Quality Assessment Framework: core service objectives

Quality Assessment Framework –Objectives C 1.5


	C 1.5 – fair access, diversity and inclusion

	There is a commitment to the values of diversity and inclusion and to practice of equal opportunity (including accessibility in its widest sense) and the needs of black and minority ethnic service users are appropriately met.


	Performance Level A

	Standards
	Evidence
	Examples

	Supported housing
	(
	Sheltered 
housing
	(
	Floating 
support
	(
	Very short term accom.       
	(
	HIAs 
	(
	

	1
	There is a co-ordinated multi-agency approach to tackling discrimination and harassment
	Notes of multi-agency working e.g. minutes and agendas, named contacts, joint action plans etc.
	To achieve level B you will have made links with various groups and you will have an action plan.  Your action plan should include something on joint working.  Examples could include:

· Joint training

· Meetings to address any specific incidents/ concerns within a service

· Engaging in community events

Remember - other organisations need to evidence joint working as well.

 

	2
	There is a planned approach to victim support
	There is a documented means of responding to victim support including, for example; agreements with other providers to offer alternative services to victims, providing or putting victims in touch with forms of support such as counselling, legal advice etc.
	It is good practice to make it as easy as possible for people to raise concerns.  Do you have posters up to raise awareness and signpost people? (Page 5 good practice bank).  

Make sure your procedures say what will happen if someone makes allegations of discrimination/ harassment.  How will people be supported?  Who will support them and how will they get advice?

Agencies listed page 9 of good practice bank. 

 

	3
	There is a planned approach to dealing with perpetrators
	There are clear procedures in place for identifying perpetrators, informing the police and/or taking legal action if appropriate, terminating employment, working with perpetrators to avoid recurrence etc.
	Make sure your procedures say what will happen.

Make sure you know the law – what is illegal and what is bad practice.  Ref. legislation summary 

Equality and diversity training for staff should include sections on challenging discrimination.

Make sure service users are aware what is and isn’t acceptable.  Support people to respond appropriately.  This can be as personal development work – good communication/ avoiding conflict/ understanding and working with others etc.



	4
	Key stakeholders are actively involved in reviewing eligibility criteria, application procedures and prioritisation.
	Correspondence, minutes, stakeholders themselves etc. confirm participation of referral agencies, funders / commissioners, organisations working with discriminated against groups etc.
	Seek feedback from individuals and organisations when you are reviewing your procedures.  

Make it meaningful!  For example have a meeting to get everyone together to discuss it.  Or phone people individually and explain what you are doing and why.  



	5
	Fair access is assured by independent audit.
	There are records of periodic independent audits of the assessment and allocation process.  (“Independent” does not necessarily mean by somebody outside the provider organisation but refers to a person or people not involved in or responsible for service delivery.)
	When you carry out service audits include sections on fair access, and ideally on other equalities and diversity issues.  Your audit may include:

· Are the questions you ask on your application form and at interview appropriate?

· Are records kept of applications, both successful and unsuccessful?

· Why was person X accepted and person Y not accepted to your service?  Are reasons recorded?  Are they reasonable?




	Standards
	Evidence
	Comments

	Supported housing
	(
	Sheltered 
housing
	(
	Floating 
support
	(
	Very short term accom.
	
	HIAs 
	(
	

	6
	Service users are involved in the periodic review of the ADP, EOP and harassment policies.
	Notes of involvement or consultation through meetings, focus groups, newsletters etc.
	This is dependent on a strong user involvement culture.  Service users need a sufficient understanding of ADP and EOP (see point 3 above) and you need to involve a range of service users.  



	7
	Service users are actively involved in reviewing allocations procedures.
	Staff, minutes, procedures, other notes and service users (if still using services) confirm.
	As above.
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