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 B

	Standards
	Evidence
	Examples/ What to do

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

	1
	There is a documented plan for ensuring equality of opportunity and anti-discriminatory practice.
	The plan exists and covers both staff and service users.
	Write an action plan!  Say what you are going to do, why and when.  This should link to point 3 below.



	2
	Particular attention is paid to ensuring fair access to minority and “hard to reach” groups.
	The eligibility criteria, means of prioritising applications and the application process are distributed to organisations working with individuals from minority and discriminated against groups.

Target organisations are able to confirm receipt.

Active links are made with organisations working with minority and discriminated against groups with the aim of ensuring that referral pathways, eligibility and service design are non-discriminatory and promote fair access.  

There is evidence of the active links e.g. minutes of recent meetings, named contacts in other organisation, correspondence, confirmation from other parties etc. 
	Develop a broad understanding of “minority and hard to reach”.  This could include:

· BME – to include non White groups, non White British groups, Travellers

· People with disabilities – physical, learning, visual impairment

· Lesbian, Gay, Bisexual, Trans 

· Offenders

· Rough Sleepers

· Drug and alcohol users

Make links with organisations who support minority and hard to reach groups.  

· Offer to advertise their services.  Ask them to advertise yours.

· Ask them to deliver training for your staff.

· Go to their AGMs.  

· Respond to their consultations.

	3
	The effectiveness of the equal opportunities and anti-discriminatory policies and plans are periodically reviewed. 

Equality access targets are set and performance monitored against these.
	The targets are documented and approved in appropriate minutes.  Relevant staff demonstrate a working knowledge of the targets.

Periodic reviews (at least annual) of statistics and other performance information compared to targets contained with the plan.
	Have you met the actions in your action plan in point 1 above?

Think about targets which make sense.  

Examples of targets:

Area

Target

Current service users – ethnicity

Comparable with local area

Applications – ethnicity

Comparable with local area

Service user satisfaction

Same for BME and non BME groups

Staffing

Comparable with local area

Board membership

Comparable with local area

Service user involvement

Same for BME and non BME groups

You can set targets for anything you monitor.  

To find out information for your local area go to:

www.neighbourhood.statistics.gov.uk
Then enter the postcode on the right hand side of the page under ‘Neighbourhood Summary’.

Click on ‘People and Society’ and you will find the ethnicity breakdown for the ward from the 2001 Census.  This will have changed since then but will give you an idea.



	4
	The ADP, EOP and harassment policies are implemented and effective.
	The workforce reflects the diversity and cultural profile of service users.

Staff are able to explain the policies and how they impact on their work.

Staff are able to refer to specific actions or changes arising from the policies (e.g. changes in recruitment practices, challenges to unacceptable language or behaviour etc.).
	Equalities and Diversity should feature in your core training programme.  Use some of the groups identified for 2 (above) to provide in house training for your staff.  

	5
	Service users are provided with information on organisations or services for discriminated-against groups.
	The information is evident on notice boards, in newsletters, service user handbooks, introductory information or other suitable media.
	Put up posters and flyers for the groups identified for 2 above.



	6
	The communication needs of service users are catered for.
	Where necessary, service users are able to communicate in forms other than English 

There is evidence that reasonable efforts have been made to provide written communications (including information about the service and how to apply) in the preferred forms (e.g. other languages, signing, Braille etc.) of as many service users or potential service users as feasibly possible.
	Services should have a notice:

“If you would like information in another format or language please let us know.” 

This should be somewhere prominent and in as many languages and formats as possible.  

Organisations that can provide you with translations/ different formats:

· WITS – Woking Interpreting and Translation Service – 01483 750970/751456

· SAVI  – Surrey Association for Visual Impairment – 01372 377701



	7
	Staff understand and are sensitive to particular needs of service users from minority groups. 
	Records show that staff are specifically recruited or trained to ensure this understanding.  
	Staff interviews should include some equalities questions as standard, for example:

· How would you feel about working with a client who spoke no English?  How would you deal with this situation?

· In what practical ways would you implement equal opportunities?

· How would you take account of different peoples’ cultures and religions?

· Should everyone who receives this service be treated the same?

· What would you do if you overheard a service user privately making racist remarks about another service user?  

See 4 above.



	8
	Service users are made aware of the above policies.
	Policies are explained in service users’ introductory information.

Service users confirm awareness of the policies.
	Make easy to read versions of your equal opportunities and harassment policies.  Give them out when people start to use your service.  Post them on your notice board.  

Make easy to read versions whatever your client group.

Ref. Page 4 of Good Practice Bank

	9
	The eligibility criteria and application process are actively distributed to relevant agencies.
	The eligibility criteria, means of prioritising applications and the application process are periodically (at least annually) distributed to referral agencies, commissioners, advice services, other providers and any other agencies in regular contact with members of the target service user group(s).

Target organisations can confirm that this happens.
	Update your eligibility criteria and service leaflet every year.  Send it out to all referral agencies and any other relevant agencies.

Link in with your local Special Needs Housing Panel if it is relevant to your service.  Talk to the Housing Needs Department if you don’t know.


	Standards
	Evidence
	Examples

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

	10
	Service users are able to observe their religious and cultural customs.
	Services where meals are provided cater for varying dietary requirements.

Service users have access to places of worship.  This may be appropriate space on the premises or at local churches, mosques etc.  Where travelling is necessary, the service offers assistance to those service users who need it.
	Even if you don’t provide meals as such you may provide food/ snacks at different events.  You should provide a variety and it should be clearly labelled.  If possible ask people beforehand if they have any dietary requirements.

Make a list of local places of worship.  Put it on your noticeboard or include it in your handbook.  See page 6 of the Equalities Good Practice Guide for more details of where to find information.

If possible provide a quiet area for staff and services users for prayer/ contemplation/ meditation.

If your support plan has a section on cultural needs this can include discussion about language, communication, religious/ faith facilities, food etc.
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