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1 
EXECUTIVE SUMMARY

1.1 Introduction

This work was commissioned as part of the development of South Lanarkshire Council’s  homelessness strategy. The requirement to develop a homelessness strategy was placed on all local authorities in Scotland by the commencement of section 1 of the Housing (Scotland) Act 2001. Section 2 of the same Act requires local authorities 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 advice and information 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 by a training package on competencies as well as an accreditation scheme for agencies (currently being piloted). South Lanarkshire Council will be required to implement these 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.

This piece of work is to develop a strategy for South Lanarkshire Council in order that it will be able to meet the legislative requirements of the Act and to ensure that it meets the requjrements of the regulator.

1.2 methodology

The methodology undertaken for this piece of work was :

· To survey all providers of housing information and advice in South Lanarkshire

· To survey users of housing information and advice services

· To identify the need for housing information and advice in South Lanarkshire

1.2.1 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 South Lanarkshire.

South Lanarkshire Council took part in the survey, with interviews taking place between the consultant and a range of people within the authority. Fifteen voluntary organisations and Lanarkshire Health Board were interviewed. Eighteen registered social landlords (RSLs) took part in a telephone survey.

1.2.2 User Survey

A survey of users took place to identify any access issues that people had experienced in approaching organisations for housing information and advice. A range of providers was asked to participate rather than asking all providers to do so. Four voluntary sector providers took part generating 10 responses. One RSL took part: East Kilbride and District Housing Association generating 12 responses. The local authority (through users of community flats and people attending Q&A) generated 42  responses.

Service users were asked to complete a basic one-page form. Where a service provided more than housing information and advice, users were only asked to participate when the query was regarding some form of housing information and advice. It was anticipated that the user survey would give an overall picture of access to housing information and advice in South Lanarkshire.

1.2.3 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 (Advice Needs Assessment and Resource Allocation Kit), allows for an estimate of likely advice need in a given area and the level of resources required to meet the need. 
1.3 survey of providers

The survey of providers took place over the period January – February 2003. South Lanarkshire Council is the main provider of housing information and advice through its local housing offices, Q&A, Money Matters, Youthstart and through other departments of the authority. It was identified that there is not a consistent approach to the provision of housing information and advice provided by the different offices and this is currently under review. On the whole the local authority provides Type I
 services (active signposting).
Voluntary sector providers are active in all areas of South Lanarkshire providing all Types of advice and information. Some providers are generalist with housing information and advice not being the only form of advice provided e.g. CABx and some are specialist agencies that only provide housing information and advice e.g. Shelter Housing Aid Centre (which is based in Glasgow but covers South Lanarkshire).
Eighteen Registered Social Landlords operate in South Lanarkshire. Six are solely based in South Lanarkshire and the rest have stock in other areas of Scotland. They account for approximately 4,300 units of stock. RSLs generally provide Type I housing information and advice.

Lanarkshire Health Board has a multi-disciplinary team targeted on homeless households. It covers both North and South Lanarkshire. The service is expected to develop further in South Lanarkshire as it will be able to link into the newly-refurbished Lindsay House development which provides temporary accommodation for homeless households. 
South Lanarkshire Council is a major funder of independent housing information and advice. The authority is also required, through Scottish Executive guidance, to ensure that “all users are advised of the availability of independent advice at each point of contact”. Independent advice is a critical service as it enables people to access impartial advice from that provided by the local authority. In some instances, a person will need to go to an agency other than the local authority to either check the advice provided by the local authority, or to obtain assistance and representation if the authority is to be challenged in some way.
Partnership is an important element in working in South Lanarkshire. Agencies who had named link people within the local authority, or who had regular meetings with key officers, reported that they worked well in partnership with South Lanarkshire Council. Some voluntary sector agencies felt that they there was poor communication and did not feel that they worked well in partnership with the authority. Referrals between agencies was identified as an area that worked well between some agencies, and were non-existent in others who relied upon personal contacts and had no formal mechanisms.
Agencies felt that, although they were aware of the number of housing providers operating in the area, there was a gap in terms of a full understanding about who provided accommodation apart from the local authority. Similarly, there was a gap in knowledge about services that could assist people access different forms of accommodation.

The publicity of services available in South Lanarkshire was seen to be inconsistent across the area. 

The time limited nature of funding for voluntary sector providers was raised as an issue, with some respondents of the view that funding that was guaranteed for more than a year would be beneficial in terms of being able to plan and develop services and retain staff.

All agencies were asked if they met any quality assurance scheme. The CABx, as part of their membership of Citizens Advice Scotland, must meet CAS’s own quality assurance scheme. The Shelter Housing Aid Centre and eight RSLs said that they were implementing the National Standards for Housing Information and Advice. A  number of agencies said that they were looking at the National Standards with a view to implementation. Twelve RSLs stated that they implement Investors in People. 
1.4 service users survey

There were sixty-four responses to the survey.
People had approached agencies for assistance under a range of areas: homelessness, allocations, rent, repairs and neighbour issues. 

Most people had the first contact with the agency by calling into the office and most indicated that they had found making contact with the agency very easy. People mainly travelled to the agency by bus or walking and they generally travelled 2-3 miles to access the service. However, one respondent had to travel 20 miles to access a local authority service.
Most respondents were very happy with the service they had received and most were very clear about the next step of their query.  

1.5 anarak

An ANARAK exercise was undertaken for South Lanarkshire Council. Unfortunately, the data from the 2001 census was unavailable at the time of the report so amendments to the findings may need to made when the new set if statistics is made available.

From this exercise, it is anticipated that there will be a little under 18,000 housing advice cases per year across South Lanarkshire. The majority of which will be satisfied with good quality information provision and signposting. However, more than 7,000 will require case-work or more specialist help. To meet this need, a total of 19.6 full time equivalent advice workers will be required (with 6.7 operating at a specialist level). In addition, administrative and managerial support will be required. The total cost of this service has been estimated to be in the region of £677,000 per annum, equivalent to £5.86 per household per year.
1.6 conclusions and recommendations

South Lanarkshire Council provides housing information and advice and also funds the provision of housing information and advice in its area. 

Independent advice is available, but is not always readily accessible to all residents in South Lanarkshire and the local authority does not always inform people of its existence.

South Lanarkshire Council works in partnership with a number of agencies. This is generally seen as a positive relationship but there is scope for some improvement. Training has been identified as one means of promoting improved relationships and joint working. The development and implementation of protocols will aid communication with the impact on clarity of roles and remits of the different agencies.

Information about service providers has been identified as a gap by most agencies interviewed. A directory that covers all the providers in the area that is kept up-to-date would be an invaluable resource.

ANARAK has identified that 19.6 full time advisers are required amounting to an annual  cost of £677,000. This works out at £2.28 per person or £5.86 per household per annum in South Lanarkshire.

The voluntary agencies interviewed identified that short term funding caused some difficulties and they were of the opinion that if funding was guaranteed for longer periods it would have the effect of improving planning of services and service delivery.

South Lanarkshire Council is required to implement the National Standards for Housing Information and Advice. A number of agencies that operate in the area of South Lanarkshire are currently implementing these Standards or other quality assurance schemes.

The higher profile of housing information and advice should impact in the prevention of homelessness in South Lanarkshire.

South Lanarkshire Council will be able to monitor and review the implementation of its housing information and advice strategy through the strategic homelessness group.

Recommendations 

· South Lanarkshire Council to implement the National Standards for Housing Information and Advice

· Develop agreement across housing providers that quality assurance schemes are adopted by providers

· South Lanarkshire 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

· South Lanarkshire Council to develop a housing options guide using the HomePoint model

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

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

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

· Utilise the training materials developed by HomePoint to underpin the Scottish National Standards

· Increase the availability and publicity of independent housing advice

· Develop feedback systems for users of services

· Ensure that all providers have private interviewing facilities available for clients
· Monitor, review and evaluate all services annually and assess changing needs

· Develop a database of all providers 

· Audit current leaflets and information, co-ordinate dissemination, identify and fill gaps

· Longer term funding of voluntary sector agencies tied to service level agreements and annual review

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 it 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, South Lanarkshire Council must ensure that its own information and advice services are delivered to the quality outlined in the Scottish National Standards for Housing Information and Advice. As a funder, South Lanarkshire Council must ensure that its funding is sufficient to provide an adequate quantity of information and advice and that services are funded to a level where quality is assured. As the strategic body, South Lanarkshire 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. 
This includes:

· advice on the availability of permanent accommodation provided by local authorities or registered social landlords;

· advice on social issues;

· financial advice; and

· legal advice.

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 South Lanarkshire in meeting its responsibilities under section 3.

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.

South Lanarkshire 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 advisers 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 South Lanarkshire 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

· 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 South Lanarkshire Council

The brief was clear that, in any analysis of information and advice provision in South Lanarkshire, a geographically based approach was required. South Lanarkshire covers over 700 square miles spread over both rural and urban areas. The 1998-2003 Housing Plan indicates that South Lanarkshire has the eleventh largest land area in Scotland, with 74% of this rural/agricultural and the majority of urban development in the north west covering Rutherglen, Cambuslang, East Kilbride, Blantyre and Hamilton. 

For the purposes of this report, the four areas that made up South Lanarkshire Council at reorganisation are the areas that are mapped for activity: Rutherglen and Cambuslang; Hamilton; East Kilbride; and Clydesdale. They have their own profiles and it is useful for the purposes of this report to look at the provision of housing information and advice generally across the Council area and at a more local level in attempt to determine any gaps and needs.

3 SURVEY OF PROVIDERS
3.1 Introduction

A survey of providers of housing information and advice in South Lanarkshire was undertaken. The aim of this survey was to identify who provides services in the area, what areas of housing advice and information they cover, what level of housing information and advice is available and where the information and advice is being provided.

South Lanarkshire Council is one of the main providers of housing information and advice in the area through its housing offices, the Temporary Accommodation Management Unit (TAMU), its Q&A service and Money Matters. These services are provided throughout the four areas of South Lanarkshire. 

A range of other providers were also surveyed. This covered voluntary organisations, registered social landlords and health services. Fifteen voluntary organisations, eighteen registered social landlords, and Lanarkshire’s health services were surveyed.

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, how people approached the service and the geographical area covered. The areas of housing law covered by the provider using the demarcation laid out in the Scottish National Standards for Housing Information and Advice was also explored by determining the subject and then the level of advice provision (using the “Types”
 covered in the National Standards). 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 through this element. All providers were asked for their opinions on the availability of housing information and advice, and any gaps that they had identified.
The responses to the survey built up a picture of the provision of housing information and advice in South Lanarkshire. Not all providers were interviewed, but it is hoped that the ones that were covered by the survey identified the main issues and give a fair reflection of the provision of housing information and advice.

3.2 south lanarkshire council’s provision

South Lanarkshire 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 the whole of South Lanarkshire. 

3.2.1 Housing & Technical Resources
There are eight local housing offices in Lanark, Carluke, East Kilbride, Cambuslang, Rutherglen, Hamilton, Blantyre and Larkhall.  Initial queries are dealt with by Q&A (see 3.2.2 below) and once the query has reached an agreed cut-off point (covered by written protocols), a housing officer takes over. Community flats are provided in Rigside and Kirkmuirhill (sub-offices for Lanark) and Carstairs Junction and Forth (sub-offices for Carluke). The community flats have housing officers providing regular surgeries and cover allocation and estate management issues with homelessness reserved to the local housing office.

The local authority has recognised that there is an inconsistent approach to providing information and advice in each office, in particular the provision of leaflets. A small group of officers has been charged with reviewing this area. Raising awareness of the range of other agencies available to assist the person has also been identified as an issue, and there is a view that referral protocols need to be developed between the local authority and various service providers in order to ensure that the individual is able to access the most appropriate service.

The Area Offices have recently moved to a generic approach to homelessness, with all housing officers expected to investigate homelessness applications. Training has been provided in order to ensure that staff are aware of the legislation and their responsibilities. 

Advice and assistance, required to be provided to homeless people under the homelessness legislation, is provided by the housing officer if the household is not in temporary accommodation, and the TAMU officer, if the household is in temporary accommodation.

The Temporary Accommodation Management Unit (TAMU) was established about 18 months ago. It has responsibility for all temporary accommodation in South Lanarkshire (previously each housing area managed its own temporary accommodation). It is organised to ensure that there is an officer for each of the four main areas in order to provide a link for each housing office. The manager of TAMU is also the link person for a range of other services.

The provision of temporary accommodation in South Lanarkshire has grown dramatically over the last three years. There are currently 184 furnished units (either houses or flats) and a further 22 furnished and unfurnished units will become available in 4/6 weeks after the date of interview. Lindsay House, a refurbished hostel, has 27 rooms available which are arranged dependent upon the support needs of the household. Bed and breakfast accommodation is also used, although the local authority wants to minimise usage and only two establishments in the South Lanarkshire Council area accepts homeless households otherwise accommodation is secured in Glasgow or Paisley. Everyone in temporary accommodation receives some form of support from TAMU, but it is recognised that households in bed and breakfast accommodation are less well supported.

3.2.2 Q and A

Q&A is the South Lanarkshire Council wide service that provides a one-stop approach to accessing local authority services. There are currently seven offices across South Lanarkshire: Hamilton, Rutherglen, Cambuslang, Carluke, Blantyre, East Kilbride and Lanark. An office is due to be opened in Larkhall in April. 

Generally, Q&A perform Type I services in promoting active signposting. The officers have the responsibility for taking any query to a certain point and then passing it on, these cut-off points vary according to the enquiry. A referral is made quickly when the issue is homelessness, whereas for other areas of housing information the role of Q&A goes much further. 

Not all Q&A offices are located within the local housing office. The stand alone offices use the same cut-off points but refer the person to the appropriate office by first contacting the other office by phone and then filling out a card for the person being referred. This system works well but can cause some frustration with people having to physically move from the office, whereas if the office is integrated the person can remain in the office whilst the appropriate officer is located.

3.2.3 Money Matters

Money Matters is aimed at providing welfare rights and money advice to everyone within South Lanarkshire. There are eight advice shops: Hamilton, Blantyre, Larkhall, East Kilbride, Cambuslang, Rutherglen, Lanark and Carluke. Four welfare rights officers are based in social work offices (Hamilton and Blantyre, Larkhall and Lanark, Rutherglen and Cambuslang, East Kilbride).

Money Matters Debt Advisers assist people with rent arrears, local authority tenants as well as private sector. Money Matters is unable to take housing benefit appeals forward due to a possible conflict of interest (one part of the local authority challenging another), therefore refers the client to the local CAB. This is an informal arrangement.

Most clients contact Money Matters directly through the offices, with contact through a letter being the second most usual way of contact. The vast majority of people are self-referrals, with the largest non-self referrer being the Benefits and Resources Department of the local authority.

3.2.4 Social Work

The social work department has offices throughout South Lanarkshire: Blantyre, Clydesdale, East Kilbride, Hamilton, Larkhall and Rutherglen/Cambuslang. It also has an out-of-office number. Some of these offices share premises with Housing and Technical Resources and Q&A, and some are separate. The social work department provides basic housing information and advice to anyone who approaches for assistance referring on to another agency where required. This mainly takes the form of assisting people to apply for housing, filling in forms for local authority housing, signposting to other providers and referring to Housing and Technical Resources if someone has indicated that they are homeless or threatened with homelessness. 

Housing and social work protocols exist in relation to clients who are vulnerable and who may have anti-social behaviour issues and/or rent arrears which may result in them being evicted. There has been some joint training in the past, but nothing recently.

3.2.5 Youthstart

This project has the aim of targeting young people who are unemployed and homeless, or in supported or temporary accommodation, or who have been looked after and accommodated at the age of 16. The objective is to increase access to education, training and employment. The project has been operational since 1998. The project is not aimed at providing housing information and advice, but this does happen in the course of supporting young people who are homeless or living in temporary or supported accommodation.

Youthstart operates a casework system that is computerised. It tracks young people and identifies their accommodation, and their education and training outcomes. As an example, in the quarter Sept – Dec 2002, 52 clients were referred as they were homeless and 68 were referred through social work. Of the 52 homeless clients, 30 were in supported accommodation and of the social work referrals, 21 were in supported accommodation.

Using the three “Types” of advice that the National Standards identifies, Youthstart provides a range of active signposting (Type I) and casework (Type II). Youthstart does not specialise in housing information and advice, but through working intensively with young people, supports and assists them as required.

The project has 7 members of staff: a Co-ordinator, 4 Employment Officers, 1 Intensive Support Officer and 1 Administrative Assistant. The project has a range of funders: New Futures - £400k over 3 years; Enterprise resources (South Lanarkshire Council) - £40k pa; Housing - £20k pa; SW - £20k pa; Careers Scotland - £30k pa; Blantyre and North Hamilton SIP - £10k pa.

3.3 VOluntary Sector Providers

South Lanarkshire has a number of voluntary sector providers in the area. They work in all four areas of the local authority although there is a concentration of providers in Hamilton. The scope of the work that is carried out is wide-ranging and includes agencies that specialise in housing information and advice provision (e.g. Shelter Housing Aid Centre which is based in Glasgow and covers South Lanarkshire) and those that offer housing information and advice as part of wider advice work (e.g. CABx).

Fifteen voluntary sector service providers were interviewed. The Appendices identify each provider that was surveyed indicating the geographical area it is operational in, the area and level of housing information and advice it provides, access issues such as opening hours, staffing levels, the provision of any outreach surgeries and if any quality assurance scheme is used. This gives a picture of the provision in South Lanarkshire. The responses to the survey and the discussion about issues surrounding the provision of housing information and advice forms an important element in identifying the key themes for South Lanarkshire Council.

3.4 Registered Social Landlords

Eighteen registered social landlords that have stock in South Lanarkshire were surveyed for this piece of work. Six of them are solely based in South Lanarkshire and the rest have stock elsewhere. In total, they account for approximately 4,300 units of stock. 

Registered social landlords were asked for the numbers of households on their waiting lists. Seven landlords were able to respond to this question and indicated that there were 1300 households on their waiting lists. Seven landlords were not able to respond as they kept national lists, not a specific South Lanarkshire list. 

All registered social landlords stated that they were able to be accessed by telephone, by appointments or by drop-in. Three registered social landlords stated that they provided no publicity, though most indicated they used a variety of means of publicity from press adverts and local sponsorship to websites (seven stated they had a website and one was under development).

When asked if they had any issues they wished raised, most were happy with the current arrangement where a number of forums were available to raise issues and they reported having a good working relationship with the local authority. One local registered social landlord indicated that signposting needed to be improved and that the public should be asked what they needed rather than this being done through housing providers. One also stated that it would be useful to see the development of a housing support service in the community.

Most registered social landlords were involved in at least one cross-South Lanarkshire forum in particular the South Lanarkshire Strategic Liaison Group, Others were involved in local housing strategy groups, homelessness strategy groups and the housing managers forum. Two national registered social landlords indicated that they were not involved in any forum or advice network.

Registered social landlords were asked about their possible involvement in a common housing register. Eleven responded that it was a good idea with some points made about the problems that can be faced in developing a register. National registered social landlords indicated that they may face different pressures with being involved in more than one common housing register. 

3.5 Lanarkshire Health Board

A multi-disciplinary team operates in both South and North Lanarkshire areas. It comprises of the health and homelessness co-ordinator, two General Practitioners who hold five sessions a week, two Health Visitors, two Mental Health and Addiction workers, a Community Nurse, a podiatrist and one administrator.

The team provides outreach to homeless people who are resident in supported accommodation projects and also to people who attend the Hamilton Churches Drop-In. Referrals can be made by all providers and by self referral at, for example, the Hamilton Churches Drop-In. The service in South Lanarkshire is not as developed as in North Lanarkshire due to waiting for Lindsay House to be opened. Now that it is opened, there will be a base from which the health service providers will be able to work. The service does not access people resident in scatter flats or in bed and breakfast accommodation.

The project is in the process of applying for funding to employ a GP full-time and which will enable people to register with a GP, however there is a fairly lengthy process to be undertaken before knowing the success of the project. This service is required as some GPs are discriminating against homeless people by refusing to register them. The GP sends a letter indicating that they should find another GP within 7 days, sometimes giving as a reason that their lists are full. Homeless households are therefore facing problems in accessing primary health care.

Another gap identified is access to move-on accommodation and the provision of resettlement support. This means that people spend more time in temporary accommodation and face problems linking into mainstream services. Resettlement support would assist people in the transition to permanent accommodation.
3.6 Key Themes

3.6.1 General

South Lanarkshire Council has a range of providers of housing information and advice working in the area. 

3.6.2 Role of Independent Advice

There are a range of providers of housing information and advice within South Lanarkshire 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. South Lanarkshire Council is a major provider of housing information and advice but also has recognised the need for independent providers and 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 go to an agency other than the local authority to either check the advice provided by the local authority or to obtain assistance and representation at homelessness reviews etc. A number of agencies reported that some local authority officers were not keen to refer individuals to sources of independent information and advice. It is unclear why this was the case as the local authority both funded this form of provision, and identified agencies to go to for further assistance in its leaflet informing homeless applicants of their right to 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.

Agencies provide independent advice across South Lanarkshire, but the spread is not even with some geographical areas being better served than others. Given economies of scale, it is understandable that this is the case, but can mean that people in the more rural parts of South Lanarkshire may have difficulties in accessing independent advice. The most rural part of South Lanarkshire, Clydesdale, has a CAB that runs surgeries in towns and villages across the area to try and meet this need. One way of assisting in the access to independent advice is to promote services that are available through telephone contact, e.g. freephone numbers etc. There does not appear to be a consistent approach to this across South Lanarkshire.

3.6.3 Communication and Partnership

A number of agencies operate in partnership with South Lanarkshire Council. This ranges from having officers of the local authority on management committees, to being fully involved in the range of strategic forums set up by the local authority.

Agencies with a link person in the local authority, at both strategic and operational levels, considered this a beneficial relationship and one that they would choose to continue. Similarly, agencies that had regular meetings with key officers, also indicated that this worked well in terms of developing a working relationship and sharing issues. This had, in the experience of  some agencies, identified changes needed in policies and practice and the local authority had actioned these for the benefit of future clients. 

However, some voluntary sector agencies felt that they had poor communication with the local authority and were not involved or informed about issues that directly affected them or their clients. The research did not explore the reasons behind this, but it was a view expressed by a number of agencies.
The form that communication took also caused problems for small voluntary agencies. They did not always have the staffing levels to be able to commit to full involvement in forums or other forms of information sharing. Some agencies operate mainly with volunteers, with a small number of paid employees, and they felt that they were unable to be as involved in some groups as they would wish to be, purely due to this constraint.

Some agencies have developed protocols to smooth the referral from one agency to another, for example a written form is completed when the Shelter Families Project refers a family to the Shelter Housing Aid Centre. However, there were a number of agencies who had no formalised protocols, but relied upon the relationship they had developed with the appropriate worker in the other agency. This situation, although working well in some cases at the moment, is not robust, as it relies upon individuals and their relationships and if one worker was to leave then the arrangement could break down. Agencies that had agreed protocols were able to show that a change in personnel would not adversely affect any person requiring to be referred.

3.6.4 Types of Housing Information & Advice

All three Types of housing information and advice are available in South Lanarkshire for each of the different areas of housing law set out in the National Standards. However, although they are available across the authority, the number of providers who are able to give Type III is limited to Shelter Housing Aid Centre, the Legal Services Agency (referrals taken from CABx for clients who may be able to gain assistance through the Mortgage Rights (Scotland) Act 2001), solicitors and CABx who are involved in Social Security Tribunal work.

The approach to assessing what Type of advice was provided was by testing how far an agency would take any particular case and when they would need to refer elsewhere as the issue had passed outwith the competency of the agency.

3.6.5 Information About Providers of Services

Agencies felt that, although they were aware of a number of housing providers operating in the area, there was a gap in terms of a full understanding about who provided accommodation apart from the local authority. Similarly, there was not a clear understanding of the client groups that could be accommodated by registered social landlords. 

A number of agencies mentioned the lack of local authority stock (53% has been sold through the right to buy
). In particular, agencies operating in the East Kilbride area all mentioned the lack of availability of local authority accommodation in the area. This is mainly due to the loss of stock through the right to buy, and means that homeless households have to stay in temporary accommodation for a longer period if they are to be re-housed in East Kilbride. The local housing office felt that this had meant that their relationship with registered social landlords in the area was closer than perhaps other areas, as they would work together to try and re-house people. However, there was general agreement across all agencies that some form of housing options guide would be beneficial to them and their clients.

A rent deposit scheme is funded through the Rough Sleepers Initiative and this was seen as a valuable resource. It is limited due to its staffing levels, the private rented sector’s percentage of stock in the area (the 2001 census found that Scotland had 5.64% of all households resident in properties that were rented privately, with the equivalent figure for South Lanarkshire of 2.3%), and the number of landlords prepared to become involved in such a scheme. 

Some providers of housing information and advice were well integrated within the area having developed protocols for referrals of clients, however some agencies had not developed this type of working relationship. There was not a clear picture available of what agency provided a particular service and clients would not necessarily be referred to the most appropriate place to receive the service they required. 

3.6.6 Availability of Written Materials

Most agencies had some publicity describing their service. Members of Doorway
 had developed a comprehensive directory of services and also had a range of other publicity material which was available throughout South Lanarkshire. 

There was no strategy for distributing materials throughout the agencies and this meant that, in some areas, even the limited impact that a leaflet might have was unavailable. There were a number of out-of-date leaflets still available in many public areas and some leaflets had inaccurate information. 

3.6.7 Funding Issues

All voluntary sector providers were asked about their funding. They were either fully funded by South Lanarkshire, had part funding from South Lanarkshire with other funders involved, or had no funding from South Lanarkshire. 

One issue that was raised was the time limited nature of some funding, and the insecurity that this brought to a service. Most of the CABx mentioned that they had limited funding from South Lanarkshire, usually restricted to the salary of the manager, some funding for overheads and rent-free accommodation. This, they felt, had an impact on the range of work they could be involved with and in particular, the lack of funding reduced the time available for non-client work e.g. attending meetings. Any change to this arrangement would need to ensure monitoring and review of funding. One CAB had been able to attract various other funders but all were time limited. The Shelter Housing Aid Centre that covers South Lanarkshire, Glasgow SHAC, received no funding from South Lanarkshire. 
3.6.8 Quality Assurance schemes

Quality Assurance schemes ensure that agencies meet set criteria. They are a visible means that can be used by clients and by funders to give the organisation credibility and ensure that the service meets a minimum standard. In addition, quality assurance schemes provide additional confidence to other service providers and promote effective referrals. 

All agencies were asked if they met any Quality Assurance schemes. 

The CABx, as part of their membership of CAS, must meet CAS’s own quality assurance scheme. 

The National Standards for Housing Information and Advice are being implemented by a number of providers in the area. Shelter Housing Aid Centre and eight registered social landlords say that they are implementing the Standards. Twelve registered social landlords say that they implement the Investors in People scheme. A number of agencies said that they were looking at working towards the National Standards, though some indicated that due to their lack of staff, this could take a period of time. 

4 SERVICE USER SURVEY
4.1 introduction

A survey of users took place to identify any access issues that people had experienced in approaching organisations for information and advice. It was agreed that there would be a range of providers asked to participate rather than asking all providers to do so. Voluntary sector providers who took part were the RSI project, Shelter Housing Aid Centre, Clydesdale CAB, Hamilton and Clydesdale Women’s Aid
. This generated 10 responses. One RSL took part: East Kilbride and District Housing Association generating 12 responses, Lanark Q & A (16), Kirkmuirhill  (7) and Rigside (2) community flats, and Hamilton Q & A (17) took part to give a reflection of the issues surrounding access to South Lanarkshire’s provision. The local authority generated 42  responses.

Service users were asked to complete a basic one-page form. Where a service provided more than housing information and advice, users were only asked to participate when the query was regarding some form of housing information and advice.

It was anticipated that the user survey would give an overall picture of access to housing information and advice in South Lanarkshire 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 that information and advice was being sought on, how the individual knew about the agency, how easy was it to contact 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 by asking how satisfied the person was with the service and how clear they were about the next stage of their query. 

4.2 Housing Problems 

Out of the 10 responses from users of the voluntary sector agencies, homelessness, allocation and transfer issues accounted for half.  

The registered social landlords users had issues about applications for housing, signing the new tenancy agreement and rent.
Lanark Q&A mainly had allocation, homelessness and repairs enquiries. The two community flats mainly had repairs as the reason for approaching the office. Hamilton Q&A mainly had repairs and allocation cases.
4.3 contact with the agency

Five users of voluntary sector agencies had been in previous contact with the agency so knew where to go to for advice and three knew of the agency through word of mouth. 

Five users knew of the registered social landlord as they had used it before, three knew of the RSL through word of mouth and four gave “other” as an answer (which included being nominated by South Lanarkshire Council, referred by a councillor and a referral from the local women’s aid group).

Most people stated that they found contact very easy with all agencies (46 out of 64).
Out of the 52 surveys that answered this question, 16 contacted by telephone first and 46 called in to the office.

4.4 travel to the agency

People had travelled to the agency mainly by walking or taking the bus (23 walked, 24 took the bus out of a total of 61 who answered this question).
On average people travelled 2-3 miles to get to the service. However one client had travelled 20 miles to access Lanark Q&A. Unsurprisingly, given the geographical area covered by Lanark Q&A, the surveys reflected a greater distance to the service than other providers, with 7 out of 14 who responded to this question travelling 7 miles or over. Similarly, due to the location of the community flats, most people had walked to the office.
4.5 satisfaction and next steps

Most respondents were very satisfied with the service that they had received (31 out of 61) with 19 being fairly satisfied. Only 2 people indicated that they were not at all satisfied with the service and this could be explained by the respondent not obtaining the outcome that he or she wanted.
37 respondents (out of 61) were very clear about the next step of their query and 15 were fairly clear. Only 4 people indicate that they were either fairly or very unclear about the next step.

4.6 conclusion

Generally, people have been able to access advice and information fairly easily in South Lanarkshire and the more locally based the service, the easier people found it to access by foot. Most people had travelled a relatively short distance to get to the service but some had longer distances to travel. Most people had been satisfied with the service and were clear about the next stage of their enquiry.
5 ANARAK
5.1 Introduction

This section reports on ANARAK, the Advice Needs Assessment and Resource Allocation Kit. The figures in the following tables relate to the need for advice in relation to housing and homelessness only. The absence of advice in related areas (e.g. welfare benefits, debt advice etc.) may exacerbate the need for housing information and advice.  

Please note that much of the data used to calculate the special needs multiplier has been based upon data from the 1991 census. The findings should, therefore be read with caution. Michael Bell Associates will update these figures once the 2001 census figures are made available.

5.2 Overview

The Special Needs Multiplier for the district as a whole is set at 14.1. However, there is substantial variation between localities with Blantyre community area the highest need (+35.2) and Strathaven the lowest need (-9.7). 

The relative position of the community areas is shown in the table below.

	Community Area
	Special Needs Multiplier
	Housing Deprivation

	Blantyre
	35.2%
	8.9

	Cambuslang
	29.2%
	6.1

	Lesmahagow
	24.8%
	8.6

	Hamilton
	23.0%
	5.2

	Larkhall
	21.2%
	4.8

	Rutherglen
	19.7%
	2.2

	Lanark
	10.6%
	3.1

	East Clydesdale
	9.1%
	4.1

	Stonehouse
	8.2%
	2.8

	Uddingston
	3.5%
	-0.3

	Carluke
	1.6%
	0.9

	East Kilbride
	1.0%
	0.1

	Bothwell
	-0.7%
	-0.5

	Strathaven
	-9.4%
	-3.9

	South Lanarkshire Council
	14.1%
	3.2


The ANARAK report suggests that there will be a little under 18,000 housing advice cases per year across South Lanarkshire. The majority of these should be satisfied with good quality information provision and sign-posting, however, more than 7,000 will require case-work or more specialist level help. To meet this need a total of 19.6 full time equivalent advice workers will be required (with 6.7 operating at a specialist level). In addition, administrative and managerial staff will be required. The total cost of this service is estimated to be in the region of £677,000 per annum: equivalent to £5.86 per household per year.

5.3 The ANARAK Reports



	SOUTH LANARKSHIRE COUNCIL
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	            115,595.00 
	

	Number of Residents
	            296,745.00 
	                             -   

	Special Needs Multiplier
	14.1
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                  10,564 
	

	Type II - Advice & Case-work
	                    5,688 
	

	Type III - Specialist help
	                    1,625 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                    5,282 
	                           5.5 

	Type II - Advice & Case-work
	                    7,110 
	                           7.4 

	Type III - Case work and representation/Specialist help
	                    6,501 
	                           6.7 

	Total no of Advice Hours
	                  18,893 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                    3,486 
	

	Type II - Advice & Case-work
	                    3,555 
	

	Type III - Specialist help
	                    1,950 
	

	Total no of Client Contact Hours
	                    8,991 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	19.6
	

	Total Adviser Costs
	 £         451,791.55 
	

	Other salaries and running costs
	 £         225,895.78 
	

	Total Service Cost
	 £    677,687.33 
	

	
	
	

	Cost per person in the locality 
	 £                   2.28 
	

	Cost per household in the locality
	 £                   5.86 
	

	
	
	

	BLANTYRE
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                6,876.00 
	

	Number of Residents
	              18,591.00 
	                             -   

	Special Needs Multiplier
	35.2
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       784 
	

	Type II - Advice & Case-work
	                       422 
	

	Type III - Specialist help
	                       121 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       392 
	                           0.4 

	Type II - Advice & Case-work
	                       528 
	                           0.5 

	Type III - Case work and representation/Specialist help
	                       483 
	                           0.5 

	Total no of Advice Hours
	                    1,403 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                       259 
	

	Type II - Advice & Case-work
	                       264 
	

	Type III - Specialist help
	                       145 
	

	Total no of Client Contact Hours
	                       667 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	1.5
	

	Total Adviser Costs
	 £           33,538.88 
	

	Other salaries and running costs
	 £           16,769.44 
	

	Total Service Cost
	 £       50,308.31 
	

	
	
	

	Cost per person in the locality 
	 £                   2.71 
	

	Cost per household in the locality
	 £                   7.32 
	


	BOTHWELL
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                2,508.00 
	

	Number of Residents
	                6,608.00 
	                             -   

	Special Needs Multiplier
	-0.7
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       192 
	

	Type II - Advice & Case-work
	                       103 
	

	Type III - Specialist help
	                         29 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                         96 
	                           0.1 

	Type II - Advice & Case-work
	                       129 
	                           0.1 

	Type III - Case work and representation/Specialist help
	                       118 
	                           0.1 

	Total no of Advice Hours
	                       343 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                         63 
	

	Type II - Advice & Case-work
	                         65 
	

	Type III - Specialist help
	                         35 
	

	Total no of Client Contact Hours
	                       163 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	0.4
	

	Total Adviser Costs
	 £             8,200.15 
	

	Other salaries and running costs
	 £             4,100.08 
	

	Total Service Cost
	 £       12,300.23 
	

	
	
	

	Cost per person in the locality 
	 £                   1.86 
	

	Cost per household in the locality
	 £                   4.90 
	


	CAMBUSLANG
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                8,106.00 
	

	Number of Residents
	              20,835.00 
	                             -   

	Special Needs Multiplier
	29.2
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       840 
	

	Type II - Advice & Case-work
	                       452 
	

	Type III - Specialist help
	                       129 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       420 
	                           0.4 

	Type II - Advice & Case-work
	                       565 
	                           0.6 

	Type III - Case work and representation/Specialist help
	                       517 
	                           0.5 

	Total no of Advice Hours
	                    1,502 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                       277 
	

	Type II - Advice & Case-work
	                       283 
	

	Type III - Specialist help
	                       155 
	

	Total no of Client Contact Hours
	                       715 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	1.6
	

	Total Adviser Costs
	 £           35,919.07 
	

	Other salaries and running costs
	 £           17,959.53 
	

	Total Service Cost
	 £       53,878.60 
	

	
	
	

	Cost per person in the locality 
	 £                   2.59 
	

	Cost per household in the locality
	 £                   6.65 
	

	
	
	


	CARLUKE
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                8,106.00 
	

	Number of Residents
	              20,835.00 
	                             -   

	Special Needs Multiplier
	1.6
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       660 
	

	Type II - Advice & Case-work
	                       356 
	

	Type III - Specialist help
	                       102 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       330 
	                           0.3 

	Type II - Advice & Case-work
	                       445 
	                           0.5 

	Type III - Case work and representation/Specialist help
	                       406 
	                           0.4 

	Total no of Advice Hours
	                    1,181 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                       218 
	

	Type II - Advice & Case-work
	                       222 
	

	Type III - Specialist help
	                       122 
	

	Total no of Client Contact Hours
	                       562 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	1.2
	

	Total Adviser Costs
	 £           28,245.96 
	

	Other salaries and running costs
	 £           14,122.98 
	

	Total Service Cost
	 £       42,368.93 
	

	
	
	

	Cost per person in the locality 
	 £                   2.03 
	

	Cost per household in the locality
	 £                   5.23 
	

	
	
	


	East Clydesdale
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                5,678.00 
	

	Number of Residents
	              14,299.00 
	                             -   

	Special Needs Multiplier
	9.1
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       487 
	

	Type II - Advice & Case-work
	                       262 
	

	Type III - Specialist help
	                         75 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       243 
	                           0.3 

	Type II - Advice & Case-work
	                       328 
	                           0.3 

	Type III - Case work and representation/Specialist help
	                       300 
	                           0.3 

	Total no of Advice Hours
	                       870 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                       161 
	

	Type II - Advice & Case-work
	                       164 
	

	Type III - Specialist help
	                         90 
	

	Total no of Client Contact Hours
	                       414 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	0.9
	

	Total Adviser Costs
	 £           20,816.10 
	

	Other salaries and running costs
	 £           10,408.05 
	

	Total Service Cost
	 £       31,224.16 
	

	
	
	

	Cost per person in the locality 
	 £                   2.18 
	

	Cost per household in the locality
	 £                   5.50 
	

	
	
	


	East Kilbride
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	              27,714.00 
	

	Number of Residents
	              71,434.00 
	                             -   

	Special Needs Multiplier
	1.0
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                    2,251 
	

	Type II - Advice & Case-work
	                    1,212 
	

	Type III - Specialist help
	                       346 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                    1,126 
	                           1.2 

	Type II - Advice & Case-work
	                    1,515 
	                           1.6 

	Type III - Case work and representation/Specialist help
	                    1,385 
	                           1.4 

	Total no of Advice Hours
	                    4,026 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                       743 
	

	Type II - Advice & Case-work
	                       758 
	

	Type III - Specialist help
	                       416 
	

	Total no of Client Contact Hours
	                    1,916 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	4.2
	

	Total Adviser Costs
	 £           96,270.98 
	

	Other salaries and running costs
	 £           48,135.49 
	

	Total Service Cost
	 £    144,406.47 
	

	
	
	

	Cost per person in the locality 
	 £                   2.02 
	

	Cost per household in the locality
	 £                   5.21 
	

	
	
	


	Hamilton
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	              19,638.00 
	

	Number of Residents
	              50,808.00 
	                             -   

	Special Needs Multiplier
	23.0
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                    1,950 
	

	Type II - Advice & Case-work
	                    1,050 
	

	Type III - Specialist help
	                       300 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       975 
	                           1.0 

	Type II - Advice & Case-work
	                    1,312 
	                           1.4 

	Type III - Case work and representation/Specialist help
	                    1,200 
	                           1.2 

	Total no of Advice Hours
	                    3,487 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                       643 
	

	Type II - Advice & Case-work
	                       656 
	

	Type III - Specialist help
	                       360 
	

	Total no of Client Contact Hours
	                    1,660 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	3.6
	

	Total Adviser Costs
	 £           83,388.52 
	

	Other salaries and running costs
	 £           41,694.26 
	

	Total Service Cost
	 £    125,082.78 
	

	
	
	

	Cost per person in the locality 
	 £                   2.46 
	

	Cost per household in the locality
	 £                   6.37 
	

	
	
	


	Lanark
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                    6,521 
	

	Number of Residents
	                  16,572 
	                             -   

	Special Needs Multiplier
	10.6
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       572 
	

	Type II - Advice & Case-work
	                       308 
	

	Type III - Specialist help
	                         88 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       286 
	                           0.3 

	Type II - Advice & Case-work
	                       385 
	                           0.4 

	Type III - Case work and representation/Specialist help
	                       352 
	                           0.4 

	Total no of Advice Hours
	                    1,023 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                       189 
	

	Type II - Advice & Case-work
	                       192 
	

	Type III - Specialist help
	                       106 
	

	Total no of Client Contact Hours
	                       487 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	1.1
	

	Total Adviser Costs
	 £           24,456.77 
	

	Other salaries and running costs
	 £           12,228.39 
	

	Total Service Cost
	 £       36,685.16 
	

	
	
	

	Cost per person in the locality 
	 £                   2.21 
	

	Cost per household in the locality
	 £                   5.63 
	

	
	
	


	Larkhall
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                    6,177 
	

	Number of Residents
	                  15,728 
	                             -   

	Special Needs Multiplier
	21.2
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       595 
	

	Type II - Advice & Case-work
	                       320 
	

	Type III - Specialist help
	                         91 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       297 
	                           0.3 

	Type II - Advice & Case-work
	                       400 
	                           0.4 

	Type III - Case work and representation/Specialist help
	                       366 
	                           0.4 

	Total no of Advice Hours
	                    1,064 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                       196 
	

	Type II - Advice & Case-work
	                       200 
	

	Type III - Specialist help
	                       110 
	

	Total no of Client Contact Hours
	                       506 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	1.1
	

	Total Adviser Costs
	 £           25,435.79 
	

	Other salaries and running costs
	 £           12,717.89 
	

	Total Service Cost
	 £       38,153.68 
	

	
	
	

	Cost per person in the locality 
	 £                   2.43 
	

	Cost per household in the locality
	 £                   6.18 
	

	
	
	


	LESMAHAGOW
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                    2,869 
	

	Number of Residents
	                    7,409 
	                             -   

	Special Needs Multiplier
	24.8
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       288 
	

	Type II - Advice & Case-work
	                       155 
	

	Type III - Specialist help
	                         44 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       144 
	                           0.1 

	Type II - Advice & Case-work
	                       194 
	                           0.2 

	Type III - Case work and representation/Specialist help
	                       178 
	                           0.2 

	Total no of Advice Hours
	                       516 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                         95 
	

	Type II - Advice & Case-work
	                         97 
	

	Type III - Specialist help
	                         53 
	

	Total no of Client Contact Hours
	                       246 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	0.5
	

	Total Adviser Costs
	 £           12,337.96 
	

	Other salaries and running costs
	 £             6,168.98 
	

	Total Service Cost
	 £       18,506.93 
	

	
	
	

	Cost per person in the locality 
	 £                   2.50 
	

	Cost per household in the locality
	 £                   6.45 
	

	
	
	


	Rutherglen
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                  18,789 
	

	Number of Residents
	                  44,713 
	                             -   

	Special Needs Multiplier
	19.7
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                    1,670 
	

	Type II - Advice & Case-work
	                       899 
	

	Type III - Specialist help
	                       257 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       835 
	                           0.9 

	Type II - Advice & Case-work
	                    1,124 
	                           1.2 

	Type III - Case work and representation/Specialist help
	                    1,028 
	                           1.1 

	Total no of Advice Hours
	                    2,986 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                       551 
	

	Type II - Advice & Case-work
	                       562 
	

	Type III - Specialist help
	                       308 
	

	Total no of Client Contact Hours
	                    1,421 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	3.1
	

	Total Adviser Costs
	 £           71,416.25 
	

	Other salaries and running costs
	 £           35,708.12 
	

	Total Service Cost
	 £    107,124.37 
	

	
	
	

	Cost per person in the locality 
	 £                   2.40 
	

	Cost per household in the locality
	 £                   5.70 
	

	
	
	


	Strathaven
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                    3,386 
	

	Number of Residents
	                    9,143 
	                             -   

	Special Needs Multiplier
	-9.4
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       258 
	

	Type II - Advice & Case-work
	                       139 
	

	Type III - Specialist help
	                         40 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       129 
	                           0.1 

	Type II - Advice & Case-work
	                       174 
	                           0.2 

	Type III - Case work and representation/Specialist help
	                       159 
	                           0.2 

	Total no of Advice Hours
	                       462 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                         85 
	

	Type II - Advice & Case-work
	                         87 
	

	Type III - Specialist help
	                         48 
	

	Total no of Client Contact Hours
	                       220 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	0.5
	

	Total Adviser Costs
	 £           11,053.15 
	

	Other salaries and running costs
	 £             5,526.57 
	

	Total Service Cost
	 £       16,579.72 
	

	
	
	

	Cost per person in the locality 
	 £                   1.81 
	

	Cost per household in the locality
	 £                   4.90 
	

	
	
	


	Stonehouse
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                    2,718 
	

	Number of Residents
	                    7,286 
	                             -   

	Special Needs Multiplier
	8.2
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       246 
	

	Type II - Advice & Case-work
	                       132 
	

	Type III - Specialist help
	                         38 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                       123 
	                           0.1 

	Type II - Advice & Case-work
	                       166 
	                           0.2 

	Type III - Case work and representation/Specialist help
	                       151 
	                           0.2 

	Total no of Advice Hours
	                       440 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                         81 
	

	Type II - Advice & Case-work
	                         83 
	

	Type III - Specialist help
	                         45 
	

	Total no of Client Contact Hours
	                       209 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	0.5
	

	Total Adviser Costs
	 £           10,519.27 
	

	Other salaries and running costs
	 £             5,259.63 
	

	Total Service Cost
	 £       15,778.90 
	

	
	
	

	Cost per person in the locality 
	 £                   2.17 
	

	Cost per household in the locality
	 £                   5.81 
	

	
	
	


	Uddingston
	
	

	NEEDS ASSESSMENT
	
	

	Number of Households
	                    1,951 
	

	Number of Residents
	                    5,041 
	                             -   

	Special Needs Multiplier
	3.5
	

	Ambient Level of Need (Housing Advice only)
	4.8%
	

	Type I - Information and Active Sign-posting
	                       163 
	

	Type II - Advice & Case-work
	                         88 
	

	Type III - Specialist help
	                         25 
	

	SERVICE OUTPUTS REQUIRED
	
	

	Estimated hours of service required to meet need
	
	FTE Advisers required

	Type I - Information and Active Sign-posting
	                         81 
	                           0.1 

	Type II - Advice & Case-work
	                       110 
	                           0.1 

	Type III - Case work and representation/Specialist help
	                       100 
	                           0.1 

	Total no of Advice Hours
	                       291 
	

	Client Contact Time
	
	

	Type I - Information and Active Sign-posting
	                         54 
	

	Type II - Advice & Case-work
	                         55 
	

	Type III - Specialist help
	                         30 
	

	Total no of Client Contact Hours
	                       139 
	

	SERVICE INPUTS REQUIRED
	
	

	Full-time equivalent Advisers (FTE) Advisers required
	0.3
	

	Total Adviser Costs
	 £             6,961.87 
	

	Other salaries and running costs
	 £             3,480.94 
	

	Total Service Cost
	 £       10,442.81 
	

	
	
	

	Cost per person in the locality 
	 £                   2.07 
	

	Cost per household in the locality
	 £                   5.35 
	


6 CONCLUSIONS 
6.1 Introduction

This chapter aims to set out the main gaps in service identified through the 3 elements of this piece of work: the service provider survey, the survey of users and the ANARAK assessment of the need for housing information and advice in South Lanarkshire. This will enable a set of recommendations to be brought forward that reflect the areas that require further work for South Lanarkshire Council and its partners.

6.2 independent advice

There are a number of providers of independent housing information and advice in South Lanarkshire. However, there is not a strategy to ensure that the more rural areas have a similar degree of access to the more urban. One way of providing housing information and advice that is available to someone, not dependent on the location of the individual, is through freephone advice lines e.g. Shelterline. However this is not publicised throughout South Lanarkshire to ensure that people who need advice are able to access it when needed. 

South Lanarkshire Council funds some providers of housing information and advice. However, there is an inconsistent approach to how Housing and Technical Resources informs clients of the availability of this form of advice. Some leaflets and other materials give contact details for the local CAB or for the Shelter Housing Aid Centre, but this is not the case for all the relevant paperwork, for example, homelessness decision letters. The Scottish Executive’s guidance states that people should be informed of the availability of independent housing information and advice at every point of contact therefore this needs to be addressed by South Lanarkshire Council.

The ANARAK study indicated that 19.6 full time equivalent advisers are needed in South Lanarkshire of which 6.7 need to operate at a specialist level.
The geographical barriers need to be addressed when increasing the availability of independent housing information and advice. Any increase must reflect awareness of this, either through the provision of outreach surgeries or, at the least, publicity about telephone numbers and other ways of accessing the service, for example, e-mail. 

6.3 Communication and Partnership

South Lanarkshire Council works in partnership with a number of agencies across its area. This is generally regarded as positive, in particular where link people are identified for agencies or where regular meetings are held with officers who have the authority to make changes happen. On the other hand, some agencies felt that they were not listened to by South Lanarkshire and had no opportunity to put their views across. 

Joint training is a useful means of breaking down barriers and helping foster common understandings about how agencies operate and how they can work together. Joint training on the different providers, the services they offer, and how these can be accessed will assist in developing a safety net through which an individual should not fall. Training on areas of housing law will also assist in ensuring the quality of housing information and advice provided in South Lanarkshire.

The development of protocols will also aid communication, as workers are clear about how they can refer people to another service and when it is appropriate to do so. The clarity that this type of agreement brings, assists the working relationship between two agencies, as less inappropriate referrals are made and people are able to access the services most useful to them. This applies to referrals between parts of the local authority as well as with other agencies. A consistent approach needs to be developed across South Lanarkshire in order that best use is made of all services. This is crucial in terms of referrals to independent advice where people can be advised if the original advice or decision is accurate or challengeable.

As part of its work developing a community legal service for Scotland, the Scottish Executive will be piloting local advice and legal service partnerships over the coming year. This may identify further lessons for the co-ordination of services in South Lanarkshire.

6.4 Types of housing information and advice

South Lanarkshire has all three Types of housing information and advice being provided in the area. However, the availability of Type III, in particular, is limited. The issue of where the information and advice is provided and how people are able to access it is an area that needs to be addressed.
6.5 Information about providers of services

There is a lack of information about providers of services within South Lanarkshire. Some agencies have good information about providers and the services they provide, whilst others have very little. Developing a directory about all the agencies that offer services to people in South Lanarkshire, which includes hours of opening, the housing information and advice provided and if it is targeted to any particular client group will assist all agencies in providing and developing services. This will require to be kept up-to-date otherwise it is loses its usefulness, and people will not rely upon it if inaccurate. It might be useful to have a web-based directory which is relatively easy to up-date and a paper document that is dated and updated regularly. 

This was a gap identified by most providers interviewed. 

6.6 Availability of written materials

Alongside the lack of information about providers of services, the availability of written materials in general was raised as an issue. The gap that was identified was that no-one had the role of collating all written materials, checking to see they are still accurate and up-to-date, and for there to be a co-ordinating reference point for all agencies. This would enable any provider to obtain a list of materials available and choose the most appropriate ones for their needs. There needs to be regular updates and agencies need to be informed of any material that should not be issued as it is inaccurate or out-of-date. All partners need to be involved in this exercise.  

6.7 Funding issues

ANARAK has identified that £667,000 is the amount that needs to be spent on the provision of housing information and advice services in South Lanarkshire.
In general, the voluntary sector agencies interviewed indicated that there were problems associated with short-term funding, or funding that is not guaranteed for longer periods. The problems they faced were mainly due to the inability to plan properly, develop services and retain experienced staff.

6.8 Quality Assurance schemes

The area of quality assurance is critical as if an agency meets a recognised scheme then there is an expectation that certain standards are being met, for example, on the training of staff and keeping them up-to-date on recent changes in the law. If agencies work towards meeting the Scottish National Standards for Housing Information and Advice and seek and achieve accreditation of this, then there will be the additional expectation that the quality of advice provided meets the Standards. Some agencies have adopted the National Standards, some have their own schemes (CABx) and others have implemented quality assurance schemes such as Investors In People.

South Lanarkshire Council will need to implement the National Standards in order to meet the Scottish Executive’s guidance. 

6.9 Prevention of homelessness

The higher profile of housing information and advice should impact on the prevention of homelessness. It is accepted, that generally, the earlier a household contacts an agency for information and advice, the more opportunity there is of resolving the case and preventing homelessness. Not all homelessness can be prevented, but there are a range of issues that can, and accessing appropriate and accurate advice at the most appropriate time, is crucial to preventing homelessness. 

South Lanarkshire Council is under a duty to develop a strategy aimed at the prevention and alleviation of homelessness, and the provision of good quality housing information and advice will be an important element of this. The homelessness strategy has recognised the importance of targeting young people and has brought forward a recommendation to “develop housing education packages for young people, these could take the form of briefings and awareness sessions within schools or other appropriate places (such as accommodation projects) to set out  housing options and emphasise not only the responsibilities of running your own home but the help that is available if a problem arises”
.

6.10 Monitoring and reviewing

Most agencies monitor and review their services, however, this is not always done openly with other agencies having an input to this process or the information being shared. South Lanarkshire Council will need to take on the role of monitoring and reviewing the development and implementation of the housing information and advice strategy to ensure that any new issues are taken into account. This could include working with other agencies to monitor and review their service provision and agreeing a common set of issues that will be monitored and reviewed. South Lanarkshire Council could introduce this through negotiations over service level agreements. The housing information and advice work fits within the homelessness strategy and the strategic homelessness group should take on the continuing development of this area of housing information and advice.

7 RECOMMENDATIONS AND IMPLEMENTING THE STRATEGY
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 Scottish Executive’s Guidance:

· 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. 

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.” 

Services provided in South Lanarkshire are in different stages in terms of adopting quality standards. The local authority is required to implement the National Standards and will need to review its service delivery to ensure that they are being met at all points where housing information and advice is accessed. Other providers may be working with the National Standards or have other quality assurance schemes that they adhere to. Irrespective of the quality assurance scheme, the good practice principles should be adopted across services to ensure that people within South Lanarkshire are able to obtain 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:

· South Lanarkshire 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)

· South Lanarkshire 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

· South Lanarkshire Council to develop a housing options guide using the HomePoint model

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 

· Publicise the availability of housing information and advice with particular emphasis on how to access independent advice. Up-to-date directories of all service providers detailing services provided, access arrangements etc. should be made available through all health and social care providers (e.g. GPs and Social Work Departments) and through public information points (e.g. libraries).

7.4 Competence

This is described as ensuring that all 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
· Utilise the training materials developed by HomePoint to underpin the Scottish National Standards.

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 agency.

Recommendations:

· Increase the availability and publicity of independent housing advice

· Feedback systems for users of services

· Train staff

7.6 Equal Opportunities

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

Recommendations:

· Train staff

· Publicise housing information and advice providers

7.7 Confidentiality

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

Recommendations:

· Ensure that all providers have private interviewing facilities available for clients

· Agree referral protocols

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 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 amongst agencies.

Recommendations:
· Develop a database of providers in the area, updated regularly that clarifies roles and remits (how and when to contact, particular client group, contact numbers/addresses, geographical area). To be accessible on a website with a paper copy also available

· Audit current leaflets and information provided by South Lanarkshire Council and others to co-ordinate dissemination, identify and fill gaps.

· South Lanarkshire Council to move to longer term funding of voluntary sector agencies tied to service level agreements and annual review

APPENDICES

Appendix one – voluntary sector providers
TABLE OF Providers

	SOUTH LANARKSHIRE WIDE
	 
	 
	 
	 

	 
	 
	 
	 
	 

	Agency
	Opening hours
	staffing
	funding
	Quality Assurance

	Rough Sleepers Initiative
	M - F 915- 500 and outreach
	8
	RSI - SLC
	Nightstop volunteers

	Shelter Housing Aid Centre
	M and Th 1 - 4 Tu and F 10 - 1 
Shelterline 24 hrs
	8
	No SLC
	National Standards

	Shelter Families Project
	M - F 9-5 but home visits preferred
	7 +12 vols
	SLC for 5 workers, mixed funding for other 2
	Supporting People requirements

	Ownership Options in Scotland
	M - F 9 - 5. Visits outwith available
	1
	SLC and NLC
	First version of National Standards

	Churches Drop-In
	730pm - 9pm 365 nights per year
	225 vols
	SLC and donations
	No

	 
	 
	 
	 
	 

	 
	 
	 
	 
	 

	HAMILTON AND EAST KILBRIDE
	 
	 
	 
	 

	 
	 
	 
	 
	 

	Agency
	Opening Hours
	Staffing
	Funding
	Quality Assurance

	Forum on Disability 
	M - Th 9 - 430   F 9 - 4 
	2 (soon 6)
	SLC
	No

	 
	 
	 
	 
	 

	HAMILTON AND CLYDESDALE
	 
	 
	 
	 

	 
	 
	 
	 
	 

	Agency
	Opening hours
	Staffing
	Funding
	Quality Assurance

	Women's Aid
	Hamilton - M_F 10 - 4        Carluke M - F 9-1              Blantyre 9- 1
	Hamilton - 9 and I vol   Clydesdale 5
	HB and SW
	none yet

	 
	 
	 
	 
	 

	HAMILTON
	 
	 
	 
	 

	 
	 
	 
	 
	 

	Agency
	Opening hours
	Staffing
	Funding
	Quality Assurance

	Hamilton CAB
	M, Tu, F 10 - 330 W 10 -1230 Th 10 - 630
	1 worker 37 vols
	SLC
	CAS standards

	 
	 
	 
	 
	 

	RUTHERGLEN AND CAMBUSLANG
	 
	 
	 
	 

	Agency
	Opening hours
	Staffing
	Funding
	Quality Assurance

	Rutherglen and Cambuslang CAB
	Rutherglen M - Th 10 - 1230, 1330 - 1600 F 10 - 1230 Cambuslang M 10 - 1, W 10 -4, Th 10 - 1
	2 workers 
	SLC
	CAS standards

	 
	 
	 
	 
	 

	EAST KILBRIDE 
	 
	 
	 
	 

	Agency
	Opening hours
	Staffing
	Funding
	Quality Assurance

	Women's Aid
	E Kilbride M - Th 10-4, F 10 - 2 Cambuslang M 130-430
	6 (funding for 3 more)
	HB 
	not yet

	East Kilbride CAB
	M - Tu 10 - 4, F 10 - 330, W 10 - 1(tel) 1-4 (Tribunal) Th 10 - 4 (appt only)
	2 workers 25 vols
	SLC
	CAS standards

	 
	 
	 
	 
	 

	CLYDESDALE
	 
	 
	 
	 

	Clydesdale Resource Centre
	M – F 10 - 1
	Volunteer run
	
	no

	Clydesdale CAB
	M - Th 10 - 3, various outreach
	6 workers and 25 volunteers
	SLC, Community Fund
	CAS standards


7.10 South Lanarkshire wide services

7.10.1 Rough Sleepers Initiative

Brief Description of Project

The Rough Sleepers Initiative in South Lanarkshire provides a service to people who are homeless or at risk of sleeping rough. The project is a partnership project managed jointly by the YMCA and Barnardo’s. The project provides a drop-in and outreach service for people, a rent deposit scheme, the Nightstop project (providing emergency accommodation for young people in volunteer’s homes for one or two nights) and a rural outreach project (focussing on the Lanarkshire area of South Lanarkshire).

Opening Hours/Access

The project is open from Monday to Friday 9.15 to 5.00. When a young person is using Nightstop an out of hours service is available.

The office is open for drop in and appointments (for the rent deposit scheme). The rural outreach service is researching the areas where a service could be provided outwith Hamilton.

The RSI workers work with individuals who are accessing accommodation projects outwith South Lanarkshire and will travel to provide support and advice where it is required. 

Casework 

In the 2002 calendar year, the RSI recorded 240 individuals who accounted for 3290 contacts. These individuals contacted the project for a range of services with the main reason for contact being to access housing advice (357). 

The Rent Deposit Scheme had 47 current tenants at the time of interview. Most were in Hamilton and East Kilbride, with a few in Lanark. A landlord operating in Wishaw also provides access to private rented accommodation

Referrals to the project come mainly from self referrals with  Housing and Technical Resources being a major referral agency, otherwise referrals come from the social work department, Benefits Agency, Blue Triangle Housing Association, the YMCA and other voluntary sector providers in the area. The project refers to the social work department, YMCA, Blue Triangle Housing Association, Housing and Technical Resources, substance misuse agency, landlords and mediation services.

The project mainly provides Type II services to the clients. 

Staffing levels

The project has 8 workers; 4 core RSI workers, a rent deposit worker, a rural outreach worker, the Nightstop worker and an administrator. Barnardo’s and the YMCA employ 4 workers each. 

Finance

The RSI project is funded through the RSI scheme. The rent deposit bond is funded separately by fundraising.

Quality Assurance Schemes

The Nightstop part of the project has undertaken some quality assurance work with respect to the volunteers being recruited through SOLVE (South Lanarkshire Volunteers Enterprise). This will be extended to volunteers for a befriending project. The YMCA and Barnardo’s are keen to work towards adopting the National Standards.

7.10.2 Shelter Housing Aid Centre

Brief Description of Project

The Shelter Housing Aid Centre that covers South Lanarkshire is based in Glasgow. It provides specialist housing information and advice to individuals who contact the SHAC and also secondary advice to agencies who work within South Lanarkshire. The SHAC is supplemented by the operation of a freephone 24 hour advice line, Shelterline, which offers emergency advice and information and refer to appropriate agencies. The SHAC also houses the Scottish Homelessness Advisory Service (SHAS) which provides training to CABx workers in South Lanarkshire and secondary and primary advice as required. The SHAC also has access to the Scottish Housing Law Service which provides legal advice and advocacy.

Opening Hours/Access

The SHAC is open Monday and Thursday between 1 and 4; and on Tuesday and Friday between 10 and 1. Shelterline operates on a 24 hour basis.

Individuals access the SHAC through telephone or drop in. Clients from South Lanarkshire mainly access the SHAC by telephone.

Casework 

In the 2002 calendar year, Shelter, through the SHAC and SHAS gave primary advice to 187 households. 114 of these gave homelessness as the primary problem, with housing benefit and possession action by the landlord being given the next two highest counts (14 and 10 cases respectively). Shelter also records secondary problems and for the same year, the main secondary problems were possession action by landlord (25), rent arrears (18), violence outside the home (13) and housing benefit (10). 

Out of the 187 cases, 55 were cases through SHAS. 22 of these marked homelessness as the primary problem, with housing benefit being the second main reason for accessing housing information and advice.

Shelterline had 112 cases in the 2002 calendar year. Of these 76 were recorded as being about homelessness.

Shelter provides all three Types of Housing Advice. Type 1 for repair and improvement grants; Type II and Type III for most others, either directly by the Shelter worker or through SHLS.

Referrals are made to Money Matters, RSI, social work, the Scottish Housing Law Service and to other solicitors in Hamilton. Referrals come from the Shelter Families Project, social work, RSI,  Housing and Technical Resources and CABx.

Staffing levels

1 full time Area Manager, a senior housing aid worker, a housing aid worker, a housing aid information and advice worker and a RSI worker. SHAS has two workers. There is one full time administrative post.

Finance

No funding comes directly to the SHAC from South Lanarkshire. 

Quality Assurance Schemes

Shelter have adopted the National Standards for Housing Information and Advice.

7.10.3 Shelter Families Project

Brief Description of Project

The Shelter Families Project provides support to homeless families in temporary accommodation and resettlement support in permanent accommodation. 

Opening Hours/Access
The office is open between 9 and 5. The project prefers to visit families in their homes. An appointment system is used and dropping-in to the office is not encouraged. Some work is carried outwith usual office hours when required.

Casework 

The Families Project has a service level agreement with South Lanarkshire to provide support to 35 families. This has now been reached and a small waiting list is in operation.

The Shelter Families Project takes referrals from TAMU and social work but most referrals are self referrals. The project refers to Shelter Housing Aid Centre (for Type II and III advice, one third of clients have accessed housing advice from here), social work, Women’s Aid, local family centres, furniture projects and mainstream services in the areas where families are rehoused.

Staffing levels

The project has a project manager, a volunteer co-ordinator, 2 support workers, 2 child support workers and an administrator. 12 active volunteers provide practical help to families e.g. moving belongings, painting and decorating.

Finance

South Lanarkshire Council funds 5 of the 7 workers. The 2 child support workers are funded by a mixture of Community Fund, Children in Need and Shelter funds.

Quality Assurance Schemes

The Shelter Families Project will have to meet the Supporting People requirements for housing support. 

7.10.4 Ownership Options in Scotland

Brief Description of Project

Ownership Options in Scotland aims to create equal access for disabled people and families to home ownership as a mainstream housing option and to pioneer approaches that overcome and eliminate the barriers which currently exist. The project was established in the west of Scotland in 2000, and South Lanarkshire Council has been involved since April 2002. 

Opening Hours/Access

The project is available Monday to Friday 9 – 5. Evening and early morning visits are available. 

The project has a website.

Casework 

The project has had 18 contacts which have led to 8 registrations and 1 project being developed.

The project mainly provides Type I housing information and advice apart from issues around owner-occupation where it provides Type III.

Referrals to the project are mainly made through social work. Other referrals have been made by the Disability Forum and Princes Royal Carers Trust. 

Staffing levels

The project has one project co-ordinator in the west of Scotland with administrative backup from the office in Edinburgh and one day per week of the Director’s time.

Finance

South Lanarkshire Council has funded half the project from April 2002 – March 2003. 

Communities Scotland accommodates the Project Co-ordinator in the Hamilton office, covering rent and some overheads.

Quality Assurance Schemes

The project complies with the first version of the National Standards.

7.10.5 Churches Drop in Centre

Brief Description of Project

The Hamilton Churches Drop In Centre provides soup, sandwiches and a three course meal every night of the year. It has shower facilities and a clothing store. 

Opening Hours/Access

The Drop In is open to the public between 7.30 – 9 every night of the year.

Health care providers attend the Drop In: a GP is available once a week, podiatry once a month and the project is hoping to soon have access to dental care. 

Casework 

On average 10 – 15 people use the Drop In each night.

RSI workers have used the Drop In as means of contacting people who are sleeping rough or are at risk of doing so.

Leaflets are available at the Drop In. 

Staffing levels

The project is run by volunteers from churches in Hamilton and Larkhall. There are approximately 225 volunteers.

Finance

South Lanarkshire Council provides the premises and a grant of £3000. Other funding comes in the shape of voluntary donations.

Quality Assurance Schemes

No quality assurance schemes operate.

7.11 Hamilton and East Kilbride services

7.11.1 Hamilton and East Kilbride Forum on Disability

Brief Description of Project

The project focuses on providing advice to people with disabilities The organisation also campaigns on behalf of disabled people across South Lanarkshire.. 
Opening Hours/Access

The office is open between 9 – 430 Monday – Thursday, and between 9 – 4 on Friday. People can contact the office by telephone/text, e-mail or drop-in. 

A benefit clinic is run, by appointment, twice a week on Tuesdays and Thursdays.

Casework 

The casework is ongoing through the benefit clinic, enquiries through the office and through the Independent Living Scheme.
Staffing levels

Three full time members of staff are employed in the project: an Independent Living Adviser; an administrator, a development worker funded through the Community Fund and a part-time information worker. This complement of staff will be extended further to a full time direct payments worker and a part-time administration assistant.

Finance

South Lanarkshire Council, Social Work Resources funds the project. This covers staffing costs, rent and overheads. Funding also comes from Lanarkshire Health Board.
The direct payments workers will be funded by South Lanarkshire Social Work Resources.

Some income is generated through the letting of a conference room which is shared with the neighbouring office of the Princess Royal Trust for Carers. 

Quality Assurance Schemes

Hamilton and East Kilbride Forum on Disability does not meet any quality assurance scheme.

7.12 Hamilton and Clydesdale services

7.12.1 Hamilton and Clydesdale Women’s Aid

Brief Description of Project

Hamilton and Clydesdale Women’s Aid offers information, support and safe temporary accommodation to women and children fleeing domestic abuse. It is affiliated to a network of Women’s Aid groups across Scotland and to the National Office in Edinburgh. It has office space in both Hamilton and Carluke. Eleven refuges are run by the Women’s Aid group: 7 in Hamilton and Blantyre (3 houses are shared by 2 families each, one house is for 3 women, and 3 scatter flats are for single household occupancy, one of which is partially adapted for disabled people); and 4 in Clydesdale (2 houses are shared by 2 households, 1 is shared by 3 households and a single occupancy).

Opening Hours/Access

The Hamilton office is open Monday – Friday between 10 – 4. The Carluke office is open Monday to Friday (except Wednesday) between 9 – 1 (shortly due to move to Lanark). An on-call arrangement is available for women between 8pm and 8am from Monday to Thursday. An outreach provision is available in Blantyre between  9  - 1 Monday to Friday.

A legal clinic is held by a solicitor in the Hamilton office on a Monday afternoon and on a Thursday afternoon in Carluke. This is accessed by an appointment system.

Casework 

In the financial year 2001/2, there were 2554 total contacts, 2267 requests for information or support only, and 287 requests for refuge. 60 women with 86 children were accepted into a Hamilton and Clydesdale refuge. 31 women with 26 children were accepted into another refuge. 

Types I and II are provided by the Women’s Aid workers. The legal clinic allows Type III to be provided in areas that require them. 

Referrals to Hamilton and Clydesdale Women’s Aid come from family/friends, police, Housing and Technical Resources, social work, Victim Support, RSI and, occasionally, Accident and Emergency Departments and GPs. The majority of referrals are either self referrals or from Housing and Technical Resources or the police.

Referrals are made to Housing and Technical Resources, witness support, social work and solicitors.

Staffing levels

The Hamilton office has a project worker, two family resource workers, three refuge workers and one unpaid worker. The Clydesdale office has a development worker, two refuge workers and two family resource workers.

Finance

Most funding comes through housing benefit payments, grant funding for the local authority and through the social work department.

Quality Assurance Schemes

Hamilton and Clydesdale Women’s Aid is keen to look at ways to keep abreast of developments.

7.13 Hamilton services

7.13.1 Hamilton CAB

Brief Description of Project

Hamilton CAB was established in 1971 and provides generic information and advice including housing information and advice. 

Opening Hours/Access

Hamilton CAB is open between 10 – 330 on Mondays, Tuesdays and Fridays; between 10 – 1230 on a Wednesday; and between 10 – 630 on a Thursday. Hamilton CAB also has a website and clients can email enquiries. Home visits operate on occasion.

Casework 

In the financial year 2001 – 2,452 new cases were recorded as housing cases, a further 180 were housing benefit cases. This is out of a total of 5542 new cases.

Hamilton CAB provides Type 1 and II levels of housing information and advice. Type I is provided for repairs and improvement grants and issues around discrimination in housing. Type II is provided for most areas of housing information and advice. Referrals to solicitors and other agencies enable clients to access Type III.

Referrals are made to Housing and Technical Resources, RSI (in particular for the rent deposit scheme), Women’s Aid, RSLs, SHAS and solicitors.

Staffing levels

There is one paid manager, approximately 23 volunteer advisers, approximately 10 volunteer administrative workers and 4 volunteer trainees.

Finance

South Lanarkshire Council funds the manager’s post and some overheads. 

Quality Assurance Schemes

Hamilton CAB meets the membership criteria of Citizens Advice Scotland.

7.14 RutherGlen and Cambuslang services

7.14.1 Rutherglen and Cambuslang CAB

Brief Description of Project

Rutherglen and Cambuslang CAB comprises of two offices, one in either town. The CAB provides generic information and advice, of which housing and housing related advice is part.

Opening Hours/Access

Rutherglen office is open Monday to Thursday between 10 – 1230 and 1330 – 1600. It is open on Friday between 10 – 1230. The Cambuslang office is open Monday between 10 – 1, Wednesday between 10 – 4 and Thursday between 10 – 1. People seeking information and advice can drop in.

Casework 

The CAB refers to SHAS and to Q&A for particular issues. The CAB receives referrals from Housing and Technical Resources and Q&A.

Staffing levels

Rutherglen and Cambuslang CAB has two paid staff: the manager and a project officer who is currently funded through the money made available to South Lanarkshire Council through the money made available by the Scottish Executive to fund money advice. 

Finance

Funding for the CAB is mainly by South Lanarkshire Council. The funding that is made available is to fund the manager’s salary and overheads of the office. Project funding has also been made available to fund the project officer but it is not clear if this money will continue to be made available.

Offices are provided rent free by South Lanarkshire Council.

Quality Assurance Schemes

Rutherglen and Cambuslang CAB meets the membership criteria of Citizens Advice Scotland.

7.15 East Kilbride services

7.15.1 East Kilbride Women’s Aid 

Brief Description of Project

East Kilbride Women’s Aid offers support, information and help to women and children who have experienced domestic abuse. The project also provides temporary refuge accommodation. The project currently has 6 accommodation units: 4 in Cambuslang (one three bedroomed unit, the rest being 2 bedroomed) and 2 in East Kilbride (a communal refuge with 6 spaces and one single unit). It is hoped that 2 three-bedroomed units will be provided in East Kilbride in 2003/4.

Opening Hours/Access

The Advice Centre is open between 10 – 4 Monday to Thursday and 10 – 2 on a Friday. Women can drop-in or arrange appointments. An appointment surgery operates in Cambuslang on a Monday afternoon between 130 – 430. A legal clinic is held once a month.

East Kilbride Women’s Aid has a website.

Casework 

In the financial year 2001-2, 1,119 women contacted East Kilbride Women’s Aid, 978 for information and support and 141 for refuge.

Types I and II are provided by the Women’s Aid workers. The legal clinic allows Type III to be provided in areas that require them. 

Referrals are made to East Kilbride Women’s Aid from Housing and Technical Resources, other women’s aid groups, social work, but most referrals are self referrals (approximately 60%).

Staffing levels

2 support workers, 1 administrative support/finance worker, a refuge worker (for East Kilbride), an outreach worker and a secondment from South Lanarkshire Council to work with the new housing in Cambuslang. There is funding, but no staff at present, for a support and development worker (for Cambuslang) and 2 children’s workers (funded by the Children’s Challenge Fund).

Finance

Housing benefit is a major funder of the project with grant money being given by South Lanarkshire Council. East Kilbride Women’s Aid also has funding through the Children’s Challenge Fund.
Quality Assurance Schemes

East Kilbride Women’s Aid is aware of the National Standards but at present, due to the speed of change and growth, are unable to move to meeting the Standards.

7.15.2 East Kilbride CAB

Brief Description of Project

East Kilbride CAB provides generic information and advice, which includes housing information and advice

Opening Hours/Access

East Kilbride CAB is open between 10 – 4 on Mondays and Tuesdays and 10 – 330 on Fridays for drop in advice. The bureau is open on a Wednesday between 10 – 1 for telephone advice and between 1 – 4 for Tribunal representation appointments. The bureau is open on a Thursday between 10 – 4 on an appointment basis only.

An outreach surgery is provided at Hairmyres Hospital twice a week for staff at the hospital.
Casework 

In the financial year 2001-2, 503 housing cases and 112 housing benefit cases were recorded. This is out of a total of 5,881 cases. 

East Kilbride CAB mainly provides Type II housing information and advice. It provides Type III for housing benefit appeals.

Referrals are made to the CAB from social work, GPs and other agencies. The CAB refers to a solicitor when they cannot represent at court, Housing and Technical Resources, Women’s Aid, SHAS and the Legal Services Agency (to enable clients to access representation for the Mortgage Rights (Scotland) Act).

Staffing levels

One manager, one part time case support worker and approximately 25 volunteers (who do specialist tribunal work, administrative work and generic advice provision).

Finance

South Lanarkshire is the major funder of the CAB contributing approximately £31,500 per annum. The NHS Trust funds the surgery at the hospital. 

Quality Assurance Schemes

East Kilbride CAB meets the membership criteria of Citizens Advice Scotland.

7.16 Clydesdale services

7.16.1 Clydesdale CAB

Brief Description of Project

The Clydesdale CAB provides generic independent advice and information on a wide range of issues, of which housing and housing related advice is part.

Opening Hours/Access

Clydesdale CAB opens Monday to Thursday in Lanark from 1000 to 1500. The CAB also operates outreach surgeries in 6 outlying areas: Kirkmuirhill on Mondays between 10 and 12; Douglas on Tuesdays between 9.30 and 11.30; Carluke on Wednesdays between 10 and 12; Biggar on Thursdays between 10 and 12; Forth on Fridays between 10 and 12; and Coalburn on Fridays between 11 and 1.

Clients generally access the service on a drop-in basis with the telephone being the first point of contact for about 40%. An appointment system and home visit service is available.

Casework 

For the financial year 2001/2, Clydesdale CAB recorded 833 housing enquiries and a further 253 were housing benefit enquiries. Housing enquiries made up a total of 10% of all the CAB’s cases. The outreach surgeries accounted for another 76 housing enquiries. A snapshot for the month of March showed that the main reason for contact was housing related debt (rent and mortgage), the housing conditions and third was threatened with homelessness.

The CAB provides all three Types of Housing Information and Advice. Type I is provided for housing options and mobility and transfers, Type II for most, and Type III for Housing Benefit and homelessness.

The CAB refers to SHAS, solicitors and to the Legal Services Agency for mortgage arrears. Referrals come to the CAB from a number of agencies, mainly on debt and housing benefit issues.

Staffing levels

Full time manager, assistant manager/debt officer, disability support worker, employment officer, money adviser, administrative worker and 25 volunteers (averaging one day a week).

Finance

South Lanarkshire contributes £31,597 per annum to the core which funds the manager, part of the assistant manager and part of the administrative worker. South Lanarkshire Council has also disbursed Scottish Executive funding for money advice to the CAB. Other funding comes from the Community Fund (debt officer, disability support worker and employment officer).
South Lanarkshire Council provides the CAB offices rent free.

Quality Assurance Schemes

Clydesdale CAB meets the membership criteria of Citizens Advice Scotland.

7.16.2 Clydesdale disability resource centre
Brief description of project
The Clydesdale project is run by volunteers and provides similar services to that provided by Hamilton and East Kilbride Disability Forum. It is open 5 days a week from 10 – 1 each day.






� The National Standards for Housing Information and Advice identify three Types of intervention. Type I is active information and signposting, Type II is casework and Type III is advocacy, representation and mediation.


� Michael Bell Associates has offered to update the ANARAK findings once the 2001 census data is available.


� “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)


� Type I covering active information and signposting, Type II covering casework and Type III covering advocacy, representation and mediation.


� Guidance on Advice and Information, Scottish Executive, March 2002


� Homelessness Strategy for South Lanarkshire 2002-5


� The multi agency partnership set up to tackle domestic abuse in South Lanarkshire


� Rutherglen and Cambuslang CAB had originally agreed to take part, but unfortunately was unable to do so during the timescale of the project


� Homelessness Strategy for South Lanarkshire 2002-2005


� The housing casework figures for CABx may be regarded as an under-recording as a case will only be recorded as a housing related case if this is the primary issue. Cases recorded under different areas may also have housing related issues.
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Michael Bell Associates   

Consultancy & Research
8 Park Quadrant, Glasgow G3 6BS. 

Tel: 0141 353 1135 Fax: 0141 332 4414

63 Webb's Road, London SW11 6RX. 

Tel: 020 7978 4997 Fax: 020 7978 4954

www.mba4consultancy.co.uk
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