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	Introduction

	Volunteer befriending is one service offered by Visibility. The service is based within the West of the city centre.

Visibility's befriender project has been established for many years and links people who are visually impaired with a volunteer who provides support and companionship



	Basis of Report

	The report is based on an announced inspection carried out by two Care Commission Officers over two days.

The report focussed on the National Care Standards for a Housing Support Service:

Standard 1: Informing and Deciding

Standard 2: Your Legal Rights

Standard 3:Management and Staffing

Standard 4: Housing Support Planning

Standard 7: Exercising Your Rights

An array of policies and procedures were examined which include:

1. Complaints procedure.

2. Confidentiality policy.

3. Recruitment procedure.

4. Accidents and incidents.

5. Training and development.

2 volunteer files were examined. 2 service user files reviewed.

The volunteer befrienders were also interviewed via the telephone. 12 volunteer questionnaires were also returned and reviewed.


	Action taken on requirements in last Inspection Report

	This is the 1st inspection since registration.


Comment on 

	Self-Evaluation

	The self evaluation was completed timeously and highlighted some areas that the service would like to develop.



	Views of Service Users

	See recommendation 7 for some comments made by service users. 



	Views of Carers

	There were no relatives or independent service users representatives spoken with during the inspection.

3 volunteer befrienders were spoken with during the inspection their comments include:

'support has been improved and we have a support meeting every 3 months', 'been made aware of training but haven't attended any for a while', would like to have some form of identification badge', 'all the paperwork is putting befrienders off', 'not interested in going on course', 'people of visibility very dedicated', 'training include - induction & loss and bereavement'. 
 


National Care Standards

	National Care Standard Number 1: Housing Support Services - Informing and Deciding

	
	

	Strengths

The volunteer befriending service provision is covered via an Organisational booklet.

There was information available on a recent telephone survey undertaken by the Organisation.

Visibility services include as part of their overall information their complaint's procedure for service user perusal.

The service had an array of policies and procedures which included risk management and complaints procedure.

The service could offer different formats of information for the visually impaired individual.

A charter of rights was available for perusal by the service users

	
	

	Areas for development:

The Project Co-ordinator has stated as part of the self evaluation that the volunteer befriending service is working towards developing an information pack based on the National Care Standards.


	National Care Standard Number 2: Housing Support Services - Your Legal Rights

	
	

	Strengths

The service had in place a 'Good Practice Guide' for use by volunteer staff. The Project Co-ordinator stated that the 'Good Practice Guide' was sent to each volunteer.

The service had in place an agreement for perusal and use by service users.

The service had in place an array of policies and procedures that covered aspects of all relevant legislation and guidance.

Different formats can be accessed as required.

	
	

	Areas for development:

The Project Co-ordinator stated as part of the self evaluation that the service is developing a 'pack which will cover the service users legal rights'.


	National Care Standard Number 3: Housing Support Services - Management and Staffing Arrangements

	
	

	Strengths

The service had an annual training plan with training relevant to the work they undertook. The Project Co-ordinator stated as part of the self evaluation that the volunteers had recently undertaken training in 'sighted guiding and dementia awareness'.

The staff files sampled evidenced that staff were recruited via a robust recruitment procedure.

During a volunteer discussion they stated that they had received a formal induction and were welcomed onto the staff team. The Volunteers also confirmed that they had received a copy of the befriending service 'Good Practice Guides'.

The service had an array of policies and procedures that staff and volunteers had access to. The service had also developed their ' Good Practise Guides' for Volunteer Befriending.

Staff supervision takes place on approximately a three month basis.

Volunteers offer 1:1 support to service users.



	
	

	Areas for development:

The project co-ordinator stated that monthly co-ordinators meetings take place. However these meetings were not minuted therefore the co-ordinators should consider formal minutes of these meetings for reference.

The Organisation had been in contact with the Scottish Social Services Council regarding appropriate qualification for the Project Co-ordinator within the SSSC register.

The self evaluation highlighted that the service aims to include volunteers in future 'in house' training events.


	National Care Standard Number 4: Housing Support Services - Housing Support Planning

	
	

	Strengths

The service had in place 'support plans' for service users. The Project Co-ordinator stated that support plans would be reviewed on annual basis. There was also evidence of service users 'signing off' their support plans.

A copy of the support plans were held within the office base and also a copy is with the service user.

The service operates a 'named volunteer' system to try and match the service user to the volunteer.

Advocacy services were available if required. 

	
	

	Areas for development:

The service was developing a formal process for the review of the individual support plans. 


	National Care Standard Number 7: Housing Support Services - Exercising Your Rights

	
	

	Strengths

The service had in place a confidentiality policy and the issues surrounding confidentiality were also included as part of the service's 'charter of rights'.

Service users can be confident that their support plans were held securely as on the day of the inspection it was noted that support plans are held securely within a locked cabinet.

Service users have had the same volunteer befriender delivering the service for long periods which provided continuity and consistency.

During discussions with service users they voiced they were treated with 'respect' and tended to get the same worker.

Advocacy information was made available to service users.



	
	

	Areas for development:

The self evaluation highlighted that the 'personal plan needs to be more explicit and that packs were being developed for the befriending service'


	Other Issues Related to National Care Standards and Regulations

	
	

	Strengths

No other issues

	
	

	Areas for development:

No other issues


	Enforcement

	There has been no enforcement taken against this service.



	Other Information

	None



	Requirements

	A requirement is a statement setting out an enforceable action required of a service provider in order that the service comply with current legislation, usually within a specific timescale.

     


	Recommendations

	A recommendation is a statement setting out proposed actions to be taken by the service provider aimed at improving the quality of service (based on good practice and professional judgement) but which would not be subject to enforcement action if not actioned.
1. The service should review the welcome information to review whether it meets all the key elements within standard 1. (Standard 1 - Informing and Deciding)

2. The managing organisation should expand its training plan to include staff training in the detection and reporting of elder abuse. (Standard 3 - Management and Staffing Arrangements)

3. The Organisation should continue to liaise with the Scottish Social Services Council (SSSC) regarding relevant qualifications for the staff. (Standard 3 -  Management and Staffing Arrangements)

The service should continue to develop a formal process for the minimum of an annual review for individual support plans. (Standard 4 - Housing Support Planning)



This report was written by Andrew Magee, Care Commission Officer, 05/09/2005

