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Section 1: About CANS
The Citizens Advice service provides free, independent, confidential and impartial advice to everyone on their rights and responsibilities. It values diversity, promotes equality and challenges discrimination. 
The service aims: 

· to provide the advice people need for the problems they face 

· to improve the policies and practices that affect people’s lives.

Citizens Advice North Somerset is the only generalist advice agency in the Unitary Authority of North Somerset. The geographical area is 143.7 sq.mls. and there are 4 large urban conurbations: Weston-super-Mare, Clevedon, Nailsea, Portishead.

These 4 towns support many smaller towns and villages (there 39 town and Parish Councils), plus an extensive rural hinterland. The total population at the 2001 census was 188,564.

1.1  Services provided

The local office provides a generalist advice service which is open to the public at the following times:

The local office provides a generalist open access advice service which is open to the public from its main office location at The Badger Centre in Weston super Mare, at the following times:

Monday
9:45am – 1:00pm 



9:45am – 12noon –Polish Clinic (interpreters available)

Tuesday
9:45am – 1:00pm


           4:30pm – 7:00pm 


Wednesday
9:45am – 1:00pm 

Thursday      Open access service is closed

Friday

9:45am – 1:00pm 

Pre-booked appointments are available Monday to Friday from 10am to 3pm

Telephone advice is available via the Avon Advice Line 

Monday to Friday 10:00am – 2:00pm

Outreach sessions are provided at Clevedon:

Tuesday

10:00am – 3:00pm

Wednesday

10:00am – 3:00pm 
Outreach sessions are provided at Pill Resource Centre:

Tuesday

9:00am – 1:00pm (by appt only)
Outreach sessions are provided at Nailsea:

Friday

10:00am – 2:00pm

Outreach sessions are provided at Portishead:

Monday

10:00am – 2:00pm

Outreach sessions are provided at Yatton Library:


Thursday

This service is closed temporarily 





(13 October 2016)
All these services provide generalist advice in consumer, money advice, welfare benefits, employment, housing, family & personal matters, taxes, immigration & nationality, health, education and discrimination related to any of these.
E Mail advice is available via the local office website www.nscab.org.uk with a reply guaranteed within 3 working days.

Home visits are only available for specific specialist services e.g. Macmillan.
Casework / specialist services:

Citizens Advice North Somerset is contracted to deliver publically funded legal services in North Somerset. These services are provided from the main offices in Weston super Mare.

In addition the local office is able to provide specialist advice on employment law, this available by appointment at Weston super Mare and Clevedon.

The local office has developed direct referral to specialist caseworker services with a number of organisations including 

· North Somerset Council, housing advice team

· Alliance Homes

· Knightstone Housing

The local office has two contracts with North Somerset Council Supporting People Service: 

· Income maximisation for mental health service users 

· Independent Appeal tribunal representation. 

Another service funded by Community Safety Partnership/Drug Action Team provides a specific outreach service for clients with drug and/or alcohol issues at the town’s Homelessness Day Centre (Somewhere to Go) and at Addaction
The local office is part of BDAC-SW Consortium providing face to face debt advice funded by Money Advice Service (MAS). This service provides debt advice throughout North Somerset at our offices in Weston, Clevedon and Nailsea. All these venues are by appointment.

The local office has a Macmillan funded Welfare Benefits Service for people affected by cancer.  This service whilst based at the Badger Centre provides appointments from referrals by the Cancer Information and Support Centre (CISC) and Specialist Cancer Nurse Specialists based at the hospital and from Weston Hospice. Clients are also able to self refer via information on Macmillan’s website www.macmillan.org.uk 

1.2  How the services are organised

The organisation operates a Gateway Assessment Interview process with the aim of quickly identifying the most appropriate service for the client.  

The service provides generalist advice in consumer, money advice, welfare benefits, employment, housing, family and personal matters, taxes, immigration and nationality, health, education and discrimination related to any of these.

All advice sessions and casework services are detailed on the chart below.

The supervision arrangements are:

All generalist advice services are supervised by the Advice Session Supervisor Team on a daily basis and by annual appraisal.

Casework and specialist services are supervised by Team Leaders, with regular one to one meetings, Independent File Review and annual appraisal
	 
	Outlet
	Generalist Advice
	Specialist debt
	Specialist benefits
	Specialist housing
	Specialist employment

	1
	Badger Centre WsM
	 
	 
	 
	 
	 

	2
	County Court WsM
	 
	 
	 
	 
	 

	3
	Addaction WsM
	 
	 
	 
	 
	 

	4
	Somewhere to Go WsM
	 
	 
	 
	 
	 

	5
	NSC homeless prevention WsM
	 
	 
	 
	 
	 

	6
	1in4 Mental Health Resource Centre WsM
	 
	 
	 
	 
	 

	7
	The Coast Mental Health Centre WsM
	 
	 
	 
	 
	 

	8
	Cancer information and Support Centre Weston General Hospital
	 
	 
	 
	 
	 

	9
	25 Old Street Clevedon
	 
	 
	 
	 
	 

	10
	Windmill House Mental Health Centre Clevedon
	 
	 
	 
	 
	 

	11
	Methodist Church Nailsea
	 
	 
	 
	 
	 

	12
	Pill Resource Centre
	 
	 
	 
	 
	 

	13
	Folk Hall Portishead
	 
	 
	 
	 
	 

	14
	Alliance Homes Portishead
	 
	 
	 
	 
	 

	15
	The Library Yatton
	 
	 
	 
	 
	 

	16
	Home Visits
	 
	 
	 
	 
	 

	17
	Direct Referrals - Knightstone Hsg
	 
	 
	 
	 
	 


1.3  Management structure
The local office is governed by its board of trustees which is drawn from the local community. The members of the board are charity trustees and company directors who are collectively responsible for the governance of the bureau, including setting an overall vision and making strategic decisions. The board ensures that there is effective planning, financial management and control. It holds staff accountable while carrying ultimate responsibility for the activities of the bureau. The board is also responsible for ensuring that the local office complies with charity law, company law and other relevant legislation and with the Citizens Advice Membership Agreement and Quality Assurance standards.

In practice, day-to-day management is delegated to the Chief Officer who is also responsible for quality and for liaison with Citizens Advice regarding meeting Membership Scheme standards.

1.4  Family tree

See chart at end of this section.
1.5  Business and development planning process 

The local office has a three-year business and development plan based on the advice needs of the community, the Citizens Advice service strategic plan, an annual review of service delivery and the funding available. The plan details objectives to be achieved for the current year and outlines those for the subsequent year. The implementation of the plan is reviewed at least annually by the trustee board, staff and volunteers in April and October and is updated and rolled forward by one year at each annual review. The plan includes objectives which specify how the local office will develop and deliver services to promote equality, how it will be inclusive of those facing social exclusion and discrimination, and how services are resourced.

Copies of the plan are held by the Chief Officer and are available on the Staff pages of the local office website.

1.6  Risk assessment

The local office undertakes an annual risk assessment in April. This is done in accordance with the guidance on BMIS and the results are used to inform financial and business planning for contingency.  

1.7  Client-centred services
The service to clients is based on the needs of the community locally, including people and groups who are disadvantaged through social exclusion and  / or discrimination, and is available to everyone regardless of race, gender, disability, sexual orientation, religion, age or nationality. 

· The local office records client statistics relating to disability and ethnicity in order to assist identification of underuse by client groups.
· Posters stating the service’s commitment to equality, diversity and non-discrimination are displayed in all permanent bureau locations
· Promotional material is prepared and distributed in locations as well as to other key stakeholders and organisations including an accurate entry of services available on the LSC Directory.

· Facilities are in place for disabled clients, those for whom English is not a first language, rurally isolated communities. All locations are accessible to clients with mobility issues. In addition the local office provides a targeted advice service for Polish clients.
· The local office has an up-to-date child protection policy.
1.8  Providing advice to clients

This includes establishing client expectations and explaining what the local office can provide, making a diagnosis about the issue(s) and identifying other related issues.

The local office ensures that advice is independent and is provided in a non-judgmental and non-discriminatory way.

Information is collected from the client, on which advice is based and information is provided relevant to the person and their particular situation, including any entitlement calculations. 

Options are explained to the client, including consequences and limitations applicable to their particular circumstances. 

Where possible, an objective assessment of the most likely successful remedy is given.

The client is assisted in identifying the most appropriate way forward, including any social policy action the client and / or the local office can take.

The client is assisted with the completing of forms and by the making of telephone calls, the drafting and writing of letters, by negotiation on their behalf and by the making of referrals to other agencies that can provide specialist help beyond that which the local office can provide.

1.9  Trustee board members

	Names
	Status

	Telephone number / s
[or other contact details]

	Chair: 
Susan O’Connor


	Elected
	susanoconnor@tiscali.co.uk

	Vice chair: vacant


	
	

	Treasurer: 
Andy Weeks


	Elected
	andyweeks4@hotmail.com

	Adam Barnes

	Co-opted
	

	Simon Brittan

	Co-opted
	

	David Pasley


	Representative Portishead TC
	info@davidpasley.com

	John Peake


	Co-opted
	john.peake@southwestlaw.org.uk

	Tim Penning

	Co-opted
	


1.10  Sub-committees

	Name of sub-committee: Executive Committee



	Terms of reference date: July 2007, amended May 2012
Responsible for: Financial control, Personnel matters and any other business.  Meetings normally called monthly or at any other time to make emergency decisions on any matters and with powers to act as necessary and to co-opt additional members if appropriate.

Reporting back to the next Trustee Board Meeting.




Membership
	Name:
	Details – e.g. Bureau manager, chair of trustee board, staff representative

	Susan O’Connor


	Chair

	Andy Weeks


	Treasurer

	Fiona Cope

	Chief Officer

	Jo Lewis


	Finance Officer


1.11  Bureau staff
	Name
	Post

	Fiona Cope
	Chief Officer

	
	

	Sara Leeroth*
	Team Leader/LAA Supervisor

	Jack Easton
	Team Leader

	Richard Muff
	Team Leader

	Rhys Leece
	Advice Session supervisor

	
	

	Zoe Crofts
	Admin/reception team leader

	David Dixon
	Admin/reception

	
	

	Jo Lewis
	Finance and IT Officer

	
	

	Anne Williams*
	Solicitor

	Rosina Pennington
	Caseworker

	Tori Crandon
	Caseworker

	Catherine Spalding
	Outreach worker

	Tony French
	Outreach worker

	
	

	Judy Body
	Macmillan Caseworker

	Trish Nicholls
	Macmillan Support Worker

	
	

	Jane Warren 
	caseworker 


* staff working under  SQM

Details of volunteer staff are available on the local office HR management system.
Section 2: Personnel

2.1  Equality and diversity

Citizens Advice North Somerset has an equality and diversity policy for paid staff which is contained in the Policies document appended to the Staff Handbook
Citizens Advice North Somerset has an equality and diversity policy for volunteers which is contained in the Policies document appended to the Staff Handbook
2.2  Recruitment and selection 

This procedure covers the steps that will be followed when recruiting paid staff. 

2.2.1  The recruitment panel

As soon as possible after it is decided to undertake a recruitment exercise, a decision will be made on the membership of the recruitment panel. The members of the panel will then take part in each stage of the process. Exactly who is on the panel will depend on the nature of the post; but will normally include the person managing the post and a representative of the trustee board. At least one member of the panel will, if possible, have undertaken training in recruitment and selection using an equal opportunities policy. 

2.2.2  Job descriptions

Every post will have a job description, which is produced by the recruitment panel, having analysed the requirements of the post. Other staff in the local office may be encouraged to comment on a draft. The job description will be written in simple language, identifying each different aspect of the post and including any special features such as evening work, need to travel etc.

The job description must include:

· A title which simply but accurately describes the nature of the work.

· To whom the person is responsible.

· A summary of the duties and responsibilities of the post.

2.2.3  Person specifications

The panel will produce a person specification, which is a list of those skills and abilities which will be required by the person doing the job. The person specification will be used when preparing advertisements, drawing up a shortlist, and choosing the best person for the job. The panel will ensure that they do not draft the person specification in ways which could create unnecessary barriers for applicants or perpetuate patterns of discrimination. 

The requirements in the person specification must be:

· as specific as possible

· directly related to the job

· reasonable.

2.2.4  Advertising

The recruitment panel will consider the most appropriate method used to advertise any job and will give serious consideration to taking positive steps to encourage applications from people who are currently under-represented in the service. Such steps may include identifying publications, newsletters and other information networks that will reach its target groups: black, Asian and ethnic minority (BAME) press, community centres, women's interest group newspapers, disability action groups, gay and lesbian groups etc.

The information provided in any advertisement will include: name of the organisation, title of the post, salary and / or other benefits, outline of duties and requirements, method of application, closing date, interview date, and equal opportunities statement which confirms that the local office will not discriminate on the grounds of race, colour, ethnic or national origins, sex, marital status, sexual orientation, disability or religion in the selection or treatment of staff.

2.2.5  Responding to enquiries

The panel will ensure that someone will be ready to deal with requests for information as soon as possible after the recruitment exercise has been publicised.

The recruitment pack to be sent to candidates will include: the application form, the aims, principles and activities of the service and the local office, the job description, the person specification, a summary of the terms and conditions of employment, details of access for disabled people, interview date(s), the equal opportunities policy statement and monitoring form, and arrangements for paying attendance expenses. It will also include information about whether the post requires criminal record screening and / or registration with the Independent Safeguarding Authority.

2.2.6  Dealing with applications

All applications will be treated as confidential by the members of the recruitment panel. Applicants will be kept informed of any significant changes in the recruitment schedule.

Applications will be monitored so that the trustee board can assess how well the advertising is reaching all parts of the community. The total number of enquiries will be compared with the number of applications received to establish whether the advertisement has been effective in encouraging applicants to enter the recruitment process. 

2.2.7  Selecting a shortlist

The recruitment panel will assess each candidate's ability to meet the essential requirements of the job as set out in the person specification, using a simple scoring system. The panel will keep a record of the reasons for not shortlisting any candidate. If the post requires registration with ISA the bureau will check whether the candidate is registered.

2.2.8  Planning the interview day

The panel will decide whether a practical task directly related to the requirements of the job is required to inform its assessment of a person's suitability, in addition to an interview.

A realistic timetable will be agreed to allow sufficient time for each candidate to complete any task in addition to the interview. The timetable will also allow sufficient time after each interview for each member of the panel to complete his / her notes on the candidate.

The panel will convene in good time to finalise the procedure they will follow. One of the panel members will act as chair.

2.2.9  The interview / assessment procedure

The aim of the interview is to get candidates talking, to encourage them to provide facts and information, to describe past events or experiences and express feelings or opinions. A general question may be used as a starting point but more specific follow-up questions should then focus on those matters of interest to the panel.

The chair is responsible for:

· welcoming the candidate

· introducing the panel

· ensuring that the interview starts and concludes on time

· ensuring that all questions are relevant to the essential requirements of the person specification and that all aspects are covered

· ensuring that the candidate is aware of the rate of pay, the expenses and other items, the conditions attached to the job

· ensuring that the candidate has a chance to ask questions

· ensuring that the candidate is told how the decision will be notified.

2.2.10  Making the decision

At the end of each interview, the panel will be given time to complete their interview notes, using a simple scoring system to establish how well each candidate meets the essential requirements of the job. The panel will discuss the results of this assessment before making any comparison of candidates with each other.

The interview notes (or a summary) will be added to the monitoring form. The notes and forms are kept for at least 12 months.

Once a selection decision has been taken, the person selected will be informed, the offer confirmed in writing, references taken up and a CRB check undertaken, if necessary.

Unsuccessful candidates will also be informed and given an opportunity to receive feedback on their performance.
2.2.11  References 

The post will normally be offered ‘subject to satisfactory references’. References are used to provide comments on a candidate's ability and to vouch for the integrity of the individual. If a reference raises questions about the candidate's ability or character then these aspects should be pursued.

2.2.12  Contracts of employment

In respect of paid posts, the trustee board will provide an appropriate contract of employment which takes account of the legal duties upon it as an 

employer, and of Citizens Advice policies, including the equal opportunities policy. 

2.2.13  Volunteers

The CAB service is committed to the principle of volunteering. Recruiting volunteers is different from recruiting paid staff. The recruitment process for paid staff is intended to exclude all but the best candidate; the recruitment process for volunteers is intended to include all who meet a set of minimum requirements. 

The process of recruiting volunteers must be clearly distinct from the process of recruiting paid staff. 

2.3  Induction of new staff
This procedure covers:

Activities designed to introduce and integrate new workers into the local office and ensure that they become familiar with its practices and procedures as quickly as possible.

2.3.1  The first day

On the morning a new worker joins the local office he or she will be welcomed by the manager or another member of staff who has been given this responsibility. The new worker will be shown round the office premises and introduced to the other members of the team.

2.3.2  The induction period

As it is difficult to assimilate a great deal of new information in a short space of time, the following may be spread over several days or weeks. All new staff are shown where the Office Manual is kept and as part of their induction their attention is drawn to the procedures which are particularly relevant to his / her job.  In particular:

· Administrative arrangements.

· Aims and principles (if new to the CAB service).

· Answering the telephone / taking messages.

· Background information about CANS and development.

· Complaints.
· Disbursements procedure (if doing LAA contract work).

· Equalities policies and the existence of national and local equal opportunities groups.

· Filing system.

· Holidays.

· Health and safety.

· Hours of attendance.

· Management structure and personnel procedures.

· Case recording procedures (as appropriate).

· Sickness reporting.

· Signposting and referral.

· Stationery.

· Salary / expenses payments (as appropriate).

· Security arrangements.

· Supervision arrangements.

· Time-recording procedure for LAA contract work.

· Targets.

· Training.

2.3.3  Induction checklist

An induction checklist will be completed and subsequently retained on the individual’s personnel file. The checklists are contained in the Policies document appended to the Staff Handbook
2.4
 Appraisal 

Appraisals are a way of reviewing and recording employees’ performance and development. If used correctly, appraisals can be a vital factor in maintaining quality, improving performance and increasing the overall success of your bureau by focusing the energy and talents of employees in the right areas. Motivation and engagement can also increase as employees are given dedicated, uninterrupted time with their line manager and have an opportunity to talk about their role and performance as well as to put forward suggestions for change. 
This procedure identifies the participants and sets out the timetable.
2.4.1  Who has appraisals?
All members of staff, both paid and volunteer. The procedure set out below may be amended for people who spend few hours a week in the local office, where a less formal structure may be appropriate, as long as the objectives set out in bold above, are covered. 

2.4.2  Who carries out appraisals?
	Post:
	Appraisal carried out by:

	Chief Officer
	Chair of Trustees

	Team Leaders
	Chief Officer

	Finance officer
	Chief Officer

	Caseworkers
	Team Leaders

	Admin workers 
	Chief Officer

	Receptionists
	Chief Officer

	Volunteers
	Team Leaders


2.4.3  Appraisal – timetables

The appraisal process will take place yearly, when managers meet with the people who report to them for an annual appraisal meeting. Each member of staff has an appraisal every twelve months, usually with a review of progress towards objectives after six months.  

A mutually convenient time will be agreed with sufficient notice for both parties to prepare. The post holder will be given a copy of the appraisal preparation form two weeks before the interview so that he or she has time to think about and complete it. 
After the appraisal interview, a copy of the appraisal record form and an updated record of development needs will be given to the post holder within a week.

2.4.4  Confidentiality
No copy is kept of the appraisal preparation form, which is completed solely to facilitate discussion. 

The appraisal record form is confidential to the post holder and the other person carrying out the review. Completed forms are kept on the local office’s HR system.
Details of the discussion during the appraisal are kept confidential, although some aspects of the discussion may be shared with other members of the CANS team, for example, when they are involved in achieving the post holder’s objectives. Auditors from the Legal Services Commission or Citizens Advice will want to verify the existence of records and check that objectives have been agreed and training needs considered.

2.4.5  What to bring to an appraisal interview
· Appraisal preparation form. 

· Post holder's job description or role profile, and any applicable competences. 

· Appraisal record form from the previous appraisal (unless this is the first).
· Summary of independent file review records (if working on LSC contracts or doing casework).
2.4.6  The appraisal interview
The two parties will consider the appraisal preparation form and the job description or role profile and any competences that are appropriate. Any significant changes in role should be discussed, and the job description or role profile amended, if necessary.

They will discuss the individual’s performance against the tasks and objectives previously agreed. (Unless this is the first appraisal).
At the end of the appraisal the two parties will agree tasks and objectives for the next 12 months. They will remember that more than five objectives are usually unrealistic! 

A record of the review of performance and the new tasks and objectives will be made by the person carrying out the appraisal interview, on an appraisal 
record form, this will include the preparation and agreement of an individual training plan for the forthcoming year. This will be given to the individual within a week so that it can be agreed.

If agreed, the individual will sign the form, keep a copy for his or her own reference, and give the original back to the person who carried out the review.

If the contents of the appraisal record form cannot be agreed by the individual, the issue should be raised with the line manager of the person who completed the form.

2.5  Training

All workers receive training in Citizens Advice aims and principles, and equality and diversity issues. All caseworkers meet the required competences relevant to their role. Volunteers and paid staff are trained for new areas of work and are kept up to date with legislative and procedural changes. 

The Volunteer Development Worker is: Wendy Fletcher 
She is responsible for the recruitment, selection and training of all volunteer assessors and caseworkers.

Trainees and trainee caseworkers meet with the Volunteer Development Worker weekly.
Records of learning are kept by the Volunteer Development Worker and reviewed regularly throughout the training process
Caseworkers / staff are made aware of training available by the training notice board, in workers’ meetings, and by being approached and requested to attend training courses. They have their training needs identified at annual appraisals

Where performance of an individual is consistently below standard, remedial action is taken. 
Training records are kept for all staff and volunteers and can be found in the local office’s HR system. It is the responsibility of the Chief Officer to update these. 

There is a CANS training plan to support the needs of the service, which is reviewed annually. 

2.6 Supervision
This procedure covers:
The methods employed by the local office to ensure that advice given under its LAA contract or by non-LAA caseworkers is accurate and meets the client’s needs and that caseworkers receive an appropriate level of support.

See also section 2.7 - Independent File Review.

2.6.1
LAA contract supervisor(s)
The named LAA Supervisor - see section 1 - meets the two standards required by the LAA in relation to:

· legal competence and training

· supervisory skills

This can be demonstrated by reference to the LAA’s Self Declaration Checklist. Supervisors carry out supervision through the following procedures.
Non-LAA supervisors
Staff not working under the LAA contract will be supervised by their allocated Team Leader under the same procedures without reference to specific LAA requirements.
2.6.2
Post
Incoming post - opening

Incoming post is opened by the reception team and date stamped. If the author of incoming post has failed to use the client and / or case reference and it is not clear to which case the document relates the Admin team are responsible for contacting the author within two working days.
All post concerning casework is then passed to the appropriate caseworker (except in exceptional circumstances such as sickness absence, when the post will be given to the team leader.

Incoming post - distribution

Post is then distributed to the person to whom it is addressed. 

Outgoing post

Outgoing post is signed by the Supervisor for all new caseworkers, until the Supervisor is satisfied that he or she has sufficient training and experience to sign their own post. 

Even when authorised to sign their own outgoing post, caseworkers are encouraged to discuss any outgoing letter or document with the supervisor if they feel that it raises difficult or controversial points which would benefit from a 'second opinion'.

2.6.3
Checking case records
Day to day supervision of an individual's work varies according to his or her experience and the length of time he or she has been at the local office. The local office operates the following guidelines for the type of supervision which is likely to be appropriate to all caseworkers including those within its LAA contract unit:

Checking case records – caseworkers new to casework and/or LAA contracting
Caseworkers new to casework and/or LAA contracting work under close supervision by the LAA Supervisor/ Team leader.  As part of the induction procedure, the supervisor and the caseworker will agree an appropriate level of case checking and the frequency of individual meetings. For example, case checking could be on a daily basis at first and become less frequent as the new caseworker gains confidence and expertise.

Checking case records - experienced caseworkers

The supervisor will be aware of caseload issues, through individual and weekly meetings; through reading incoming post, and through the Independent File Review procedure. Any additional case checking procedure will be agreed between the caseworker and the supervisor who will make a note of the agreement and file it in the Supervisor’s Record (Individual Supervision Meetings section). All files are checked by the Supervisor on opening.
In addition, caseworkers with substantial experience will generally be able to identify for themselves the issues on which they need guidance. They are encouraged to discuss cases and raise issues with other experienced colleagues, particularly with the supervisor.

Caseworkers have a responsibility to monitor their workload and notify the supervisor of any scheduling problems. 

2.6.4
Supervision meetings
Individual supervision meetings

Each caseworker has an individual supervision meeting with the casework manager the frequency is agreed dependent on the caseworker’s level of experience, skill and caseload.. The standard agenda for these meetings includes the following:

· Individual workload
· Case tactics and strategies
· Work planning with regard to annual leave
· any training needs
· Any other issues
The supervisor and caseworker will discuss the number of cases opened during the month, the number of ongoing cases and the number of cases closed during the month. 

The caseworker should bring any case files which he or she wishes to discuss, and the supervisor may ask him or her to bring other case files. If a case file is discussed during a supervision session, a note will be made on the file.

A record of the key points raised during the meeting, and any action to be taken by the caseworker or supervisor should be made. 

Informal methods of supervision
In addition to the formal procedures above, CANS encourages a great degree of informal discussion of cases between caseworkers and the supervisor(s). Caseworkers will always discuss a case with their supervisor if it is causing them concern and will not wait for a formal supervision meeting.

Availability of the supervisor

The supervisor will be available for consultation during service delivery hours. If the supervisor is absent due to annual leave, training etc. an appropriate acting supervisor will be nominated. The acting supervisor will report back to the supervisor any issues of note.

2.6.5
Supervisor’s closed case check
As part of the file closing procedure (section 7), the supervisor carries out a closed case check.
The supervisor will check that all the relevant procedures have been correctly applied during the life of the case.  For example, that the conflict of interest check has been carried out; that advice has been confirmed in writing; that if applicable, the experts / disbursements procedure has been followed, that time has been correctly claimed under LAA contract guidance etc.

The supervisor should also consider whether the client received appropriate advice and assistance, whether the caseworker was aware of relevant developments in law and procedures, and whether the file suggests that he or she has any training needs.

Any errors or omissions must be rectified if possible. Any issues arising from the case, should be raised with the caseworker at the earliest opportunity, normally at the next individual supervision meeting but more quickly if the check suggests a serious error or omission.

After the closed case check is carried out, the supervisor should return the file to

the admin team to complete the file closing procedure.

2.7 Independent file review 

This procedure covers:
The system used by the local office to audit the requirements of AQS with casework, the LAA’s Specialist Quality Mark and contract in relation to case management and quality of advice.  This is achieved by reviewing a sample of cases for every caseworker at regular intervals.

2.7.1
Who carries out independent file review
Independent file reviews are carried out on the caseworkers’ files by the named category supervisor or Team Leader ‑ see Section 1.3 Management Structure. The supervisors' files are audited by the Chief Officer.

2.7.2
Issues considered at independent file review
Any person carrying out the review will consider both legal and procedural points. The independent file review form (IFR1) is used to demonstrate that an objective assessment has been made. The issues considered will include the following:

· Is the quality of advice appropriate? (reviewers will make a brief comments on the legal issues in the case).
· Has advice been confirmed in writing and has the client been kept informed?

· Has the client been informed about the complaints procedure?

· Has Legal Help eligibility been checked if file opened under LAA contract?

· Has the caseworker complied with the requirements of the Specialist Quality Mark and contract? for example:

· If the services of another professional have been used, was the procedure followed?

· If the case involves disbursements, was the procedure followed?

· Is the time recording accurate / up to date?

· Have all key dates been entered on the client information form and in the back‑up diary?

· Has the case been progressed appropriately?

· Is the caseworker aware of relevant law / legal procedures, are there training needs?

2.7.3
Number and frequency of independent file reviews
The number and frequency of these reviews have been determined with reference to each caseworker's average caseload in each category, the caseworker's experience and known standard of performance. The sample will be representative of each caseworker’s caseload.

	Experience of Individual
	No. of Files per quarter (per category/worker
	By

	Supervisor 2yrs+
	2 
	Chief Officer

	Supervisor under 2 yrs 
	3 
	Chief Officer

	Self-supervising caseworker
	2 
	Chief Officer

	Deputy/Supervisor under three years
	2
	Supervisor

	Caseworker 2yrs +
	2
	Supervisor

	Named Caseworker 1-2years
	3
	Supervisor

	Caseworker under 1 year
	4
	Supervisor


N.B. This applies to each category of law that the local office holds a contract

2.7.4
Independent file review procedure and records
The person carrying out the independent file review will pick the appropriate number of files at random or may select any file at his or her discretion.  Having carried out an audit of the file, he or she will complete an independent file review form (IFR1).  This will be done even if there is no action to be taken as a result of the audit.

One copy of the independent file review form will be placed on the file, which will be returned to the caseworker, and one copy placed on the central independent file review record.  This record is kept up to date and the timetable maintained by Carolyn Powell.
2.7.5
Corrective action
If the independent file review demonstrates that there is a need for subsequent corrective action it must be carried out within a reasonable time.  If the action cannot be carried out immediately, the person carrying out the independent file review must make a note in the diary to check the file again to satisfy him or herself that corrective action has been taken.

It must be clear from the file that the action required by the review has been carried out.

2.7.6
Analysis of trends

The supervisor carries out an annual analysis of general trends in April each year. These are raised at a trustee board meeting if necessary. Trends in the work of individuals are discussed in their appraisals (see section 2.4). Where appropriate, issues arising from file reviews may be considered when reviewing the business and development plan.
Section 3: Financial management

3.1  Responsibility 

The trustee board is responsible for financial accountability and control and the implementation of good financial procedures. Andy Weeks, Treasurer has overall responsibility for the financial accountability of CANS. Jo Lewis, Finance Officer reports directly to him and is responsible for day to financial management.
The annual budget by project (restricted and unrestricted) is prepared by the Finance Officer and is adopted by the trustee board in January annually.

Quarterly financial monitoring reports are prepared by the finance officer and reported to the trustee board by the Treasurer. They identify income, expenditure by project (restricted and unrestricted) and variance against the annual budget. 

3.2  Financial procedures
CANS produces annual accounts which are independently audited by Four Fifty Chartered Accountants and sent to the Charity Commission, Citizens Advice and Companies House within the following deadlines: 

· Charity Commission by 31/01
· Citizens Advice by 31/01
· Companies House by 31/12
CANS follows the procedures in the local office’s Financial Procedures Handbook.

In CANS the book-keeper role is carried out by: Jo Lewis, Finance Officer

CANS bankers are: Barclays Bank, High Street, Weston-s-Mare

CANS maintains the following bank accounts:

Current Account 1
20 94 74 
40938270
Current Account 2
20 94 74
13809854

Deposit Account
20 94 74
03545849
The following are signatories:

Chair- Susan O’Connor
Treasurer – Andy Weeks
Chief Officer – Fiona Cope
Team Leader  – Sara Leeroth

Trustee – David Dixon
The following limits apply:

	All payments are authorised before payment by two signatories
	£

	Cheques signed any two signatories


	Up to £500

	Cheques signed by any two of signatories one of whom must be a trustee

	Up to £5,000

	Cheques signed by two trustees


	£5,001 and over

	Petty cash float limit


	£20.00


Section 4: Complaints and feedback

Complaints

The definition of a complaint is ‘an expression of dissatisfaction by the client of a local office about the service s/he received from the local office.’

The complaints procedure for clients

Complaints can be raised in the form of a letter, email or phone call; local offices must not dismiss a complaint simply because it has not been raised in a letter or using the pre-printed form. A complaint is a statement of dissatisfaction by someone who has used the service, or attempted to do so.

Complaint processing will be dealt with as per the guidance to be found at: https://www.citizensadvice.org.uk/bmis/Client-services/Client-satisfaction-and-experience/Complaints-handling/
Feedback
Encouraging feedback from clients 

The local office encourages clients to make suggestions and consults them on proposed changes in methods of service delivery. 

This is achieved by:

· Provision of feedback sheets / cards in public areas.

· Client satisfaction surveys every[12 months
· Other consultation exercises as required. 

Client feedback mechanism
To comply with the requirements of the Specialist Quality Mark, the feedback mechanism must cover the following areas:
· Whether the service was approachable and friendly.
· Whether the client was kept informed.
· Whether information and advice were explained satisfactorily to the client.
· Whether matters were managed in a competent and timely manner.

What to do when a comment is received by a client

When any member of local office staff receives a comment from a client about the service provided or the way the service was perceived by the client, the information should be passed to the director.

Examples of feedback include “thank you” letters, comments about access to the local office, waiting times, telephone access etc. If the feedback is not provided in writing, it should be recorded in writing. Central records are kept by the Director.

Feedback from potential clients, the community and other organisations

The local office also regularly consults (and informs) clients, potential clients and the community about access to services and service development. The views of other organisations are sought and contribute to service improvement. 

This is achieved by:

· Roadshows / stalls.
· Networking Meetings with other advice providers in North Somerset
Using the information

Client feedback, comments and complaints are reported to the trustee board at least annually. This and other consultation and feedback information are considered as part of the review of the business and development plan, and alterations to the service strategy and delivery are made, as appropriate, in the light of this information. 
Section 5: Confidentiality 

6.1  Principle of confidentiality

Citizens Advice provide a confidential service to clients. 

Nothing learned during the course of dealing with a client (including the fact that an enquiry has been made) will be passed to anyone outside the service without the client's express permission (other than in exceptional circumstances).
· Interviews are held in visual and aural privacy. 

· Clients are not required to state the nature of their enquiry in front of others. 

· Referrals are made only with the knowledge and consent of the client. 

If a client agrees to information being given to a third party, there is no breach of confidentiality. 

5.2  Procedures

All workers are required to sign confidentiality agreements / declarations. The signed confidentiality agreements / declarations are held on the central HR system

· The Chief Officer is the person to report to in the first instance if a confidentiality query or issue arises.

· In the event of a query on confidentiality the Chief Officer will assess the issue. If a breach of confidentiality is being considered the Chief Officer will contact Bureaux Direct where the issue will be discussed. If a breach is being considered, permission must be given by a member of the Confidentiality Panel.

6.1 Conflict of interest

This procedure covers:
The policy adopted by the local office in relation to conflict of interest, and the procedure adopted to ensure that it is avoided. Where the local office employs a solicitor, Rule 3 of the Solicitors’ Code of Conduct must also be considered.

6.1.1
Policy
The local office has a duty to provide advice that is in the best interest of the client at all times. If the local office could not give the best, most impartial advice possible to a client because it was influenced (or seen to be influenced) by the interest of another party, it would be a problem of conflict of interest. 

Conflicts of interest are very unlikely to arise when giving information and advice to clients. They begin to be likely where an caseworker is starting to act for a client, that is where the caseworker takes up the case and acts on the client’s behalf. In this case, the local office must not advise the other party to a dispute. For further information about when a local office may be seen as ‘acting for’ a client, see Conflict of interest guidance on BMIS. 

Where the local office is assisting in a less adversarial way, and with clients’ prior agreement, it may be possible to provide information to both sides of a dispute. If an caseworker is unsure whether such activity is appropriate he or she will discuss the issue with the Team leader or the Chief Officer.
6.1.2
Procedure to avoid conflict of interest – outset of the case

There are some cases where a conflict of interest in relation to the other party cannot arise because the local office will not be advising that party, for example in welfare benefits cases where the other party is the DWP or in immigration cases where the other party is the Home Office. 

If it is clear from initial information that the local office could not find itself advising two parties in dispute, no further check needs to be made. 

In all other cases, before the local office starts to act for a client, the name-check procedure must be followed.

The most common situations in which a conflict of interest could arise are where:

· The interests of two or more clients of the local office conflict.

· The interests of the local office, an caseworker, or a trustee board member could conflict with those of a client.

· The caseworker or other member of staff knows that the client’s case is based on false information.

6.1.3
 Name check – stage 1
The advice worker must find out who the other parties may be in relation to the client’s enquiry, and whether there could be any conflict between them on this matter.

For example, in a debt case a debt may be in joint names but one party may deny liability. In this situation the local office could not advise both parties. There is no need to check the name of the finance company, but the name of the other party must be checked.

In all cases where a conflict of interest check is carried out, the client information record in the file and on the Petra record will be completed to show the date that the conflict check was carried out.

The client will be asked whether he or she knows whether the other party has taken advice on the matter. If so, the caseworker must establish whether the client has received any letters from the other party’s caseworker. If these letters show that the other party is being advised by another local office, advice agency or firm of solicitors, no further check need be carried out.

Unless it is clear that no conflict exists by this stage, the advice worker must continue through stage 2.

6.1.4
Name-check stage 2 – using Petra

All enquiries are entered onto Petra. The caseworker must check to see whether the other party’s name has already been recorded by running a search. If so, the case record must be checked to establish whether the local office is already advising the other party in relation to the matter. If so, see ‘Dealing with conflict of interest’, below.

6.1.5
Dealing with conflict of interest

The caseworker must discuss the matter with the team leader or Chief Officer and obtain guidance on the best course of action. The caseworker may inform the first party of the position, where it is agreed to be appropriate. All decisions are fully recorded on the relevant case records.

The problem of a conflict of interest will be explained to the second party, who must then be referred to another local office or agency for appropriate help. In some situations, where there is no alternative source of advice, the local office may be able to advise both parties. Guidance must be obtained from the Chief Officer or team leader, before this course of action is adopted.

A conflict of interest in this case overrides the usual rule of confidentiality, insofar as the second party can be told of the fact that the first has visited the local office, although no information can be given about the content of interviews.

6.1.6
Conflict during a case

When the local office discovers that, unknowingly, it has been advising both parties, or when conflict arises between parties after the case has begun, it will ideally cease to act in the matter. However, if there is absolutely no alternative source of advice, the local office may advise both parties in exceptional circumstances, as described in BMIS. 

If such a situation seems to arise, the caseworker will discuss the matter with the team leader or Chief Officer and obtain guidance on the best course of action. Further advice should be obtained from Bureaux Direct.

6.2
Opening a new file
This procedure covers:
The administrative steps used in opening a file.
6.2.1
When to open a new file

A case must be opened where the LAA’s specification rules for opening a new Legal Help matter are met, or where a case is likely to require ongoing advice from a caseworker 
6.2.2 Registering a file: using CASETRACK and PETRA (this assumes that a client record has already been created)

When a Legal Help case is opened, the caseworker will start a new enquiry on the client record. 

The local office case reference number is allocated by Petra. The caseworker must complete a Legal Help form issued by the Legal Aid Agency and write in the case reference number at the top right-hand corner.

The Legal Help form and any paper documentation are kept in a folder.
6.2.3
Submitting the monthly reports to the Legal Aid Agency
The Finance Officer is responsible for submitting a consolidated matter report form (CMRF) to the Legal Aid Agency by the 20th of every month, using the online web portal.

6.3
Outset of a case
This procedure covers:
The steps to be taken at the outset of a client's case to ensure that the caseworker understands what the client wants and that the client understands what the caseworker will do, and what to expect from the local office. 
The caseworker will abide by the confidentiality policy and guidance of Citizens Advice at all times.

6.3.1
Recording requirements
The caseworker will always discuss, record and offer the client written confirmation of the following:

· Details of the client’s problem and what the client would like the local office to do.
· Advice to the client on the basis of the information available.
· Name and status (e.g. caseworker, supervisor etc.) of the person advising the client.
· That the service is free.
· Key dates, especially limitation dates.
· The caseworker must also ensure that the client receives information about the complaints procedure.

Where an caseworker is acting for the client, he or she will consider whether it is appropriate to carry out a conflict of interest check (see section 7.1). The caseworker will obtain the client’s consent to record information as required by the Data Protection Act 1998 and act on his / her behalf (see client consent forms). 

The caseworker will ensure that the client is provided with the following information and that it is recorded and confirmed in writing:

· What action the caseworker will be taking to deal with the case; in particular, what the next step is.
· What action (if any) the client has to take.
· Timescales involved in the case; in particular when the caseworker is next likely to contact the client.
· Information about costs the client might have to pay, for example, the costs of a hearing requesting time to pay in a debt case.
6.3.2 Costs in legally aided cases 
Advice on costs

In civil and family cases funded under legal aid certificates, costs advice must be given, unless an exception applies (see below). 

Estimates must include disbursements, costs and VAT. They may be given by reference to a range (e.g. between £xx.xx and £xx.xx as appropriate to the type of case) or to the likely costs of adopting various options for progressing the case. Estimates must be revised if appropriate as the case progresses. 

Advice on costs should be given on or before applying for LAA funding and before applying to have a limitation raised on a certificate.

It is permissible not to give advice on costs where giving costs information would not be in the client’s interest, e.g. there is evidence that it would be prejudicial to the client’s case or would endanger their well-being. Decisions must be justified on the file on a “case by case” basis.

In Family Legal Help cases where the solicitor’s charge will or may apply, the client must be informed in writing of the estimated total cost at the outset. This information must be updated as the case progresses.

It is not necessary to provide clients with written estimates of the likely total cost in the following circumstances:

· Non-means / non-merit tested cases (i.e. public law / child care cases).

· Child Abduction and Custody Act 1985 cases and registration of certain foreign order and judgement proceedings  under Regulations 14 and 15, Civil Legal Aid (General) Regulations 1989 and their equivalents under the 1999 Act.

· Legal Help where the solicitor’s charge or statutory charge would not apply.
Statutory charge
Advice on the possible effects of the statutory charge need only be given where this might arise. In cases where there is no money or property in dispute, there is no need to advise orally or in writing about the charge.
Cost orders 
Clients must be advised that if they lose their case they face the possibility that the court may order them to contribute to their opponent’s costs, even though their own costs are covered by legal aid. They should also be advised of the possibility that even if they win, their opponent may not be ordered to pay the full amount of their costs or may not be capable of paying.
Contributions

The client must be advised if it appears that s/he will have to pay contributions under the certificate. The client must be advised of the consequence of failure to pay assessed contributions, which is that the certificate is likely to be discharged, and the client will cease to be legally aided from that point onwards. The client will remain liable for outstanding contributions and may still be ordered to pay the other side’s costs.  

Revocation 

The client must be advised of the effects of revocation of legal aid, which is that they will be treated as though legal aid had never been granted. The most common circumstances in which this occurs is that a client fails to co-operate with the means assessment, or fails to accept the offer of a substantive certificate following on from an emergency certificate.

Inter partes costs    

In order for us to be able to recover costs from the other side, at ‘private client’ rates rather than from the LAA at legal aid rates, when cases settle, the client has to be liable for costs. Under Rule 13 of the Solicitors Code of Conduct, and under that rule, the client remains liable for our costs but the trustees indemnify the client against those costs. The client is advised of this in our ‘Rule 2’ letter.

Case plans

Clients must always be given information to enable them to know what to expect during the conduct of their cases. In most matters letters will enable this to be done effectively. However, in complex cases a formal case-plan must be drawn up and agreed with the client.

Complex cases must include the following but formal case plans can be agreed with the client in any other case which appears to warrant it: 

· multi-party actions (as defined by the LAA where 10 or more Legal Aid certificates have been granted)

· cases in the High Court

· where the practice’s costs (including disbursements) are expected to exceed £25,000.

6.3.3
Legal Help eligibility and the Sufficient Benefit Test

The caseworker must check whether the client qualifies financially for advice and assistance under the Legal Help scheme. The caseworker must also consider whether the client’s case meets the ‘Sufficient Benefit Test’ (‘Legal Help may only be provided to the client, having regard to the circumstances of the matter, including the personal circumstances of the client, to justify work or further work being carried out’). If the case does not meet the Sufficient Benefit Test the case cannot be dealt with under the contract.

6.3.4
CANS information leaflet – Legal Aid Agency contract

A client seen under the LAA contract must be given the local office’s information leaflet (LAA inform) which explains:

· The Legal Help scheme. 

· Confidentiality of records and storage policy.
· That the service is free.
· That we will advise the client if costs arise in the course of the case.
· How to raise any complaints.

6.4
Case administration 
This procedure covers:
The administrative steps to be taken during a client's case.
6.4.1
Maintenance of records 

All records must be kept securely and confidentially, in accordance with the local office’s data protection and information security policies. Case files and case recording are kept according to consistent methods so that a file can be read and understood by someone who has not been involved with the case. 
The Petra CRM provides a summary of essential information about the client’s circumstances. It records all essential details:

· Facts of the enquiry, including relevant dates (see key dates procedure), personal and financial details.
· Range of problems identified.
· Information sources used, noting sources.
· Copies of any calculations made.
· Contact with any third parties, including name, telephone number and other relevant details, where possible.
· Alternative possibilities and options explored, including social policy issues.
· Decisions made about what action will be taken, how, by whom and when.
Correspondence – copies of any letters / faxes sent or drafted are kept, as are all letters / faxes received. Where printed, they are secured together in date order in the paper file.
Other documents – such as appeal papers are kept together in the paper file.
Large case files – where there are too many documents to fit comfortably into one paper file, a second file (and subsequent files) will be opened. The first part will be marked ‘part 1’ and the contents and relevant dates shown, for example; part 1 – correspondence 24.07.09–14.10.09.
6.4.2
Reference numbers

The Petra reference number is used as ‘Our reference’ on all correspondence relating to the case.

If there are any items which could become detached from the client’s file and where it would be difficult to identify the case file to which they belong, for example, photographs, the item is marked with the client’s full name and / or reference. If the item cannot be marked, it is placed in an envelope or plastic wallet which is then to be marked as above.

6.4.3
Time recording 
Time and item activities are recorded using CASETRACK for LAA files.
6.4.4
Use of checklists

The caseworker is responsible for ensuring that any checklist relevant to the case is completed at each stage.
6.4.5 Reviewing the progress of a case

All caseworkers are responsible for the regular review of all their open files. A date must be set aside and put in the diary to do this on a monthly basis. At this review the following should be checked and the case record marked accordingly:
· All key dates recorded

· What activity has taken place in last 6 weeks?

· If no activity – give reason

· Consider contacting client

· Consider whether to close file or note why file should remain open
6.5
Time limits: key dates and diary systems
This procedure covers:
· A definition of key dates.
· Details of the diary system which enables the local office to ensure that deadlines are not missed.

6.5.1
Time limits – warning

Caseworkers must remember that there are many time limits for all kinds of claims, applications, appeals and steps in proceedings; far too many to list here.

Deadlines are often strict, and the consequences of missing them can be serious.  Caseworkers need to be aware that many problems clients have will carry time limits, and if they do not know what those are they must be prepared to look them up.

Time limits usually run from the date of an event or a decision, and it may not always be clear what that is. Caseworkers must think carefully about what event or decision the client wants to take action about when calculating deadlines.

Caseworkers should assume that the appeal or application will have to arrive inside the deadline and should allow at least two days for first class post to arrive.

If the client is able to take action himself or herself, the caseworker should advise the client what the deadline is, and how to take the necessary action within that deadline. A note of the advice given must be made, including the key date identified.

If the case needs to be referred to a solicitor or other agency, the caseworker must ensure that the referral is made in sufficient time to enable the agency to take the necessary action within the deadline. A note of the advice given and action taken must be made.

6.5.2
Key dates
Key dates are those which are important in progressing the client’s case. Key dates are those which arise from the case itself, such as the time limits as illustrated above, and also any date which the advice worker considers to be important, such as the receipt of a reply to a letter, or actions needed to progress a case.
The following must be treated as key dates:

· Expiry of a limitation period.
· Time limits for reviews or appeals.
· All hearing dates.

6.5.3 What to do about key dates

Clients will be informed about any key dates which affect them. Key dates are entered onto the caseworkers electronic diary system. The key date must also be noted on the appropriate checklist inside the paper file.
Caseworkers check their electronic diary for key dates at the beginning of each week. If the caseworker is on annual leave, the Supervisor takes responsibility for checking these dates.
6.5.4 Checking that the action has been taken by key dates

The Supervisor is responsible for checking their ‘to do’ list. If a key date has been entered and not signed off to show that the appropriate activity has been completed, he or she must ensure that the required activity is carried out.
6.6
Undertakings

The solicitor may be asked to give undertakings. He or she is the only person authorised to do so. If an undertaking is given, the file cover must be marked clearly to show that there is an undertaking on that file. All undertakings must be given in writing and a copy filed in the central Undertakings File. This will be monitored regularly by the solicitor and the Chief Officer, to ensure that all undertakings are discharged. 
6.7
The end of the case – keeping the client informed
This procedure covers:
The steps to be taken at the end of a client's case to ensure that the client understands the outcome of the case, what – if anything – may need to be done in the future, and what will happen to the case file.

6.7.1
When to close a case

Cases are closed when:

· the local office has completed its work for the client and the case is finished

· the local office has completed its work for the client and the case has been transferred to another agency / solicitor’s firm

· the client has not been in contact with the local office (unless the matter is on hold because the caseworker is waiting for a third party to act), and it appears that he or she does not want to take the matter further.
Note that cases cannot be closed simply because the time and item value of the work is equal to, or more than, the fixed fee.
6.7.2
Contacting a client before closing a case

The caseworker needs information or consent from the client before taking further steps in a case. If the client is asked to contact the local office and fails to do so, the caseworker in consultation with his / her supervisor, if necessary, will decide when it is appropriate to send the client a copy of the standard “No reply” or “No Contact Letter”
6.7.3
Informing a client about the outcome
The caseworker must:

· inform / confirm to the client, in writing, the outcome of the case and what, if anything, they will do next, and inform the client about the arrangements for storage / retrieval of files

· inform / confirm to the client, in writing, concerning any further action that he or she should take either immediately or following some future event

· account to the client for any money (for example, a payment from a charity; a compensation payment from a former employer)

· return any original documents which may have been held by the local office during the case.
There may be occasions when it is inappropriate to write to a client at the end of a case most commonly where a client has ignored a “no contact” or “no reply” letter.  If this decision is taken it should be noted on the case file with the reasons. 

6.8
The end of the case – administration
This procedure covers:
The administrative steps to be taken when a case is closed to ensure that all relevant administrative issues have been completed and that the file is put into storage for the correct period of time.

6.8.1
Weeding individual files
When a case is closed then the administrator should check the file and ensure that it runs in chronological order. If necessary, the correspondence, case notes, and documents should be secured in separate bundles within the file and duplicates destroyed. The appropriate section on the Client Information sheet must be completed by the caseworker.

6.8.2
File closing form
The caseworker should fill out the file closing form 

The file should then be passed to the supervisor, who carries out a closed case check, and ensure that the correct details are entered on Petra.. 

When the file is returned by the supervisor the administrator ensures that the destroy date is centrally recorded before the boxes are sent for storage.
6.8.3 Reporting closed cases

Closed matters must be reported to the LAA within three months of the date on which they end. 
6.8.4
How long to keep a file
The supervisor decides whether the file is “high risk” and should be kept for sixteen years, or whether it is not considered “high risk” and needs only to be kept for seven years. The decision is recorded on the front cover of the file. Clients are advised that there files will be stored securely for 6 years 

However The Latent Damage Act 1986 determines the limitation period in which a claim for negligence can be brought.  The Act was originally introduced to deal with building disputes but it is clearly established that it also applies to other claims in negligence, including the provision of negligent advice. 

If a local office has been negligent but a client does not discover this until after the 6 years have passed, he or she has a further 3 years in which to bring a claim.  This is subject to a long stop of 15 years in that, irrespective of the client's knowledge, proceedings for negligence have to be started within 15 years of the last date on which any negligent act or omission occurred.

The following 'high risk' documents must be stored for at least sixteen years after the final entry:

any case that has been subject to a complaint, insurance claim or other dispute


(‘other dispute’ refers to the local office's handling of the case)

 
any case relating to building works or surveyors' reports on the purchase of property or relating to property

 
any case which is considered to be substantial, where the sums of money involved are, for example, in excess of £10,000 or where the advice given was especially complex or where the case is an unusual one

This list is not intended to be definitive and is merely an indication of the types of cases which may pose the greatest risk, at the closed case check the caseworker/supervisor  should consider whether, for example there is potential for a complaint brought at a later date, or  whether the advice sought and given was particular complex.  

The caseworker/supervisor decides whether the file is ‘high risk’ and should be kept for sixteen years or whether it is not considered 'high risk' and needs only to be kept for seven years. 

The Administrator is responsible for ensuring that files are safely archived using normal local office procedure.

Welfare Benefits - stored alphabetically and chronologically in local office for up to 1 year and then transferred to “Storage Co.” for long term storage.

Debt - stored alphabetically and chronologically in local office for 1 year and then transferred to “Storage Co.” for long term storage.

Housing - stored alphabetically and chronologically in local office for up to 1 year and then transferred to “Storage Co.” for long term storage.
Section 7: Services of other professionals and disbursements

7.1 Services of other professionals

This procedure covers:
Steps to be taken when working with another individual or agency on a client's case, including: doctors, interpreters, translators, surveyors, solicitors, barristers or other experts.

When to use this procedure

This procedure applies when the caseworker needs to use additional professional services from an individual or agency outside the local office in progressing the client’s case, and the caseworker makes the decision about who to use.

It applies whether or not the local office pays for those services. If the local office is asked to pay a fee, the caseworker should also consider the disbursements procedure (section 7.2). 

If the caseworker uses external professional services, but does not make a choice, the procedure does not apply. (For example, the caseworker needs a report from the client’s general practitioner / consultant, or the client brings a friend / relative to act as an interpreter).

If the case is referred on to another agency or firm of solicitors and the local office is no longer involved with it, the referral procedure applies.

7.1.1
Directory of other professionals

The local office maintains a list of all doctors, interpreters, translators, surveyors, solicitors, barristers etc. which have been used. It is kept electronically on the server.
Those in the approved section are there because they meet the requirements of the local office in terms of expertise, speed of response, flexibility, value for money and service. Caseworkers instruct only those approved by the local office except in exceptional circumstances.

The pending section contains the ‘services of others monitoring report forms’ for individuals or agencies whose performance is being monitored. If an caseworker cannot find anyone in the approved section, it is helpful if he or she uses someone whose performance is already being monitored.

The unapproved section contains the names of individuals or agencies whose services have not met the standards set by the local office. They must not be used.

Adverse findings for barristers who hold a Quality Mark must be sent to the individual barrister concerned, other than in exceptional circumstances (see Guidance to the Specialist Quality Mark). 
7.1.2
Deciding who to use

Caseworkers must not discriminate on the grounds of race, colour, ethnic or national origins, sex, marital status, sexual orientation, disability, age or religion, and must comply with the local office’s equality and diversity policy. Any breach of this policy will be dealt with under the disciplinary procedure. In selecting someone from the approved section they should consider who is most appropriate in relation to the following criteria:

· Area of law or expertise involved.
· Equal opportunities.
· Complexity of the issues.
· Speed of response required.
· Future requirements, for example, will the interpreter be available on a subsequent occasion?
· Whether the supplier holds a Specialist Quality Mark (if applicable).

7.1.3
Giving instructions
When giving instructions caseworkers will ensure that the appropriate amount of information and supporting documentation is given.

Instructions are normally given in writing and include the following:

· Client's name.

· Relevant background information with any relevant documents attached.

· Specific issues in the case and any facts relevant to those issues.

· Actual points on which advice / reports are required, steps to be taken or documents drafted.

· Timescale.

· Arrangements for the payment of fees.

If it is not possible to give written instructions, for example, if an interpreter is needed in an emergency, verbal instructions must be confirmed in writing as soon as possible.
7.1.4
Discussion with the client
Before instructing another professional, the caseworker must explain what he or she intends to do and seek the client’s views, if this is appropriate (for example, a female client may prefer a female interpreter), or explain why a particular individual is likely to be the best choice. 

The client will be advised of the following:

· Name of the person selected and status (e.g. interpreter, barrister).
· What the person is being asked to do and how long they might take to respond. 

7.1.5
Checking opinions and reports
All advice, opinions, reports etc. must be checked to ensure that the requirements set out in the instructions have been met. If any clarification or explanation is required, it must be obtained.

7.1.6
Using people who have not been approved
There are circumstances in which a caseworker will have to use someone who is not on the approved list. For example, if a report is needed in a particular specialism for the first time, or if no one who is on the list is available. 

The reason for using someone who is not on the approved list must be noted on the file.

As soon as possible, the caseworker must carry out an assessment of performance based on the available evidence.

The caseworker must complete a services of others monitoring report form (SOO1), and put one copy on the client’s file and one copy must be given to the Supervisor for consideration as part of the monitoring process.

7.1.7
Monitoring

In addition to the procedure for monitoring new individuals and agencies, the performance of those who have been approved will continue to be monitored.

A services of others monitoring report form must be completed if an caseworker is not satisfied with the quality of service provided by someone who has previously been approved. Barristers whose chambers hold the Quality Mark will be made aware of any relevant issues after discussion with the Chief Officer.
7.1.8
Maintaining the approved list
Doctors, interpreters, translators, surveyors, solicitors, barristers etc. can only be added to the central list after the local office is satisfied that the service provided meets its required standard.

The Chief Officer will consider the services of others monitoring report forms regularly and decide whether:

· the individual or agency should be put on the approved list

· the individual or agency should not be used in future

· further information is needed before a decision can be made

· the directory is subsequently updated to reflect their decisions.

7.2
Services of other professionals – disbursements

This procedure covers:

Steps to be taken when the local office needs to use the services of another individual or agency on a client's case when a fee will be charged.

7.2.1
Authorisation 

The caseworker will discuss with the Supervisor whether use of disbursements is appropriate in any given case.
7.2.2
When to pay other professionals

Anyone instructed must be advised that payment will be made after:

· the estimate has been approved by the Legal Aid Agency (only necessary if the local office is unsure about the correct market price)

· the work has been carried out and an invoice submitted to the local office.

7.2.3
Records of disbursements
The caseworker must make a record on the case file to show that a disbursement has been incurred, the date and amount.

A record of disbursements can be reported from Petra, or from records held by the Finance Officer.
7.2.4
Payment of invoices

When the invoice is received from the subcontractor, it can be paid once the caseworker has authorised it.

All invoices are marked for the finance officer’s attention and are countersigned by two cheque signatories authorizing payment.
The finance officer must give the caseworker the invoice marked as authorised for payment. A copy of the authorised invoice must be kept on the client’s file. The finance officer must notify the caseworker when payment has been made. The advice worker must update the client’s file to show the date of payment.

Section 8: Signposting and referral

8.1
Signposting  
This procedure covers:
The steps to be taken to identify situations when it is appropriate to signpost a client to another agency or firm of solicitors

8.1.1  What is signposting?
Signposting is the term used by the Legal Aid Agency (LAA) when an caseworker identifies an appropriate source of advice with the client and provides contact details so that the client can get in touch with the organisation. 

All CANS caseworkers are trained to carry out signposting and will consider with the client whether it is the most appropriate way of meeting his or her advice needs. 

8.1.2  When is signposting appropriate?
Caseworkers will signpost clients to other services where: 

· there is another agency or specialist worker who would deal with the client's enquiry more effectively

· the local office cannot take on the work involved due to work overload, time limits etc.

· the client is confident in his / her ability to make contact with the other agency.

8.2 Referral 

This procedure covers:
The steps to be taken to identify situations when it is appropriate to refer a client to another agency or firm of solicitors, to ensure that referrals are made effectively and that the local office receives feedback where appropriate.

8.2.1
What is referral?

Referral happens where, after discussion with the client, it is agreed that another organisation is more appropriate to assist the client, and the caseworker contacts the other agency or solicitors’ firm on the client’s behalf. Reasons for this could include:

· Characteristics of the client, such as language or mental health problems, etc.

· A complex issue, which needs to be explained by someone with technical training.

· The local office has carried out work on behalf of the client.

· There are papers to be transferred.

8.2.2
When to refer out
Some problems will require immediate referral where, for example:

· There is another agency which would deal with the client's enquiry more effectively.

· The local office cannot take on the work involved due to work overload, time limits etc.

· It seems likely that proceedings will be or should be issued and the client will need to instruct a solicitor.

Others will require referral after some work has been undertaken by the local office, because, for example:

· Negotiation with third party is not producing results and the client has a case worth pursuing through issuing proceedings.

· It is clear that the problem requires resources and / or expertise which can be provided by another agency.

8.2.3
Deciding where to refer – Civil Legal Advice 

Caseworkers should, in the first instance, consult the Civil Legal Advice page of the Gov.Uk website or helpline, which includes details of CLS Quality Mark and Criminal Defence Service quality-assured agencies. 

8.2.4 
No suitable CLA / CDS provider

If no suitable provider can be found, or if none of those listed can take a referral, the caseworker will try to identify whether there is a provider which is not listed, but meets the following selection criteria:

· Independence. 

· Respect for client confidentiality. 

· Suitable service available.
· Equality and diversity.

· Client care. 

· Ability to take action within the required timescale.

· Appropriate quality assurance, for example, membership of a Law Society Panel.

8.2.5
How to refer a client – general

When the caseworker has decided that it is appropriate to refer the client’s case to another provider, he or she will:

· Discuss the referral with the client

· Explain why it is appropriate to make a referral.

· Ask the client if he / she has any preferences.

· Explain the cost implications of being referred elsewhere and record this on the case file.

· Explain what referral will involve, e.g. appearance in court, likely timescale.

· Make contact for the client

The caseworker should offer to make an appointment on the client’s behalf. The caseworker should normally send a letter of introduction to the new agency or solicitor confirming the arrangements and giving a brief outline of the client’s problem. If more convenient, the letter could be given to the client to take personally. A copy should also be provided for the client to keep.

· Legal Help scheme and Civil Legal aid
If referring to a solicitor or other agency with a contract, the caseworker must inform them that the client has already received advice and assistance under LAA funding on the matter and supply a copy of the client’s file. It is likely that the reason the case has to be transferred will allow the new agency to claim a New Matter Start under the contract specification; but this will need to be checked and justified in the particular circumstances of each case.

· Complete a referral record

In order to identify referral patterns and needs for new services, all caseworkers must complete a referral record form when a client is referred. Referral record forms are only used to record referrals in relation to further advice or legal casework; they are not required for non-advice / legal support, e.g. a health support group, social services or Relate.

8.2.6
Referral to a solicitor
Clients should be free to make their own choice of solicitor, but in doing so they are entitled to the best information which the local office can provide. 

Having consulted CLA, the caseworker may recommend a particular solicitor, where he or she considers that the solicitor will provide a service suitable to the client's needs.  Where more than one solicitor will equally meet the needs of the client, the client should be offered a choice.  

8.2.7
Monitoring

Feedback on referrals must be monitored annually. It is important that the local office can find out what has happened to a case once it has been referred on, for three reasons:

· To provide information on the outcomes of cases.
· To ensure that effective referrals are made to appropriate agencies.

· To assist the development of the Civil Legal Advice so that it meets clients’ needs.

8.2.8
Monitoring – what the caseworker does
When referring cases out, the client should be asked to keep the local office informed of the progress and / or outcome of the case, in particular if they encounter any problems with the service received. Any feedback will be recorded on a referral monitoring form (REF1). 

8.2.9
Monitoring – patterns of referral

A list of referrals is kept by the Supervisor and is analysed annually to identify any relevant trends.

Section 9: List of current forms and standard letters

	PROCEDURE  &  FORMS  REFERENCE


	FORM

NAME
	 DATE
	MS WORD FILENAME 

	Manual amendment record 
	AMEN1
	03/10
	formAMEN1

	Induction record
	CANS policies 

	Appraisal preparation form
	CABSHARED/3 TEAM LEADERS\4. APPRAISALS

	Appraisal record form
	CABSHARED/3 TEAM LEADERS\4. APPRAISALS

	Standard letter – outset
	OS1
	03/10
	formOS1letter

	Record of client consent – acting
	

	Record of client consent – DPA
	

	Information leaflet –  LSC funding
	CLSINFO
	03/10
	formLAAinfo

	Standard  ‘warning’ letter
	CL1
	03/10
	formCL1

	File closing form
	CLS2
	03/10
	formCLS2

	‘Services of other’ monitoring report form
	SOO1
	03/10
	formSOO1

	Referral monitoring form
	REF1
	03/10
	formREF1

	Independent file review form
	IFR1
	03/10
	formIFR1

	Independent file review progress timetable
	IFR2
	03/10
	formIFR2

	Complaints monitoring form
	COMP
	03/10
	formCOMP
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