocacy Services

North Ayrshire Advocacy Services provides independent advocacy for people between the ages of 16 and 65 mainly for people who experience mental health issues or learning difficulties. The service does not see itself as a housing information and advice provider but will help if a client has a housing issue that requires the advocacy service. North Ayrshire Advocacy Services has 2 full time staff, 6 part time staff, 8 sessional workers and 14 volunteers.

The office is open on Monday to Friday between 10.00 and 2.00. Workers will also meet with clients outwith these hours and outwith the office if required. The project would generally assume that 60 people are seen each month.

North Ayrshire Advocacy Service has become a SQA accredited centre. Training has been provided to workers by the Welfare Rights Unit of the local authority.
North Ayrshire Advocacy Service raised the issue that there is a need for an advocacy service for people aged over 65 (outwith their remit). The project would like to see a greater cohesion among voluntary sector agencies to avoid duplication and to identify gaps. A further issue was that of being difficult to cover the whole area of North Ayrshire as the area is widespread with rural areas in particular being difficult to cover.
3.3.6 Barnardo’s Families Project

This project provides support for families who are homeless or at risk of homelessness in the North Ayrshire area. It is a new project having been operational since March 2003. The project has six full time members of staff and one part time: a team manager, four project workers and an administrator. 
The office is open from 9.00 to 5.00. Staff also work on an outreach basis and may work outwith these hours if necessary. 

Referrals come from the housing or social work department as well as self referral. A leaflet is in production and will be distributed to libraries and local authority offices. 
Barnardo’s have a set training policy that they implement at the project.

As the project is new, it is not in a position of being able to identify gaps and issues. It pointed out that they need to develop improved links with other services in the area. The project believes that the positive relationship it has with North Ayrshire Council helps its day-to-day operation.
3.3.7 Saltcoats Salvation Army

The Salvation Army is foremost a church and will only be involved in housing information and advice if a client has a particular need for assistance. The Salvation Army has two full time members of staff. It provides food parcels or hot meals to approximately 2 or 3 people a week. The Salvation Army estimates that it has referred about half a dozen people to Glasgow hostels in the past year.

The Salvation Army raised the issue that there was a high variation in the standards of bed and breakfast accommodation. The issue was also raised that once rehoused, homeless people may have no furniture and the Salvation Army finds it difficult to help as there is little point in providing food parcels if there are no means of cooking.

3.3.8 Salvation Army Redheugh Centre, Kilbirnie

The Redheugh Centre provides support for individuals with special needs in the Garnock Valley area. The Centre operates three distinct services: Halo, an outreach programme providing support and assistance for individuals with special needs; Smart, a supporting people package; and the day care centre, where clients can drop into the centre and receive appropriate care and support. The day care centre has twelve members of staff, the Halo initiative has four, and the Smart project has three full time and one part time member of staff.

The office is open between 8.30 and 16.30, with the day care centre open to users from 10.00 – 15.00. Workers who provide support to people in their own homes are available 24 hours a day by telephone.

Currently, the service has eight people who are living independently, estimates that 32 people would use the day care centre over a year and that Halo would help 14 people in a year.

The Salvation Army has an ongoing training system in place and requires all staff to complete an induction training period.

3.3.9 North Ayrshire Women’s Aid

North Ayrshire Women’s Aid provides a holistic service to women in crisis. The service is not dedicated to housing information and advice but covers the housing and benefit needs of their clients. This can involve determining their rights and representation at homelessness appeals or reviews. There are 22 full time members of staff, 2 part time and 2 volunteers. An outreach worker covers the Garnock Valley area and 2 children’s outreach workers provide talks to schools and youth centres. The office is open from Monday to Thursday between 9.00 and 4.00. On Fridays the service is open between 9.00 and 1.00. A 24 hour helpline is also in operation.

In 2002/3, 8224 contacts were recorded. The vast majority of these were self referrals (7980) and most contacted either by phone or through the on-call service.

New training is to be put in place by June 2003 and North Ayrshire Women’s Aid is working to achieve Investors in People.

Issues raised by North Ayrshire Women’s Aid were about not being able to extend the service to the islands and that there is a need to be able to help women with dependencies.
3.4 Registered Social Landlords
Registered social landlords that have stock in North Ayrshire Council’s area were surveyed by telephone. The ones that were surveyed were ANCHO, Irvine Housing Association, Key Housing Association (for adults with learning difficulties), West of Scotland Housing Association and the Isle of Arran Homes (part of Kirkcare Housing Association). A number of attempts to survey Cunninghame Housing Association and Bield Housing Association failed.

The registered social landlords that were surveyed accounted for 3090 tenancies (with another 24 supported tenancies). Those that were able to give numbers for waiting lists (ANCHO, Irvine and Isle of Arran) had 1937 applicants for housing with 225 on transfer lists (for the same registered social landlords that were able to provide statistics for waiting lists).

All registered social landlords stated that they were able to be accessed by telephone, drop-in and appointments. Three registered social landlords said they had developed publicity and two said they did not do so as they did not need more publicity for people accessing their waiting lists. Three registered social landlords said they had websites (including one of the registered social landlords that said they generated no publicity).
Most registered social landlords were involved in the various forums operating within North Ayrshire, namely the Housing Management Forum, the Supporting People Forum, Ayrshire Community Care Forum, Better Neighbourhoods and the Multi-Agency Racial Incident Monitoring Forum. Two mentioned the Scottish Federation of Housing Associations as a forum and two mentioned general liaison meetings with North Ayrshire Council.
In terms of quality assurance schemes, three registered social landlords were implementing Investors In People, with one considering doing so. Only one registered social landlord was considering the Scottish National Standards for Housing Information and Advice.

Registered social landlords were asked about their potential involvement in a common housing register. Four registered social landlords were positive about the introduction of a common housing register and one didn’t answer this question. One stated it was already amalgamated within the North Ayrshire Council’s system. Two registered social landlords, although positive about the possible development, raised some concerns regarding the practicalities e.g. updating allocation systems, agreeing forms, IT requirements, and costs involved.

The registered social landlords stated that they provide advice to tenants and non-tenants on various matters. This covered how to apply for housing, benefits, rent arrears and repairs. One registered social landlord hosted a CAB surgery once a week.

All registered social landlords were asked if they had any other comments to make. Only one raised any issue under this and that was to highlight the problems faced by overlong waits for housing benefit payments indicating that there were delays of about 7 or 8 months.

3.5 Key Themes

3.5.1 General

North Ayrshire Council has a range of providers of housing information and advice working in the area. All of the nineteen areas of housing law identified in the National Standards for Housing Information and Advice are covered. 
3.5.2 Role of Independent Advice

There are a range of housing information and advice providers within North Ayrshire that are independent of the local authority. The Guidance that accompanies Section 2 of the Housing (Scotland) Act 2001 recognises the need to ensure that people are able to secure advice and information from sources other than those directly provided by the local authority (although they can be funded by the local authority). North Ayrshire Council is a major provider of housing information and advice and has also recognised the need for independent providers and has funded these across the area.

It is critical that independent advice is available to ensure that individuals gain access to a source of advice that is clearly impartial from that provided by the local authority. In some situations, the individual will need to approach an agency other than the local authority either to check that the advice they have received is accurate, or to obtain assistance and representation at homelessness interviews, reviews and other forms of appeal.
The Guidance is clear that

“local authorities must ensure that all users are advised of the availability of independent advice at each point of contact”
This places a responsibility on local authorities to ensure that leaflets and letters should indicate sources of independent advice in order that individuals can access them. As can be seen from the survey of seven housing offices, this is not consistent and will need to be addressed.
The issue of the potential compromising of funding if a project, regarded as independent of the local authority, takes an approach not favoured by the authority is one urging caution. The nature, role and purpose of independent advice is not only to challenge the decision-making bodies, but this does comprise a major part of their work. This should be protected. If there are concerns about an agency’s performance then this should be addressed, but if the concerns are to do with a core aspect of the agency’s work such as advising people on their rights, then the local authority needs to be careful in its approach ensuring that independence is protected. 

It is generally considered that if a person accesses accurate advice at a critical point, then homelessness may be prevented. Prevention minimises stress and disruption for the household, minimises costs to the local authority in terms of temporary accommodation and staff time and can mean that local authority properties are made available for other people on the waiting/transfer lists.

3.5.3 Communication and Partnership

Some of the comments that were made can be grouped under this heading. The importance of breaking down barriers between services (especially those that challenge the local authority) can not be over estimated. This can be done in a number of ways:

· joint meetings – for example the idea of a forum was mentioned by more than one agency

· joint training – which can break down barriers as people meet each other, can improve the quality of advice, builds on the knowledge and expertise of attendees and clarifies remits and roles

· named contacts in offices – can reduce frustrations about not gaining contact with an appropriate person (a named contact in both the housing office and the voluntary sector agency)

· liaison with agencies that provide services that do not consider that they provide housing information and advice, although have done at times, can assist in timely provision of advice and have the effect of potentially preventing homelessness

· ensuring that the power imbalance between the local authority (that may fund other services as well as being the strategic body) and other service providers is recognised and overcome.

3.5.4 Types of Housing Information and Advice

All three Types of housing information and advice are available in North Ayrshire across the authority as a whole. The ANARAK study (see Section 6) indicates where services need to be provided and can assist in the development of a plan for addressing the needs of communities that are not able to access services.

The quality of the advice provided has not been tested as part of this research. If the local authority and partner agencies seek to implement the National Standards for Housing Information and Advice and seek accreditation of their service, a quality of advice audit will be carried out.

3.5.5 Information about Providers of Services and Accommodation
The idea for a directory of service providers covering remit, opening hours and method of referral (for example telephone, e-mail, forms) was widely seen as a positive way to ensure that workers in North Ayrshire (statutory, voluntary and private) were aware of all the agencies operating in the area and were able to advise an individual if access to a particular service would be beneficial to them. 

Similarly, the development of a housing options guide was also seen as a positive development. This could follow the model developed by HomePoint and could be available on the web as well as using paper-based systems. 

The role of private landlords should also be considered. Although making up a small percentage of the overall stock (4.1%, lower than the Scottish figure of 6.7%
) potentially private landlords could be more widely utilised in developing services in North Ayrshire. Development of a rent deposit/guarantee scheme, in particular, will improve access for homeless people to this tenure. 
3.5.6 Availability of Written Materials

There is an inconsistent approach to the availability of written materials in the local housing offices. This has the impact that someone walking into a local housing office will receive a different level of information depending on where they live. This reduces the possibility of early intervention which could lead to the prevention of homelessness (through the provision of appropriate advice or support). Without a consistent approach to this, officers will not be aware of the different services that people could access.

One way of addressing this is to allocate the responsibility for written materials to an individual or a team. This person/team should draw up a list of all the available materials, ensure that leaflets are disseminated, check that all materials are still up-to-date, ensure that all housing offices have a stock of each and that these are widely available for people.
3.5.7 Quality Assurance Schemes

There are a limited number of quality assurance schemes in operation in North Ayrshire. A number of agencies surveyed indicated that they were accredited through Investors in People. The CABx all are covered by the CAS membership standards which have recently been amended and CABx are all expected to be audited for compliance with these standards, including a quality of advice review, within three years. A number of agencies were interested in implementing the National Standards for Housing Information and Advice.

North Ayrshire Council is under a statutory obligation to move to implementing the National Standards for Housing Information and Advice. In its role as funder of services and the strategic body, the local authority can use its influence to encourage agencies to implement the National Standards. This will ensure that residents in North Ayrshire will be guaranteed to receive a minimum quality of service.
3.5.8 Prevention
A number of the observations above also fall within the theme of prevention. However, there are a number of points that need to be considered here:

· Publicity strategy to encourage people to access advice services as early as possible which may prevent homelessness occurring, or if it does occur then the impact is minimised

· Landlords (both the local authority and registered social landlords) to review their own policies and identify where they could prevent people becoming homeless

· The availability of freephone advice lines should be widely publicised

· A strategy for involving young people at schools and youth clubs should be developed to ensure they are fully aware of how they could prevent becoming homeless if possible
· The delay in making Housing benefit payments should be reduced, in particular for the private rented sector. This will mean that landlords will not be able to use the “mandatory” ground for possession for three months arrears
. It could also encourage  involvement of landlords in the rent deposit/guarantee scheme 
3.5.9 Access and Equal Opportunities
A number of observations already made fall within this category. It is important to be aware of possible barriers to accessing services and minimise these.

· Language barriers need to be considered – there needs to be access to interpreters for people who do not speak English. The use of services such as LanguageLine should be considered.
· The availability of people who can sign or lip read, and information about how to access them should be held in the procedures manual

· Written materials should not be full of jargon and meet the requirements of the Plain English Crystal Mark

· Written materials should be able to be translated into community languages

· Any web based materials should follow best practice with reference to readability

· The use of the police as the out-of-hours homelessness contact point should be reviewed as it will act as a barrier to individuals who do not want the police involved in their case (for example, where someone is fleeing domestic violence but does not want any police involvement)
4 Service Users Survey
4.1 Introduction

A survey of users took place over the week of 16 – 20 June 2003. The aim was to look more closely at how people had accessed services for housing information and advice. It was agreed that a range of providers would take part in the survey over the week. Two voluntary sector providers took part: Quarriers and START. The local authority surveyed users of its services at three points: the Ardrossan hostel, Ardrossan housing office and Irvine housing office. This generated a response of 59 in total (33 from the voluntary sector and 26 from the local authority).

Service users were asked to complete a basic one page survey form. It was anticipated that this would give an overall picture of access to housing information and advice rather than being a statistically robust exercise. The survey was aimed at exploring how people accessed information and advice. It posed questions about the housing issue on which information or advice was being sought, how the individual knew about the agency, how the first contact was made, how far the person had to travel to contact the agency and what mode of transport was used. The survey ended with asking people how satisfied they were with the service and how clear they were about the next stage of their query.
4.2 Housing Problems

There were 39 responses to this question. The main reason why the service had been approached for information or advice was homelessness with 23 surveys recording this on the form. Accommodation was the next most usual reason with 7 responses. Other issues that people had approached the service for included housing application, budgeting, rent/rent arrears, repairs and noise.

The users of voluntary services recorded homelessness (16 surveys), accommodation (7) and budgeting (3) as issues whilst the statutory sector saw a wider range.

4.3 Knowledge of the Agency and Contact With It
The main way users knew of the agency was through word of mouth (21 out of 49 responses). The next most usual way to know was prior use of the service (19) and 9 people said that they knew of the agency through seeing leaflets or other publicity. A range of other agencies had suggested the service including the housing department and social work.
The method of contact was also looked at and most first contacts were directly to the office, 40 out of 47 responses. The telephone was used by 15 respondents and 2 had used the e-mail system.

People were asked how easy they had found contacting the agency. Twenty eight people found it very easy to contact the agency with 17 found it fairly easy. Three found contact fairly difficult but no-one felt that contact had been very difficult. One of the people who had found contact fairly difficult was someone who had indicated that they were fleeing violence which may indicate that there is scope for improvement for this group of people.
4.4 Travel to the Agency

People had mainly either walked to the agency or taken the bus (20 responses each). The next popular method of transport was using a car (7).  The train was used by 2 people and one person had used a taxi.

Most people had travelled between one and five miles to travel to the agency. Eleven had travelled less than one mile. Seven people had travelled over six miles (4 said they had travelled between 6 and 10 miles and 3 said they had travelled over 10 miles). Seven people had been visited by the agency in their homes.

4.5 Satisfaction and Next Steps

Most people were fairly or very happy with the service they had received (41 out of 51). Eleven people were fairly or very unhappy with the service they had received (9 of those that had used the statutory services and 2 from those that had used the voluntary sector). There is always a caution to be expressed at a question of satisfaction as people may well state that they were dissatisfied with a service if it did not provide them with the answer they wanted. 
People were asked if they were clear about the next step of their enquiry. Thirty-eight people were either very or fairly happy with the next stage of their query (21 of the people who had used the voluntary sector agencies and 17 of those that had used the statutory sector).

4.6 Conclusion

Most people found it easy to access the service that took part in the survey and they felt relatively happy with the outcomes.
The fact that most people knew of the agency/service through word of mouth or prior contact throws up particular challenges to North Ayrshire Council in terms of improving the publicity of services. Relying on word of mouth is not a proactive, positive way to ensure that people in need gain access to the most appropriate service at the most appropriate time (especially when the aim is to prevent homelessness). Word of mouth cannot be guaranteed to be reliable or consistent and people could easily be recommended to go to an inappropriate agency, or be put off from contacting any agency at all. 
Consideration also needs to be given to the provision of information and advice in the islands and how residents are able to gain information about services on the mainland and how to access these.

5 “Mystery Shopping” Exercise

5.1 Introduction

North Ayrshire Council, as part of the discussion about the research, decided to commission Michael Bell Associates to undertake a mystery shopping exercise with its own offices. The purpose of the exercise was to test out the quality of the advice given to a homeless household, the attitude of the staff, what information was given and what the next steps would be for the household. The accuracy in terms of a homeless household’s rights under the Housing (Scotland) Act 1987 would also be tested as much as was possible. 

The scenario was that of a single woman who had been asked to leave her home by her partner. The partner had threatened violence in the past and the woman was scared and did not want to stay in the area. She came from outwith North Ayrshire and had presented to the local authority as it was far from her home and she had friends living in this area. The woman felt safe in North Ayrshire and was of the opinion that her partner would not find her there.

All offices were approached in the mystery shopping exercise. Dreghorn was telephoned and the mystery shopper was advised to go to Irvine for assistance. However, apart from Dreghorn, all offices were visited and the situation of the mystery shopper explained.

5.2 Accuracy of Advice Given

In general, most offices gave reasonably accurate advice. They gave initial advice that the mystery shopper would have access to temporary accommodation for that night if required. 

One office was misleading in that the officer said that the shopper might not be in priority need and would only get 28 days temporary accommodation and then would have to find her own. This is misleading because if the woman was fleeing violence then she should be regarded as being in priority need and therefore entitled to permanent accommodation. One other office explained that the investigation would need to be completed legally in 56 days, which is not a legal requirement.

However, the above comments apart, these offices were accurate in their advice and offered temporary accommodation to the woman presenting, although there could be concerns on the amount of advice given as only four offices gave any information about support and possible accommodation from women’s aid. 

One office was completely inaccurate in terms of the information and advice given. The officer, when she was told that the homeless applicant was from Inverness, said that she would have to contact Inverness housing department and that local authority could complete a section 33 which could then be sent to the North Ayrshire office. The officer continued that the section 33 was usually only successful if the applicant had family connections in the area. The officer did not offer temporary accommodation and did not offer any information about women’s aid. This approach was totally inaccurate as the applicant should have been offered temporary accommodation as a first point. A “section 33”, apart from quoting legislation that an applicant would be unlikely to know, is not an accurate approach as the officer should accept the homelessness application and a section 33 would only be used if the individual had no local connection with the area. This should be the final part of a homelessness application and would not be relevant for someone fleeing violence as they do not need to demonstrate a local connection.

5.3 Attitudes

All officers dealt with by the homeless applicant were polite. In most cases the homeless applicant was given initial information immediately, in one case an appointment was made to speak to an officer later that day (which was unable to be met). 
Private interviewing facilities were offered in five offices and given the sensitive nature of the enquiry it might be hoped that a greater number of offers would have been made. One particularly helpful suggestion was that the applicant might want to have a friend accompany her to the homelessness interview as the questions might be difficult to answer.
Considering that in most cases, the applicant was asked to come back later after having filled out the housing application form, a contact name was only given in two occasions.

5.4 Provision of Information about Other Relevant Services

The homeless applicant was given information about women’s aid in four cases. This took the basic form of the phone number on a post-it or something similar. There was no offer to attempt to make an appointment with women’s aid. 

The housing application form was given in all cases (apart from the office that did not accept any responsibility to help the applicant) and the leaflet about the allocation policy was given in three cases, though only one also gave the leaflet that amends the “glossy” leaflet.  

The Shelter Scotland homelessness leaflet was given on two occasions, in one office it was given from behind the counter. It was picked up in one office. When the applicant asked about further information, one office gave the Shelter Scotland leaflet, the women’s aid number and North Ayrshire Council’s own homelessness leaflet. North Ayrshire Council’s leaflet was picked up in two offices.

No information was given about rights under other pieces of legislation e.g. Matrimonial Homes (Family Protection) (Scotland) Act 1981, nor about speaking to a solicitor or even possible police involvement. It is not clear whether this information would have been given if the applicant had proceeded to a “full” homelessness assessment, but some of these are basic areas of information that could be given at first contact.
5.5 Next Steps
The applicant was clear on the next steps for her application, although sending someone away raises the chance that she will not come back and receive assistance.

No office indicated how she could access temporary accommodation through the night, if the arrangement with the friend broke down.

5.6 Conclusion

The offices handled the application fairly well, except for the one that was completely wrong. There could be concerns that each office handled the case differently and gave different levels if information to the applicant at point of application. The scenario created was not an unusual one, and is one that officers should approach sensitively, therefore a procedure needs to be developed about how to advise someone in these circumstances. It is not difficult to have a range of leaflets available that are given to someone approaching the office for help.
The procedure should contain the minimum information that someone approaching the local authority for assistance should receive. It should cover the offering of private interviewing facilities and the suggestion that having a friend to accompany the applicant is a possibility. A man only gave the initial information in one occasion, but it could be made clear that the applicant could ask for a same-sex interviewer.

Women’s aid was referred to by less than half the offices surveyed. This needs to be addressed as women’s aid is the most appropriate agency for referral for a woman who is fleeing violence. The local authority and women’s aid need to agree on the most appropriate method for referral. This could simply be the provision of the number (although this will not ensure that women actually use it) or that the local authority officer offers to telephone and make an appointment. 
The fact that no officer indicated what to do in an out of hours situation needs to be addressed as there is no guarantee when the applicant will need to access temporary accommodation.

North Ayrshire Council needs to agree the minimum provision of information to a homeless applicant, ensure that officers are aware of this and provide the information to someone who needs it. The gate-keeping situation that was experienced (when the applicant was told that she had to contact Inverness directly) will need to be addressed through training on the application of the homelessness legislation. It is worrying that gate-keeping is still in evidence, when it was raised in the Code of Guidance as a concern in 1997. Homeless people will not necessarily know their rights and the responsibility lies with the local authority to ensure that people receive the correct advice and are not led to believe that they will not be assisted.
6 ANARAK

6.1 The Scope of this Report 

This document provides an ANARAK report on the need for housing advice in North Ayrshire. ANARAK is the Advice Needs Assessment & Resource Allocation Kit developed by Michael Bell Associates. 

It should be read as an indicator of the likely level of need for advice in the Council and as such is a starting point for local discussion and review and should not be viewed as a blueprint for the configuration of services.

6.2 The Advice Process

The definitions we would propose for the various types of intervention are based upon the HomePoint definitions of advice contained in the Scottish National Standards
: 

Advice is likely to comprise some or all of the following components:

· Listening to clients

· Diagnosing the problem

· Giving Information

· Advising on the options available

· Taking action on behalf of clients

· Negotiating on their behalf

· Representing clients’ cases at tribunals and courts

· Referral where appropriate

· Enabling or empowering the individual to take informed action on their own behalf.

These activities are broken down into three principal categories or types of intervention:

Type One – Active Information, Sign-posting and Explanation

This includes identifying appropriate sources of help, assistance with form filling etc.

Type Two - Case work 

Initially this work will include:

· A diagnostic interview where the problem and all relevant issues are identified; and,

· Making a judgement as to whether the individual has a case that can be pursued.

Once it has been established that the individual has a case that can be pursued activities may include:

· Setting out an individual's options or courses of action, 

· Encouraging the user to take action on their own behalf,

· Providing practical aid with letters and forms, 

· Negotiating with third parties on the users behalf

· Introducing the enquirer by referral to another source of help

· Support to users in making their own case

Type Three - Advocacy, Representation and Mediation 

This work includes a range of further actions arising from the casework undertaken above. The principal activities may include:

· Advocacy & Representation - where the adviser may prepare a case for the user and represent or speak on their behalf at a tribunal or court. 

· Mediation - where the adviser may act on behalf of the user by seeking to mediate between the user and a third party.

6.3 The ANARAK Assessment

For the purposes of this assessment, the wards of North Ayrshire council have been grouped into 12 areas, as specified in the table below:  

	Area
	Ward

	1.  Ardrossan
	Ardrossan South

	
	Ardrossan North

	2.  Arran
	Arran

	3.  Beith
	Beith

	4.  Dalry
	Dalry

	5.  Dreghorn
	Dreghorn

	6.  Irvine
	Irvine West

	
	Irvine Townhead

	
	Irvine Vineburgh and Woodlands South

	
	Irvine North

	
	Eglinton and Lawthorn

	
	Irvine Landward

	
	Bourtreehill

	
	Woodlands North and Girdle Toll

	7.  Kilbirnie
	Garnock East

	
	Kilbirnie South

	
	Kilbirnie North

	8.  Kilwinning
	Kilwinning East

	
	Kilwinning South

	
	Kilwinning West

	9.  Largs
	Largs South and Fairlie

	
	Largs West and Cumbrae

	
	Largs East

	
	Largs North and Skelmorlie

	10.  Saltcoats
	Saltcoats East

	
	South Beach

	
	Saltcoats North

	11.  Stevenston
	Stevenston North

	
	Stevenston South

	12.  West Kilbride
	West Kilbride


The ANARAK assessment for housing advice indicates a need for 6.9 full-time equivalent advisors in North Ayrshire, at a total service cost of £242,762.99
.  A total of 6,702.9 hours of service are required to meet the need for housing advice, requiring 3,168.4 hours of client contact time.  Details on level of need for each type of advice (Type I, II and III) as well as unit costings per hour and for each type of activity are provided in the ANARAK assessment below for each area.  Details on the methodology used in this ANARAK assessment can be found in the appendix.


ANARAK Assessment
Housing Advice

North Ayrshire
855

855

Needs Assessment/Outputs Required 

641.2

Total Population
135,817
1,068.7

Total Households
58,726
4.8

Special Needs Multiplier 
4.9%
0.7

Estimated Annual Number of Clients
1.1

Type I
6,840
423.2

Type II
1,710
352.7

Type III
684
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
2,257.1
2.3

Type II
1,709.9
1.8

Type III
2,735.9
2.8

Total Advice Hours
6,702.9
6.9

Client Contact Time (hours)

Type I
1,489.7

Type II
775.9

Type III
902.8

Total Client Contact Hours 
3,168.4

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£161,841.99

Other Salaries and Running Costs 
£80,921.00

Total Service Costs p.a. 
£242,762.99

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.79

Type I (per client)
£11.95
Cost per household 
£4.13

Type II (per client)
£36.22

Type III (per client)
£144.87

Ardrossan
60

60

Needs Assessment/Outputs Required 

44.8

Total Population
9,358
74.7

Total Households
3,952
4.8

Special Needs Multiplier 
6.4%
0.0

Estimated Annual Number of Clients
0.1

Type I
478
29.6

Type II
119
24.6

Type III
48
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
157.7
0.2

Type II
119.5
0.1

Type III
191.2
0.2

Total Advice Hours
468.4
0.5

Client Contact Time (hours)

Type I
104.1

Type II
54.2

Type III
63.1

Total Client Contact Hours 
221.4

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£11,310.20

Other Salaries and Running Costs 
£5,655.10

Total Service Costs p.a. 
£16,965.30

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.81

Type I (per client)
£11.95
Cost per household 
£4.29

Type II (per client)
£36.22

Type III (per client)
£144.87

Arran
29

29

Needs Assessment/Outputs Required 

21.5

Total Population
5,058
35.8

Total Households
2,247
4.8

Special Needs Multiplier 
-5.7%
0.0

Estimated Annual Number of Clients
0.0

Type I
229
14.2

Type II
57
11.8

Type III
23
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
75.5
0.1

Type II
57.2
0.1

Type III
91.6
0.1

Total Advice Hours
224.3
0.2

Client Contact Time (hours)

Type I
49.9

Type II
26.0

Type III
30.2

Total Client Contact Hours 
106.0

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£5,415.79

Other Salaries and Running Costs 
£2,707.90

Total Service Costs p.a. 
£8,123.69

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.61

Type I (per client)
£11.95
Cost per household 
£3.62

Type II (per client)
£36.22

Type III (per client)
£144.87

Beith
28

28

Needs Assessment/Outputs Required 

21.3

Total Population
4,416
35.5

Total Households
1,914
4.8

Special Needs Multiplier 
7.2%
0.0

Estimated Annual Number of Clients
0.0

Type I
227
14.1

Type II
57
11.7

Type III
23
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
75.0
0.1

Type II
56.8
0.1

Type III
90.9
0.1

Total Advice Hours
222.6
0.2

Client Contact Time (hours)

Type I
49.5

Type II
25.8

Type III
30.0

Total Client Contact Hours 
105.2

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£5,374.59

Other Salaries and Running Costs 
£2,687.29

Total Service Costs p.a. 
£8,061.88

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.83

Type I (per client)
£11.95
Cost per household 
£4.21

Type II (per client)
£36.22

Type III (per client)
£144.87

Dalry
27

27

Needs Assessment/Outputs Required 

20.0

Total Population
4,194
33.3

Total Households
1,848
4.8

Special Needs Multiplier 
5.8%
0.0

Estimated Annual Number of Clients
0.0

Type I
213
13.2

Type II
53
11.0

Type III
21
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
70.3
0.1

Type II
53.2
0.1

Type III
85.2
0.1

Total Advice Hours
208.6
0.2

Client Contact Time (hours)

Type I
46.4

Type II
24.2

Type III
28.1

Total Client Contact Hours 
98.6

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£5,037.50

Other Salaries and Running Costs 
£2,518.75

Total Service Costs p.a. 
£7,556.26

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.80

Type I (per client)
£11.95
Cost per household 
£4.09

Type II (per client)
£36.22

Type III (per client)
£144.87

Dreghorn
26

26

Needs Assessment/Outputs Required 

19.7

Total Population
4,532
32.8

Total Households
1,844
4.8

Special Needs Multiplier 
-3.5%
0.0

Estimated Annual Number of Clients
0.0

Type I
210
13.0

Type II
52
10.8

Type III
21
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
69.3
0.1

Type II
52.5
0.1

Type III
84.0
0.1

Total Advice Hours
205.7
0.2

Client Contact Time (hours)

Type I
45.7

Type II
23.8

Type III
27.7

Total Client Contact Hours 
97.2

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£4,966.27

Other Salaries and Running Costs 
£2,483.13

Total Service Costs p.a. 
£7,449.40

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.64

Type I (per client)
£11.95
Cost per household 
£4.04

Type II (per client)
£36.22

Type III (per client)
£144.87

Irvine
244

244

Needs Assessment/Outputs Required 

182.9

Total Population
38,050
304.8

Total Households
16,192
4.8

Special Needs Multiplier 
6.8%
0.2

Estimated Annual Number of Clients
0.3

Type I
1,951
120.7

Type II
488
100.6

Type III
195
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
643.7
0.7

Type II
487.6
0.5

Type III
780.2
0.8

Total Advice Hours
1,911.5
2.0

Client Contact Time (hours)

Type I
424.8

Type II
221.3

Type III
257.5

Total Client Contact Hours 
903.6

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£46,153.13

Other Salaries and Running Costs 
£23,076.56

Total Service Costs p.a. 
£69,229.69

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.82

Type I (per client)
£11.95
Cost per household 
£4.28

Type II (per client)
£36.22

Type III (per client)
£144.87

Kilbirnie
76

76

Needs Assessment/Outputs Required 

57.3

Total Population
12,759
95.5

Total Households
5,424
4.8

Special Needs Multiplier 
-0.2%
0.1

Estimated Annual Number of Clients
0.1

Type I
611
37.8

Type II
153
31.5

Type III
61
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
201.7
0.2

Type II
152.8
0.2

Type III
244.5
0.3

Total Advice Hours
599.0
0.6

Client Contact Time (hours)

Type I
133.1

Type II
69.3

Type III
80.7

Total Client Contact Hours 
283.1

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£14,462.90

Other Salaries and Running Costs 
£7,231.45

Total Service Costs p.a. 
£21,694.36

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.70

Type I (per client)
£11.95
Cost per household 
£4.00

Type II (per client)
£36.22

Type III (per client)
£144.87

Kilwinning
82

82

Needs Assessment/Outputs Required 

61.7

Total Population
13,709
102.8

Total Households
5,601
4.8

Special Needs Multiplier 
0.0%
0.1

Estimated Annual Number of Clients
0.1

Type I
658
40.7

Type II
164
33.9

Type III
66
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
217.1
0.2

Type II
164.5
0.2

Type III
263.1
0.3

Total Advice Hours
644.7
0.7

Client Contact Time (hours)

Type I
143.3

Type II
74.6

Type III
86.8

Total Client Contact Hours 
304.7

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£15,565.70

Other Salaries and Running Costs 
£7,782.85

Total Service Costs p.a. 
£23,348.54

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.70

Type I (per client)
£11.95
Cost per household 
£4.17

Type II (per client)
£36.22

Type III (per client)
£144.87

Largs
100

100

Needs Assessment/Outputs Required 

74.7

Total Population
16,691
124.5

Total Households
7,793
4.8

Special Needs Multiplier 
-0.5%
0.1

Estimated Annual Number of Clients
0.1

Type I
797
49.3

Type II
199
41.1

Type III
80
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
263.0
0.3

Type II
199.2
0.2

Type III
318.7
0.3

Total Advice Hours
780.9
0.8

Client Contact Time (hours)

Type I
173.6

Type II
90.4

Type III
105.2

Total Client Contact Hours 
369.1

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£18,855.68

Other Salaries and Running Costs 
£9,427.84

Total Service Costs p.a. 
£28,283.51

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.69

Type I (per client)
£11.95
Cost per household 
£3.63

Type II (per client)
£36.22

Type III (per client)
£144.87

Saltcoats
94

94

Needs Assessment/Outputs Required 

70.7

Total Population
13,276
117.8

Total Households
5,893
4.8

Special Needs Multiplier 
18.3%
0.1

Estimated Annual Number of Clients
0.1

Type I
754
46.6

Type II
188
38.9

Type III
75
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
248.8
0.3

Type II
188.5
0.2

Type III
301.5
0.3

Total Advice Hours
738.8
0.8

Client Contact Time (hours)

Type I
164.2

Type II
85.5

Type III
99.5

Total Client Contact Hours 
349.2

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£17,837.72

Other Salaries and Running Costs 
£8,918.86

Total Service Costs p.a. 
£26,756.58

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£2.02

Type I (per client)
£11.95
Cost per household 
£4.54

Type II (per client)
£36.22

Type III (per client)
£144.87

Stevenston
63

63

Needs Assessment/Outputs Required 

47.6

Total Population
9,267
79.3

Total Households
4,071
4.8

Special Needs Multiplier 
14.0%
0.0

Estimated Annual Number of Clients
0.1

Type I
507
31.4

Type II
127
26.2

Type III
51
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
167.4
0.2

Type II
126.8
0.1

Type III
202.9
0.2

Total Advice Hours
497.1
0.5

Client Contact Time (hours)

Type I
110.5

Type II
57.5

Type III
67.0

Total Client Contact Hours 
235.0

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£12,002.16

Other Salaries and Running Costs 
£6,001.08

Total Service Costs p.a. 
£18,003.23

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.94

Type I (per client)
£11.95
Cost per household 
£4.42

Type II (per client)
£36.22

Type III (per client)
£144.87

West Kilbride
25

25

Needs Assessment/Outputs Required 

19.0

Total Population
4,507
31.7

Total Households
1,947
4.8

Special Needs Multiplier 
-6.1%
0.0

Estimated Annual Number of Clients
0.0

Type I
203
12.6

Type II
51
10.5

Type III
20
£27.16

£45.27

Estimated Hours of Service Required to Meet 
FTE Advisers Required 

Type I
67.0
0.1

Type II
50.8
0.1

Type III
81.2
0.1

Total Advice Hours
199.0
0.2

Client Contact Time (hours)

Type I
44.2

Type II
23.0

Type III
26.8

Total Client Contact Hours 
94.1

Resource Requirements 

Average Adviser Salary
£19,633.00
Employers NIC %
12.8

Cost per Adviser
£23,324.00
Pension Contribution %
6.0

Advice Costs in this Area 
£4,804.89

Other Salaries and Running Costs 
£2,402.44

Total Service Costs p.a. 
£7,207.33

Unit Costings 

Cost per hour of advice 
£36.22
Cost per person in this area 
£1.60

Type I (per client)
£11.95
Cost per household 
£3.70

Type II (per client)
£36.22

Type III (per client)
£144.87
7 Conclusions and Recommendations

7.1 Introduction

This chapter of the report deals with the recommendations that have been generated by the research. The recommendations have been grouped under headings that relate to the good practice elements identified in the Guidance issued by the Scottish Executive:

· Professional service

· Independence/choice

· Competence

· User centred

· Equal opportunities

· Confidentiality

· Accountability

· Effective use of resources

This structure has been adopted as it will form the basis for ensuring that the Guidance is met in terms of developing a strategy for housing information and advice in North Ayrshire.

The Guidance is clear that:

There is no single model for the provision of information and advice about housing and housing options. A local approach to local problems with support from national agencies is the best method of building on existing expertise and investment in services. However, whatever model is adopted, there are good practice elements common to all which ensure quality of response and service delivery.
A range of quality standards are in place in agencies operating in North Ayrshire. However, their adoption by agencies is not consistent and some agencies do not have any form of quality assurance in place. The local authority is required to implement the National Standards for Housing Information and Advice and will need to review its service delivery to ensure that the Standards are being implemented at all the points where housing information and advice is accessed. The good practice principles should be adopted by all providers in North Ayrshire, even if they do not wish to formally implement the National Standards to ensure that people within the area are able to access housing information and advice that is accurate, timely and provided in a professional manner.

7.2 Professional Service

This is described in the Guidance as ensuring that there is effective management of the service and its resources. It requires clear management structures and ensuring that all service providers are clear about their roles and remits.

Recommendations:
· North Ayrshire Council to implement the National Standards for Housing Information and Advice

· Develop agreement across service providers that quality assurance schemes are adopted by providers (National Standards, CAS membership or equivalent)

· North Ayrshire Council to ensure consistency in service delivery at all points where housing information and advice is provided

· Providers to agree roles and remits and develop referral protocols

· North Ayrshire Council to develop a housing options guide using the HomePoint model

· Develop a homelessness procedure manual for use by all staff and back this up with training on its use 

· The homelessness procedure manual should cover exactly how to assist a homeless household and the “triggers” for passing the case to a more senior member of staff

7.3 Independence and Choice

This is described as providing an independent service which represents the interests of service users first.

Recommendations:

· Increase the availability of independent housing advice ensuring that there is a presence across the local authority area as a whole

· Ensure that independent advice funded by the local authority is not compromised and is kept independent

· Publicise the availability of housing information and advice with particular emphasis on how to access independent advice

· Publicise freephone numbers which could encourage people to access advice earlier and possibly prevent homelessness occurring

· Ensure that publicity is not restricted to the housing offices but covers all local authority offices and other useful points e.g. GP surgeries

· Develop a directory of services with information about how to access the service

· Develop a housing options guide and have this available on the web as well as available as a paper based guide
· Develop a rent deposit/guarantee scheme

7.4 Competence

This is described as ensuring that staff gain, maintain and develop the skills and knowledge necessary to meet the needs of their service users.

Recommendations

· Promote joint training initiatives between different providers on awareness of roles, the development of protocols and areas of housing law

· Ensure that training is available to staff on areas which are linked to the prevention of homelessness e.g. private sector rights, Matrimonial Homes (Family Protection) (Scotland) Act 1981
· Utilise the training materials developed by HomePoint to underpin the National Standards for Housing Information and Advice

· Develop a housing advice forum to enable agencies to share information and knowledge, develop better relationships between agencies and improve partnership working.

7.5 User Centred

This is described as providing advice which puts the needs of the service user first and is free of prejudices or vested interest of the adviser or the agency.

Recommendations:

· Increase the availability and accessibility of independent housing advice.

· Develop, implement and monitor feedback systems for users of services

· Train staff on the role of advice 

· Improve the out of hours service so that the police service is not the initial contact point

7.6 Equal Opportunities

This is described as ensuring that the service is accessible to all members of the community.

Recommendations:

· Train staff on equal opportunities issues
· Publicise housing information and advice providers in different ways including using websites
· Ensure access to advice for people who do not speak English as their first language

· Ensure access to signers and lip readers is available and publicised
7.7 Confidentiality

This is described as ensuring effective policies on confidentiality and access to information are carried through into practice.

Recommendations:

· Ensure that the local authority and all providers have private interviewing facilities available for clients

· Agree referral protocols between agencies

7.8 Accountability

This is described as regularly reviewing work against the aims and objectives of the service and making the results of these reviews available in a publicly accessible format at least once a year.

Recommendations:

· Monitor, review and evaluate all services annually and assess changing needs

· Develop, implement and monitor feedback systems for users of services

7.9 Effective Use of Resources

This is described as optimising the use of limited resources through good management and the sharing of information, training and expertise among agencies.

Recommendations:

· Develop a database of providers in the area, updated regularly, that clarifies the roles and remits of agencies (how and when to contact, particular client group catered for, contact number/addresses/names)

· Audit current leaflets and information provided by North Ayrshire Council and other agencies to co-ordinate dissemination, identify and fill gaps and ensure that they are up-to-date
· Link in with the private rented sector and develop rent deposit/guarantee and furniture schemes
APPENDIX
8 About ANARAK

ANARAK is a computer-based model that is designed to provide an assessment of advice needs and indication of the resource requirements that would meet these needs. It was based upon initial work commissioned by the National Consumer Council to review Good Advice for All
 and ahs been tested and refined ain a large number of advice reviews public funding bodies in Scotland and in England.

The model requires a limited number of data inputs, such as, the number of residents in an area, the number of households, employee costs (e.g. average or desired advice worker salary in the area) and a range of socio-demographic statistics that serve as indicators (see below)

From this data the model produces the following outputs:

· The number of full-time equivalent advice posts required

· The total cost of the service per annum

· The number of Type I, Type II and Type III cases

· The number of hours spent upon each activity

· The amount of client contact time each of these case represents

· A unit costing benchmark per hour and for each Type of advice

· A cost per person for the area of study each area

· A cost per household for the area of study (of particular interest to local authorities)

The system is based upon a computer model that contains a number of assumptions
 about:

· Optimum levels of adviser productivity;

· The relationship between the different levels of advice (Sign-posting through to referral); and,

· Client contact time versus follow up work for the different levels of advice.

The key denominators in the study are overall population and household size. Data used in the study may be gathered at a local authority ward level, district level or larger regional level (e.g. in Health Authorities/Boards where that body covers more than one district authority). 

As a planning tool for generalist services we recommend its use at a ward level with the results aggregated up to district level. This reflects changes in the way in which data is gathered in the DoE/DETRs Index of Local Conditions from 1991. (Consideration was given to operating this at an electoral enumeration level or on the basis of post-codes – this was rejected because not all information required was available in these categories).

Advice needs and consequent resource requirements are subject to a Special Needs Multiplier (SNM). These reflect a number of indices of deprivation identified in other studies, (e.g. the GLC Deprivation Index, the DoE/DETR Index of Local Conditions (1996) and the DoE/DETR Index of Local Deprivation (1998)). However, in selecting the domains it is important to note that the indicator of deprivation may vary from those indicators of advice need (e.g. high benefit take-up may indicate an active advice service, with the converse indicating unmet need rather than relative prosperity).

The recent review of the DETR’s Index of Local Deprivation highlights “domains” for the identification of multiple deprivation. These are:

· Income deprivation

· Work Deprivation

· Health deprivation

· Housing Deprivation

· Education, skills and training deprivation

· Physical environment

· Social Environment

· Access to Services

Those domains highlighted in bold above are considered to be appropriate domains for Advice Needs modelling. In addition, we have included both ethnicity and age as indicator of advice need. Elderly populations tend to have restricted mobility which has implications for home visits etc. and large ethnic communities often have higher levels of demand for immigration advice and potential translation facility implications (this is likely to be excluded from future DETR indices of deprivation on the basis that the implications of high concentrations of black and minority ethnic communities would be reflected through other indices).

In selecting indices to meet these domains we were keen to ensure that they were sufficiently robust, avoided double counting, were nationally comparable and were readily available at a local level. The indicators selected are: 

· Local unemployment rate

· People in routine occupations

· People in semi-routine occupations

· People with highest qualification at level 3 or 4

· People from minority ethnic communities

· Pensioners in single person households

· People over 75

· Single Parent families

· People with a long-term limiting illness

· Owner occupied

· Occupancy rating of -1 or less

· Households without central heating and sole use of bath/shower and toilet

All data was obtained from the 2001 Scottish Census, except for the local unemployment rates, which are based on claimant count figures as of April 2003.

The issue of weighting the indicators has been investigated. For example, the 1981 DoE Index provided for equal weighting to each item except that unemployment was double weighted. In discussions with providers there was an interest in additional weighting to those areas that impacted upon their area of work (e.g. housing advisers wanting additional weighting to household lacking amenities). For these reasons, at present, the model contains weighting only in respect of employment indicators.

The end result of these calculations allows for an estimate of likely advice need in a given area and the level of resources required to meet this need, including unit costing and activity level benchmarks for different level of advice. It is important to stress the difference between “benchmarks” and “targets”. The programme is designed as an aid to local planning, but should not be used in isolation from other local studies. 







� Advice Needs Assessment Resource Allocation Kit


� “Performance Standards for social landlords and homelessness functions” Communities Scotland November 2001


� The Homeless Persons Advice and Assistance (Scotland) Regulations 2002 (SSI 2002 No.414)


� North Ayrshire Council’s homelessness strategy, March 2003


� Housing Trends, Quarter ended 30 September 2002, Scottish Executive, HSG 2003/1


� Scottish Executive Statistical Bulletin HSG/2003/2, April 2003


� Scottish Executive Statistical Bulletin HSG/2003/2, April 2003


� Operation of the Homelessness Legislation in Scotland: Quarters ending 30 June 2002 and 30 September 2002, Scottish Executive statistical release, 11 February 2003.


� Irvine, Kilwinning, Saltcoats, Ardrossan, Largs, Kilbirnie and Dalry


� service manager, senior administrator, receptionist, 3 housing advocates (part-time), 2 support workers(part time), 2 administrators(part-time), training development worker, volunteer co-ordinator and a cleaner (part time).


� A scheme that was to be started in North Ayrshire has not got off the ground.


� SHAS is a partnership between Shelter Scotland and Citizens Advice Scotland funded by the Scottish Executive. Shelter Scotland trains CAB workers on housing issues and provides a secondary advice and referral system for cases from all CABx in Scotland.


� 2001 Census


� Ground 8 of Schedule 5 to the Housing (Scotland) Act 1988


� “Scottish National Standards for Housing Information & Advice Providers” Bell et al., (HomePoint 2000). These Standards now form part of the regulations underpinning the Housing (Scotland) Act 2001.


� Service costs are based on an average advisor’s salary of £19,633 (JNC Scottish Negotiated Scale SEP.17).


� “Good Advice For All (II): Access & Quality” – Bell & Widdowson, (NCC, 1995).


� The assumptions have been widely tested in a number of reviews but should always be tested against local circumstances. 
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