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Executive Summary
Westminster Advocacy Service for Senior Residents (WASSR) is an independent voluntary sector organisation providing an advocacy service for older people in the City of Westminster.  Independent advocacy enables vulnerable older people to make informed choices and remain in control of their own lives.  It is about civil rights and representation, presenting the concerns of someone who is unable to speak up for him or herself.
This study was designed to assess the benefit the work of WASSR brings 

1. to the community of Westminster as a whole and 

2. to statutory service providers in particular. 

It has been compiled using information gathered in consultation with stakeholders. In the year to March 2004, WASSR’s advocates worked with 258 clients on 292 cases.  43% of the clients referred were from minority ethnic communities, 35% were over 80 years old and 77% lived alone.      

1. WASSR’s value to the Westminster Community as a whole: 

· WASSR benefits the Westminster community by providing a valuable and highly valued service to older people in Westminster.  For some older people, understanding what they may or may not be entitled to must seem like a minefield.  The provision of advocacy helps older people to feel they are not alone when dealing with a problem. It is a relief for clients to feel they are being listened to and helped by an impartial, independent person who is focused on their interests

· While referrals to WASSR are usually for help with a particular issue, WASSR advocates are pro-active in identifying and resolving peripheral issues which come to light as they are working on the main issue for the client. 

· The current trend is towards an increased proportion of clients with dementia or challenging behaviour - some older people experience difficulties because of other people’s prejudices, others present challenging behaviour and are particularly difficult to help.  The work of WASSR is pro-active in preventing all older people with whom it works from going into decline.  

· WASSR has initiated a number of innovative advocacy projects, some in partnership with other local voluntary organisations. Thorough and honest evaluation has been undertaken for each project and important lessons learned.  

· At the strategic level, WASSR provides a valued contribution through membership of the local Older People’s Mental Health Task Group, the Dementia Liaison Group, the Westminster Older People’s Network, the Church Street Forum, the Black and Minority Ethnic (BME) Forum, the North and South Westminster networks.  There is a recognition by the statutory sector that the work of WASSR provides input to service evaluation and helps shape the future of provision.

· The level of funds drawn into Westminster by WASSR is significant and growing.  For work undertaken in 2003/4, £265,000 was raised: 46% from trusts and charities; 03% from The Community Fund; 6% from local government in grants and 13% in contracts; 11.5% from the primary care trust; 12.5 % from regeneration and 8% from other sources.  

· WASSR is recognised nationally as a leader in the field of advocacy provision for older people. Information collected for this study indicates that WASSR is considered a model of good practice, not only in the provision of advocacy for older people, but also in voluntary organisation management, the supervision of volunteers and in the drive to raise funds.

2. WASSR’s value to the statutory services

· Of the 258 clients helped by WASSR in 2003/4, 51% were referred by professionals, who were either working in the statutory sector or working in the voluntary sector with clients who had been referred by the statutory sector.  Statutory workers reported that they are more likely to refer people to WASSR if the case is complex or requires specific expertise. 


· WASSR is viewed by the statutory sector workers who took part in this study as independent, professional, thorough, having specialist knowledge, willing to try things and learn from experience.  

· The advocacy service acts as a safety net, picking up some cases where the client wishes to challenge decisions of statutory providers and other cases where workers in the statutory sector want to follow up unsubstantiated concerns about a client.  

· Staff valued the opportunity for the client to be helped by someone who is not “an official” and recognized that negotiating skills are available through WASSR.  

· WASSR helps the statutory providers to deliver a preventative strategy for older people. 

· Workers in the statutory sector acknowledge that the work of WASSR is invaluable and by using WASSR they save money.   WASSR is able to: help them in the avoidance of serious complaints or litigation; provide additional skills and knowledge; help to clarify matters in difficult situations; act as a bridge between the client and service providers. 

Most of the statutory sector workers who took part in this study indicated they placed a high value on the work of WASSR.  However, no one could give a monetary or time value to this.  
Based on an analysis of the current caseload WASSR estimates the equivalent of about one and a half full time posts, costing about £50,000 a year,  would be needed by statutory service providers to work on cases, had advocacy provided by the voluntary sector not been available to them.

The researcher concludes that since virtually all funders are more interested in new projects than existing ones, WASSR finds it difficult to fund its established services, particularly for day to day management, administrative, establishment and fundraising costs.   Few funders will provide longer term funding, and everyone associated with WASSR lives with the possibility that sufficient ongoing funding will not be found. 
Local providers of statutory services should recognize the contribution that the advocacy service makes to the effectiveness, quality and value for money of the statutory services, should be proud to be associated with WASSR and should take steps to ensure that the organisation is properly funded
1.  Introduction
1. 1. 
Introduction to advocacy

Advocacy is the process of helping someone else to get his or her views heard, his or her point across and his or her rights upheld.  Advocacy is a part of everyday life:  it is something many people do for their friends and relatives as a matter of course.  However, some people do not have anyone available to help, or have a problem which is too complex or requires specialist knowledge outside the experience of those close to them.  It is often the most vulnerable members of society who find themselves in circumstances where they need an advocate. 

Older people may be in one of these vulnerable groups. Older people can face possible mental and physical frailty or impairment, social isolation, dislocation and abuse.  People from less well off or minority ethnic groups already marginalized are likely to be further marginalized as they grow older.  Many older people have to rely on statutory and other service providers for most aspects of their daily living.  Older vulnerable people are likely to have limited personal skills and resources with which to deal with these service providers.  Those with additional disadvantages such as physical or cognitive impairment, not understanding the language or not being able to communicate, are even further disadvantaged.  

WASSR Case study One Mr Rashid

Mr Rashid, who is Kurdish speaking with virtually no English, is 69 years old and has dementia.  He needs constant supervision, is incontinent and very frightened of strangers.  He refuses to accept carers other than his family.  Mr Rashid was sent to hospital in October 2003.  The Kensington & Chelsea Mental Health Department asked WASSR to advocate for him whilst he was in hospital, particularly to look after his special needs as a member of the Kurdish community and because the hospital staff could not understood him.  WASSR were also asked to find ongoing support for Mr Rashid after discharge from hospital. The WASSR advocates concerned with Ethnic Minority outreach and Dementia were both involved in this case and supported Mr Rashid with 5 visits, 15 phone calls and 2 discussions with medical staff.  
What WASSR did

An Arabic speaking advocate visited Mr Rashid in hospital to ensure he was receiving the correct food, help with his special needs as a member of the Kurdish community and to liaise with hospital staff.  The advocate ensured Mr Rashid received some Kurdish literature and music and helped with communication between hospital staff and Mr Rashid’s wife. The advocate found appropriate organisations to support Mr and Mrs Rashid when he was discharged,  agreed with Mrs Rashid what support she wanted and attended a meeting about care needs to act as advocate and translator.  A new care assessment for Mr Rashid was requested.  The hospital staff said Mr Rashid’s behaviour improved.  On his discharge from hospital, a comprehensive care package was agreed.

Many older people are reluctant to complain.  This could be a result of cultural influences but may also be for fear of some sort of retribution.   In this context, the provision of independent advocacy enables vulnerable older people to make informed choices and remain in control of their own lives.  Advocacy helps them make their wishes known, gain access to relevant information and understand the options available.  Advocacy is not only about services and systems.  It is about standing alongside someone to help alleviate feelings of helplessness, vulnerability, isolation and victimisation.  It is about making sure they get their civil rights.

In the UK in the 1980s and 1990s advocacy services grew up as independent voluntary organizations in order to meet the needs of vulnerable people for advocacy. Some of these services are generic, working across all vulnerable groups in their community; others support specific groups, for example people with learning disabilities or older people. An underpinning concept is that such services are independent organizationally from the statutory services, and that they focus on the wishes and needs of the client. This report examines issues on advocacy through the work of WASSR, the Westminster Advocacy Service for Senior Residents. 

The legislative and regulatory framework

Present UK legislation does not give a personal right to advocacy to users of statutory services for older people.  However, the National Service Framework for Older People states that older people need contact points such as independent advocacy services.   The National Minimum Standards for Care Homes for Older People incorporates the provision of information about external agents (such as advocates) in one of the standards.  It also indicates an expectation that, in the event of a complaint and where an older person lacks capacity, that person should have access to available advocacy services.
Advocacy independent of the family and other agencies is mentioned a number of times in the Draft Code of Practice for the Mental Health Bill 2004.   A recent report on Elder Abuse by the House of Commons Health Committee strongly endorses any measures that make advocacy services available for older people.

The Scottish Executive is pro-actively committed to the provision of locally based independent advocacy schemes in Scotland, as a way to enable people to make informed choices about and remain in control of their own care.  The Scottish Executive has produced a Guide for Commissioners of Independent Advocacy.   In Scotland, Health Boards, NHS Trusts and Local Authorities are expected to ensure that independent advocacy is available to all who need this service.  

However, there is no available guidance on the funding of advocacy services in England.

1. 2. 
Introduction to WASSR
· Westminster Advocacy Service for Senior Residents (WASSR) is an independent voluntary sector organisation providing an advocacy service for older people in the City of Westminster.  WASSR was established in 1993 by a group of older Westminster residents who saw the need for older people to be empowered to take informed decisions about their needs, wishes and the services they require.

· In the main, WASSR provides short-term issue based advocacy to support older people when speaking out about their needs and wishes.  However, complaints advocacy, peer advocacy and self advocacy are also used in appropriate cases.  For specific projects, for example the Dementia Project, WASSR uses the citizen advocacy model, working to build up a relationship with the person with dementia so as to be confident to speak on his or her behalf.  (A description of different models of advocacy can be found in appendix A)
· In addition to the main advocacy service, WASSR has initiated a number of discrete projects, some in partnership with other local voluntary or statutory service providers, to expand the service to “hard to reach” groups in the Westminster community.
· Based on such projects and on experience of the needs of older people in Westminster WASSR has developed a number of specialist services to provide expert knowledge and understanding of particular issues, with paid staff with particular skills and experience in these areas. These include housing, ethnic minority community outreach and working with people with dementia.

· In order to deliver its service, WASSR recruits, trains and provides continuing support and supervision to paid and volunteer advocates, as well as providing advocacy based work placements for social work students.

· A significant proportion of the time available to WASSR is spent in educative work with the wider community.  Training courses in advocacy, a range of helpful leaflets, awareness-raising talks and events all play a part in this.  

· WASSR staff and management committee are also pro-active in campaigning for improved provision for older people and give valuable input to relevant policy making.

1. 3. 
Purpose of this study

Over the last nine years, WASSR has provided advocacy for in excess of 1,100 clients.  The funding for this work has been obtained from charitable and trust funds, government (Department of Health and Regeneration funds) and local statutory sources.  WASSR commissioned this study because it wanted to assess the benefits to the community as a whole and the value of its services to the statutory service providers in particular.  

A specific motivation for the study was the growing perception amongst those providing advocacy services in WASSR and nationally that the work of advocates is not only supporting the individual client but is also making a significant contribution to the effectiveness, quality and workload of staff in the statutory sector.   

It was envisaged that the findings resulting from this study would form a useful tool for WASSR to use when seeking further funding.  The underlying issue here is that advocacy services are part of the voluntary sector, with funding for any particular service cobbled together from a variety of predominantly charitable sources, with statutory services contributing a comparatively small element of that funding. This in turn means that a substantial part of the work of the senior managers and management committees of all advocacy services is spent on chasing funding. 

The study also identifies areas for development, and as a result recommendations have been sought from stakeholders for possible ways in which WASSR could develop and improve its services.  Suggested developments are all subject to the appropriate funding being in place.

As part of the planning for this study, contact was made with a number of agencies involved in the provision of independent advocacy services for older people, to find out if any similar studies had been undertaken by them.    None of the agencies contacted knew of similar studies and all said a review of the benefits arising from an advocacy service for older people would provide valuable evidence to all providers.

1. 4. 
Methodology employed in this study

This study has been compiled using information gathered through:

· Face to face and telephone interviews with 16 referrers and others associated with statutory service providers 

· Telephone interviews with eight referrers and others working in other supporting agencies  

· Review of 150 cases relating to statutory service provision.  These cases were completed over a 2 year period ending in September 2003

·  An examination of  20 more detailed and recent case studies, many of which are included as part of this study 

· A review of numerical and statistical information collected by WASSR 


· Discussion with other voluntary sector advocacy providers

· Discussion with WASSR staff.

2.  The work of WASSR
At its inception in 1993 WASSR was intended to give a voice to, and empower, dependent and disadvantaged older people in Westminster so that “they may ask for and obtain social care and health services to which they are entitled”.  At that time, statutory service providers expressed the intention that users of services and their carers should have a say in the care they received and in other human rights issues.  WASSR was established by a group of older Westminster residents to help make this intention a reality, by providing an advocacy service independent of the statutory service providers.  WASSR started to provide this service in 1995.

2. 1
 WASSR management 

WASSR is a charity managed by a voluntary management committee.  Strategic input to the management committee, day to day management, administration, advocacy and the other activities of the organisation are undertaken by paid staff.  Volunteers and students on placement help with advocacy, special projects and administration.

In 1995, WASSR had one full time and one part time worker.

By 2003/4 WASSR employed twelve people in the equivalent of 7 full time posts.  During the course of the year, two social work students spent between 50 and 80 working days on work placement with WASSR and about 15 volunteers undertook advocacy and other work.

-
About 45% of the time of paid staff is spent on advocacy and directly related work.  
-
Planning and delivering training, outreach work, partnership working and networking takes about 27% of staff time.  
-
Fundraising, management and administration takes the remaining 27% of staff time.

Averaged out over the year, students and volunteers contribute the equivalent of about eight working days a week to the organisation.

A founding principle of the way in which WASSR works is by listening to older people and using their views and experiences to determine the way in which the organisation should develop. Older people form the basis of the management committee; advocates listen to older people day by day; WASSR holds an annual conference for older people living in Westminster to give these people the opportunity to say what they need.

2. 2. WASSR funding
Since its inception WASSR has obtained funding from a wide range of agencies, which provide finance for charities and voluntary organisations.  These agencies can be grouped into the following categories: trusts and charities; lottery and community development funds; central government; local government; the primary care trust; and other income, for example, that generated through providing training for other organisations.  

For the first eight years of its operation WASSR relied entirely on funding from non statutory sources.  Only in the last few years has funding been obtained from central government, local government and the primary care trust.  The major part of this statutory funding has been provided to deliver specific services or pilot projects, contributing only a small amount to core costs. 

For example, in 2003/4, the main sources of funding comprised 12 grants from different charitable trusts, ranging in size from £30,000 from Comic Relief to £3,000 from the City of Westminster Charitable Trust.  Nearly £2,000 came from the New Opportunities Fund (Lottery). A further 8 grants, ranging in size from £32,000 to £4,000 came from the public purse from various pots to support specific projects. Just £15,000 came as a contribution to the core costs of WASSR, from the Westminster City Council and the Westminster PCT and a roughly equivalent amount was raised by income from training, social work placements and donations. 
The level of funds drawn into Westminster by WASSR is significant and growing.  .
	Year
	Amount raised

	1999
	£91,000

	Trusts and charities
	38%

	Lottery / The Community Fund
	57%

	Other (non-statutory)
	5%


	Year
	Amount raised

	2003/4
	£265,000

	Trusts and charities
	46%

	The Community Fund 
	03%

	Local government Grants
Contracts
	06%
13%

	Primary Care Trust
	11.5%

	Regeneration
	12.5%

	Other
	08%


 Fundraising activities account for half the Director’s time and each major application costing over £1,500 in staff time, whether or not the application is successful. With funds for 2003/4 coming from more than 20 sources this means the cost of successful applications is over £30,000 a year.  Fundraising in the modern climate is a competitive and highly skilled task.  To be successful an application needs to be prepared using accurate and up to date internal and external information, business planning skills and comprehensive networks.  And WASSR is very good at raising money for new projects and ideas, but this brings its own problems once the money is received – each funding stream requires separate measurable outcomes and separate reporting systems: requiring yet more management time and energy.
2. 3. 
WASSR activities

2.3.1 Advocacy 
Over the years, WASSR staff and volunteers have developed expertise which enables them to provide advocacy over a range of issues.   Currently, advocacy can be provided for clients having difficulty with housing issues, dealing with Social Services, welfare rights, dealing with health services, general issues of human rights and dealing with the bureaucratic difficulties in day to day living. WASSR has particular expertise in working with people with dementia. 
Since the service started in 1995, WASSR has dealt with over 1,100 cases. At any one time, WASSR has 60 to 70 open cases. In 2003/4 the issues on which WASSR was asked for help were placed into the following categories. 

	Issue
	Numbers of cases
	Percentage of case load

	Housing
	116
	39

	Community or residential care provision,
	26
	9

	Benefits issues
	60
	20

	Health or NHS related
	17
	6

	Formal complaints or compensation
	13
	5

	Financial or legal implications
	25
	9

	Other issues
	35
	12

	TOTAL
	292
	100


(The total number of issues is greater than the number of clients as many had more than one issue)
In 2003/4, WASSR received an average of 17.5 new referrals per month.  It was not possible to cope with this level of referrals.  In the spring of 2004 outreach work was put on hold to increase advocacy time and minimise waiting time.  In all, 258 people were helped during the year and about 180 cases completed.

Client profile 2003/4

· 43% of referrals from minority ethnic communities.  

· As might be expected from the gender profile of older people, only 29% of clients helped in this period were male.  

· At least 33% of clients were aged between 70 and 79 and 35% over 80 years old.

· Significantly, 77% of clients lived alone, with only 23% living with family, friends, in sheltered accommodation or in care.

Some cases were resolved quickly within the first month of referral.  The majority of cases (51%) were completed within two to six months.  27% of cases took over six months to complete, with a significant number of these running on for over a 
year.

Advocacy with complex/challenging cases

A discernible trend in the cases handled by WASSR in the last two years has been an increase in the number of cases which are complex and/or in which the client exhibits challenging behaviour. Some of the clients who are referred to WASSR are very angry and frustrated by years of argument with the statutory services, often with several different departments, on many different issues. These complaints may be the result of genuine misunderstandings, poor communication on either or both sides, administrative incompetence - often caused by the use of a series of locum staff - or it may be the result of the client's undiagnosed mental distress which then presents as "challenging behaviour". A number of the case studies included in this report are evidence of this type of case.
 

Whatever the reason, the client may gain a reputation as "trouble" and their files then have a habit of slipping to the bottom of the pile. Untangling the issues, trawling through the extensive correspondence before beginning to put matters right can take many hours of highly skilled work by an advocate.  Some notes on this work are attached as Appendix C.
Extending issue based advocacy

The review of case notes undertaken for this study revealed that in most cases, the advocate was able to identify and progress issues or concerns in addition to the reason for referral. These subsidiary concerns were often about money or the apparently “smaller things” which can mean a lot to an isolated older person.  Indeed, clients are often referred to WASSR because advocates are pro-active in identifying and resolving peripheral or related issues.  The organisation is flexible and able to deal with a number of issues for any one client.
WASSR Case Study Two  Mr Raj

Mr Raj is a 76 year old Asian man who was supported by WASSR over a period of 19 months, having referred himself on the advice of Age Concern.  Mr Raj wanted help to complete an application for a reduced pension, to appeal against the decision to refuse him the winter fuel allowance for the years 00/01 and 01/02 and to apply for the Winter Fuel Allowance in 02/03.  In supporting him, WASSR advocates paid 4 visits, made 10 phone calls and wrote 3 letters on Mr Raj’s behalf.

What WASSR did

1. The advocate obtained and completed a winter fuel application pack for Mr Raj and after investigation explained to him the reason he had been refused payment for the previous two years. He received the payment for 03/04.

2. The advocate obtained and completed a pension application form. Mr Raj’s application was turned down without explanation. The advocate sought an explanation from the Department of Work and Pensions (DWP), which was that Mr Raj had less than 9 years pension contributions.  The advocate explained this to Mr Raj who thought that he had paid contributions since 1971.  The advocate obtained information from the DWP to discover the years for which payment had been recorded.  The advocate encouraged Mr Raj to find evidence to show he had made payments over a longer period. At the time of writing, Mr Raj has been unable to prove that he has more than 9 years worth of contributions.

3. During the attempt to find evidence that Mr Raj had paid pension contributions over a longer period, it was discovered he had made an overpayment of National Insurance.  The advocate obtained and completed the claim form for this and repayment was received by Mr Raj.

4. The advocate also checked on Mr Raj’s eligibility for Minimum Income Guarantee.  He was not eligible because of a substantial monthly contribution from his son.  However, the son says this will stop in the future.  When this happens, WASSR will be available to  review the situation for Mr Raj.

2.3.2
Projects

WASSR has been instrumental in initiating a number of innovative projects to extend advocacy services to specific marginalized groups, some of these in partnership with other local voluntary organisations. Examples of such projects are: 
a) advocacy service for older people with dementia  


b) providing advocacy within a residential home  


c) providing advocacy for older people in a NHS hospital 


 

d) a partnership project to provide an ICAS (independent complaints advocacy 

service 


e) supporting older people with challenging behaviour in the community   

f) helping assess the effect on people with advanced dementia of closing a nursing home 


g) outreach work with ethnic minority support groups and helping paid and voluntary
workers from these groups to develop advocacy with elders

h) outreach work, aimed at health professionals and older people’s groups, 

to show how advocacy can help and how it can be accessed

i) a housing project to reach the “hard to reach” in local ethnic minority 


communities, targeting the most deprived areas of Westminster


j) a partnership project to deliver an income maximisation contract for 


Westminster City Council

Some of these projects are still running and some have become a part of the mainstream service offered by WASSR.

In common with many innovative partnerships, some of these projects encountered early difficulties. However, WASSR management has recognised that thorough and honest evaluation is an important part of any project, and especially those undertaken in partnership.  Evaluation is undertaken for each project and changes made to build on the strengths and obviate the weaknesses of each one.  Examples of work that has benefited from such creative tension and careful evaluation are the dementia service and the welfare rights partnership project which both continue to provide and develop a valuable service.   

Acknowledgement of the value of the projects that have been developed by WASSR has come with the creation of a national Dementia Advocacy Network, hosted by WASSR and funded by the Department of Health supported by further funding from Comic Relief. The network provides peer support for dementia advocates, through information sharing, discussion and training. The Network aims to develop a set of national guidelines and code of practice for dementia advocacy.

New projects

Funding is either in place or being sought for a number of new projects including:

a) involvement in the Church Street Healthy Living Centre
b) outreach to promote the advocacy service to people with mental health problems and to provide advocacy for these people
c) a full time outreach / advocacy worker to work with older people in residential care. The National Service Framework for older people gives people in residential care the right to have access to an advocate.  Consequently WASSR is looking to Westminster City Council for funding for a worker to support this group

d) a non instructive advocacy project (advocacy for people without communication skills)

e) dedicated hours for a human resources worker, to include recruitment and coordination of volunteers
f) dedicated hours for someone to manage and develop training
g) a partnership project to help older people leaving hospital in the transition to living at home again

2.3.4
Input to strategic planning 

WASSR provides a valued contribution to planning at the strategic level, through membership of the local Older People’s Mental Health Task Group, the Dementia Liaison Group, Westminster Older People’s Network, the Church Street Forum, the BME (Black and Minority Ethnic) Forum, the North and South Westminster networks.  There is a recognition by the statutory sector that the work of WASSR provides input to service evaluation and helps shape future provision.

Additionally WASSR staff members provide expertise to other voluntary organisations through membership of steering groups or management committees, such as the Church Street Healthy Living Centre, Older Peoples’ Advocacy Alliance, Action for Advocacy and Voluntary Action Westminster.

2.3.5
Outreach work


Outreach work is undertaken by WASSR staff as part of their basic work to ensure that all older people in Westminster have access to the service in order to publicise the service to potential users and to potential referrers of clients. WASSR staff regularly give talks to pensioners groups, day centres, groups of social workers and other professional staff and to care support staff. Such publicity is accompanied by the distribution of high quality leaflets. Publicity is also gained through the insertion of bookmarks describing the WASSR service with prescriptions made up by local pharmacies. The aim is to encourage referrals and also to reach potential volunteer advocates. This work is particularly important as WASSR has identified through its project work a number of “hard to reach groups” within the community: for example: people with dementia, ethnic minority elders, people with mental health problems, people living in privately rented accommodation. 

Beyond this, WASSR is seen by many as a leader in the field of advocacy provision for older people and as a result, members of staff are frequently called upon the give presentations at both national and local conferences.  They are also often called upon to provide information for other organisations, including those within the statutory sector. Through undertaking outreach work, membership of planning groups and management committee work, WASSR staff take the opportunity to promote the need for older people to have access to an advocate.

2.3.6 Training

There is a strong commitment to training within WASSR and this is undoubtedly a significant contributor to the quality of work of the organization that was acknowledged by the contributors to this study.

WASSR is a major provider of training.  Training in advocacy and allied topics is provided for its own workers (students, volunteers, trustees and paid workers) and for workers from other organisations.  During the nine months to January 2004, WASSR held 18 in-house courses, representing 24.5 days of training.  Topics included advocacy and dementia training, management issues and technical issues such as first aid.  In all, WASSR provided 158 “working days” of training to WASSR workers (staff, volunteers, students and trustees) and 123 “working days” of training to people from other organisations.  A charge of between £10 and £70 per day was made for external attendees on courses, the level of the charge reflecting ability to pay.  


A total of 30 days of paid staff time was devoted to delivering training in this period.  Over half the courses delivered by staff were new, so it is likely another 10 - 15 days were spent in preparation for these courses.

Additionally, WASSR workers have, and take, the opportunity to train in a wide range of work related topics designed to equip them with relevant skills.  Training is also designed to enhance participants’ opportunities for career development. In the 9 months to January 2004 WASSR paid workers undertook a total of 27 days of external training on a variety of topics to help staff improve their skills in working with older people or to help them in their work as managers, trainers and experts in specialist subjects.  

WASSR’s educative work also includes the production of a number of informative booklets relating to the provision of advocacy and to working with people with dementia. 
These are available to other organisations and to the public.

2.3.7
Fundraising and management functions

Two essential aspects of the work of WASSR are largely overlooked by potential 
funders and as a result are difficult to finance.  

· Firstly, the day to day management of staff and volunteers, with the associated administrative and establishment costs. 

· Secondly, the ongoing and substantial work of fundraising to secure both the short and long term future of the organisation. 

In the main, funders are interested in new projects and work which is directly related to outputs.  Few funders will provide longer term funding, and everyone associated with WASSR – the management committee, staff, volunteers, clients and the local organisations that call on their expertise - lives with the constant possibility that sufficient ongoing funding will not be found.

Information collected for this study indicates that WASSR is considered a model of good practice, not only in the provision of advocacy for older people, but also in voluntary organisation management, the supervision of volunteers and in the drive to raise funds.

3.  WASSR’s value to clients

The whole advocacy movement is based on the need for vulnerable members of society to have someone to speak up for them, to help them gain their rights. In the case of WASSR, the group supported is older people: WASSR exists primarily for less well off older residents of Westminster (people over 60), who are experiencing difficulty in understanding and accessing the service systems.   Their difficulties may be a result of cultural or language barriers, disability, frustration, inability to articulate, or reluctance to challenge, or perhaps a combination of several of these factors.  Some people experience difficulties because of other people’s prejudices.  WASSR provides a voice for individuals and older people as a group to express concerns over issues facing them.

The report examined the ways in which WASSR helps older, less well off residents of Westminster to deal with life’s problems.  At any one time, a review of open cases will reveal a wide spectrum of problems.  For example, a recent survey of open cases included cases concerned with:

· The provision of home care
· Assessments for care packages
· Benefits of all types
· Dealing with under and overpayment of National Insurance
· Attendance Allowance eligibility
· Housing repairs and adaptations
· Dealing with damp and infestations
· Housing transfers
· Registering as disabled
· Problems with aspects of the Health Service
· Problems on discharge from hospital
· Dealing with debt
· Dealing with businesses (banks, retailers, etc.)
· Establishing a Power of Attorney

· Making or locating a will
· Taxicard applications
· Dealing with relatives
· Providing language or cultural support
The same review showed that, as well as acting specifically as the client’s advocate, WASSR workers:

· Visit each client and assess each case
· Provide the knowledge needed to deal with the case
· Research to find subsidiary information

·  Help clients understand their predicament
· Help other people understand what the client wants
· Translate and advocate in the client’s language
· Gather evidence, prepare evidence and present evidence for formal applications or hearings
· Fill in forms and write letters
· Help the client understand systems and decisions
· Organise assessments
· Progress the case and ensure prescribed time frames are met (for example for appeals)
· Liaise or negotiate between the client, relatives, carers, statutory agencies, 
landlords and others
The field of care provision and statutory or other rights of older people is complicated for anyone to grasp.  In addition, recent changes have meant that some people who were receiving statutory help are no longer entitled to it.  For some older people, understanding what they may or may not be entitled to must seem like a mine field.  

The involvement of WASSR and provision of advocacy helps older people to feel supported - they are not alone when dealing with a problem.  This can make what might seem to the client an insurmountable problem a bearable one.  An advocate helps to untangle complicated situations.  It is a relief for clients to feel they are being listened to and helped by an impartial, independent person who is focused on their interests.   

Advocates at WASSR are there for the client and work to ensure the client has every opportunity to lead the process.  They take time to understand the client’s wishes and have the skill to represent these wishes to other bodies.  Clients relate to advocates, who they view as a helping friend rather than “official”.  Advocates have knowledge and understanding of the systems and the resources to access information needed by the client.  They are persistent and can put appropriate pressure on statutory and other bodies to sort out problems or make sure the client receives her or his entitlements.

Advocates guide clients through formal processes, such as appeals and assessments.  They make sure the required evidence is gathered, paperwork dealt with, meetings arranged and prescribed time scales met.  Without this continuing support, some clients would not cope with the process and others would be reluctant to come forward and exercise their rights.     

Even on the few occasions when there is little or no concrete outcome, clients feel they have been listened to. WASSR provides some relief for clients by removing the frustration of chasing problems and making sure the problem is seen through to a conclusion.  Clients also have a point of referral if their position deteriorates and there is a need to re-apply for an entitlement.  Some of the cases reviewed as part of this study are likely to have ended in litigation had an advocate not been involved.  The early provision of an advocate avoids the distress older people might experience if they faced litigation.

Clients are usually referred, or refer themselves to WASSR because there is a specific problem.  However, at assessment or in the process of solving one problem, the advocate frequently identifies and deals with other areas where the older person needs help.  This multi-pronged approach is often instrumental in preventing the client falling into a spiral of decline and so significantly improves quality of life and postpones the need for enhanced care.

The provision of advocacy for people in care or in hospital helps to encourage these people to articulate their wishes if their needs are not being met.   Knowing a client’s needs helps care professionals provide appropriate care.   Continuing care advocacy is particularly difficult when clients are in the later stages of dementia.  WASSR’s contribution in this field helps local care providers better understand the needs of these clients.  

WASSR enhances clients’ quality of life by ensuring they receive their entitlements to care, benefits and housing.  The client is encouraged to lead the process and is empowered by having access to the skills and knowledge of advocates.  This approach goes some way towards restoring an older person’s confidence.

Beyond this the work of WASSR is pro-active in preventing older people from going into decline.  People who are confident they have their entitlements are likely to remain independent and in control of their own lives.  In this context WASSR particularly helps clients with challenging behaviour.  These people are more likely to cause an adverse reaction on the part of people who provide services and, as a result, find it more difficult to access these services.

Approximately 43% of WASSR’s clients are from minority ethnic groups.  WASSR has advocates who have experience of the culture and language of a range of minority ethnic groups who are able to provide an accessible advocacy service and help share the responsibility of solving problems people from minority groups find it difficult to deal with.

Advocacy training is provided by WASSR for staff and volunteers from local minority ethnic support groups.  WASSR advocates also give informative talks and have produced literature in a number of languages to broadcast the benefits of advocacy. This work with local groups helps to bridge cultures and improve integration.

Through advocacy with individual older people, WASSR helps to increase the income of older people in Westminster, contributing substantially to obtaining improvements in their quality of life.

The safe, non-threatening channel of communication provided by WASSR is a vital link between statutory and other organisations and individuals.  There is a need to persistently challenge the marginalization of and discrimination against older people.   Elders have a right to be relieved of the stress associated with negotiating for their rights.   There is also a need to help those who are suffering inadequate services or where services have broken down or been disrupted.  

Without WASSR, the community of elders in Westminster would be given significantly less support and assistance.   Indeed, some would be living and dying in even greater distress.   
WASSR Case Study four Mrs Morelli

Mrs Morelli is a 65 year old woman who is Portuguese in origin but speaks English. She is a wheelchair user who was referred to WASSR by a local housing trust. She had previously been in receipt of Industrial Injury Benefit and had been told it was for life, but the rules have now changed.  Mrs Morelli was re-assessed as being less than 14% disabled and so is no longer eligible for this benefit. Her first need was for help in challenging the removal of the industrial injury benefit. 

What WASSR did

The WASSR advocate made a request in writing for an appeal against the withdrawal of the Industrial Injury Benefit and contacted Mrs Morelli’s GP to gain support for this appeal. Mrs Morelli won the appeal and is now, once again, receiving Industrial Injury Benefit.

A year later, Mrs Morelli was again referred to WASSR because of a dispute over her Community Care Package.  Mrs Morelli said that she had originally paid for 24.5 hours Community Care help per week. This had then been reduced to 21.5 hours a week, but the charge had not been reduced.  Mrs Morelli was not paying her bill.

What WASSR did on the second occasion

The advocate ascertained from the Community Care Manager that Mrs Morelli had not paid the bill for her care package for eight months. The care package and charging policy were explained to Mrs Morelli by the advocate.  As her income is over the threshold of £122.70 per week, she has to pay for the care she receives. The amount Mrs Morelli owed was explained to her but she refused to pay unless the Community Care Manager restored the lost time or reduced the charges. The advocate obtained a copy of Westminster City Council’s care charging assessment procedures and details of ways to reduce the debt through the easy payment process.  These procedures were explained to Mrs Morelli, who was then helped to produce an income and expenditure assessment.  Mrs Morelli could not agree that she could afford to contribute towards the cost of care, so the advocate helped her to complete a Waiver Board form. Discussions on this are continuing.

4.  WASSR’s value to the statutory services

4.1

Source of referrals 

Of the 258 clients helped by WASSR in 2003/4, 37% were referred by professionals working in the statutory sector. A further 14% were referred by voluntary sector professionals whose clients had been referred by the statutory sector.  40% are self referrals by clients and family or friends refer the remaining 9%. 51% of clients are being referred from the statutory sector, either directly or via the voluntary sector. (Appendix C gives details of the source of referrals).
4.2

Reasons for referrals by professionals in the statutory services
In conducting this study the researcher interviewed 24 members of staff, either in person or by telephone, who work in the statutory sector and had been the source of referrals to WASSR. The views expressed below are a reflection of the views of those staff.
WASSR is viewed by the statutory sector workers who took part in this study as independent, professional, thorough, having specialist knowledge, willing to try things and to learn from past experience.  Many workers valued the opportunity to refer a client with a problem to someone in whom they have confidence.  Several workers said it is good not to have to tell a client you can’t help any further.  

A high value is placed on the availability of advocates who are client-centred, speak on the client’s behalf, represent the client’s interests and articulate these in a coherent way.  This is seen as particularly important for older people, who may be passive, muddled or contentious.  WASSR advocates are recognised by workers in the statutory sector as speaking on behalf of the client.  However, there is also a recognition of the part the advocate plays in helping all parties achieve mutual understanding.   One worker said, when WASSR is working with clients who have difficulty understanding, “nothing is lost in the translation”.
Workers in the statutory sector give a very wide range of reasons for referring a client to WASSR.  In the interviews with referring agencies that formed a major part of this study the reasons given for choosing to refer a particular client were:  

· The client needs complex support in a field which requires specific expertise 

· The client has cognitive difficulty or difficulty articulating needs 

· There is a need to undertake work across departments or agencies  

· There may be abuse or disregard for the feelings of the client by carers, but there is no concrete proof  

· The worker would like to challenge a carer but does not want to alienate that carer 

· The client is not coping but is not obviously eligible for specific statutory help  

· The client is not satisfied with the decision of the statutory body 

· The client needs information or help accessing information which the statutory 

      worker cannot provide 

It is worth quoting two members of Westminster Social Services staff who contributed to this study.  One said, 

“I refer older people who are fighting endless battles, where life has dealt them a poor deal”.  

Another said, “I use WASSR when my heart sinks at the amount of liaison needed to untangle an issue for a client”.  

These remarks give some indication of the value placed by these workers on the need for in depth, holistic work with some clients.  More generally there was recognition by workers in the statutory sector that time is not available for them to take on this complex work.

4.2

Underlying structural reasons for using the advocacy service

In discussion, workers in the statutory sector also identified that there were underpinning structural reasons why they referred clients to WASSR:

· The need for in-depth, holistic work with some clients, for which time is not available has already been identified. In the current target driven culture, statutory agencies need to move people through the system.  Statutory workers recognise they can no longer spend time on issues other than to give the care they are required to provide.   In order for workers to meet their targets, cases have to be closed without taking the time to delve beyond the immediate issue.  These workers said it is good to be able to refer people to WASSR, as the advocates can spend more time on difficult and complex issues.

· WASSR acts as a safety net for workers in the statutory sector. Statutory workers appreciate the existence of an organisation they can involve in cases where clients are complaining but there is no evidence to substantiate the complaint.  There is a confidence that something will be done if the case is taken up by WASSR.  If workers have a “gut feeling” something is wrong or a complaint is justified, but no evidence or authority to deal with the issue, then WASSR is seen as the organisation to contact.  This is particularly valued where the complaint may be indicative that the older person is being subjected to abuse.

· Workers in the statutory sector emphasise the importance of an independent voice with an objective approach and the willingness to take the time to find the best result for a client.  This is illustrated in the following quotes from two of these workers: 

“When people are alone and dealing with the care services they may need an ally, 
may want someone to challenge us.”


“People in care are at the mercy of the care around them - to come forward needs 
positive encouragement.” 

· Some statutory sector workers interviewed had involved WASSR in cases because they saw a need for a joint approach to solving issues and someone to think laterally, outside the constraints of formal provision. There is recognition of the negotiating skills available through WASSR.  

· Specialist knowledge, such as knowledge of benefits and housing issues, skills in working with older people with challenging behaviour and knowledge of the care systems are another reason given for using WASSR.  Statutory workers may refer clients with multiple problems or flag up concerns and talk through issues with an objective, independent person at WASSR.

· The contribution made by WASSR at the strategic level to steering groups and working groups is highly valued by the statutory sector.  Also valued is the input provided by the work of WASSR to critical evaluation of statutory services.  This helps the statutory providers to acknowledge shortcomings and find positive ways to develop.  One worker said, 

“WASSR poses challenging questions which make us explain and give account of ourselves.  There is a need for this.”  

Whatever the reason for referral to WASSR, workers in the statutory sector know that the client will get help relatively quickly and will be helped in dealing with all aspects of the issue.  They also know that WASSR understands what they are talking about and there is no need to go into lengthy explanations.   There is a confidence that WASSR will help staff providing statutory care to understand service users concerns, provide continuity and do what they say they will do.

WASSR Case Study Five Mrs Ahmad

Mrs and Mr Ahmad are Arabic speakers in their 60s. Mr Ahmad has a number of chronic health problems and is supported by his wife.  They are living quite isolated lives in a housing trust flat. They were referred to WASSR by the Assistant Care Manager for help on a number of issues: getting permission for a TV dish to receive Arabic programmes; attempting to maximise their income; sorting out overdue payment of council tax; apply for a taxi card; trying to resolve a difficulty with their electricity supplier.  The Assistant Care Manager wanted to encourage Mr and Mrs Ahmad to request an assessment for a care package, which had been offered by Social Services and turned down. So far this case has involved the WASSR advocate in making 6 visits, taking part in 4 separate discussions with colleagues, writing 6 letters, making 2 searches on the internet about planning permission, making 29 phone calls and attending a meeting at the Ahmad’s home with the planning officer. Organisations negotiated with include: the Assistant Care Manager, the housing trust, the Planning Department, the Council Tax office and Westminster Benefits Office.

What WASSR did

1. The WASSR advocate obtained and completed an Attendance Allowance application form, gathered supporting evidence and documents and submitted the form. The higher rate of attendance allowance was awarded.

2. Enquiries were made about planning consent for a satellite dish. The advocate then applied for consent to Westminster City Council and the housing trust, then continued to negotiate with the Planning Department and housing trust about the application. At the time of writing, the planning officer had visited Mr and Mrs Ahmad’s home and is progressing the application.

3. The advocate made contact with Westminster Benefits Office about the outstanding council tax.  Mrs Ahmad should receive full council tax relief but the office said the details had not been registered in their office and they needed proof of residency. The advocate dealt with this and the issue of council tax relief has been sorted out.

4. The advocate obtained, completed and submitted a taxicard application. This was still outstanding at the time of writing.

5. The advocate tried to contact the electricity supplier but failed. On the suggestion of the advocate one of Mrs Ahmad’s relatives has dealt with this problem.
4.3 
Expressing the value of advocacy to the statutory services in monetary terms

The most common response of statutory service providers to questions designed to find out if the work of WASSR saved them money was:

“It is invaluable and essential but it is impossible to say what it saves us”, or “you can’t put a (monetary) value on it”

One manager said: 
 “The use of WASSR saves my time but I can’t quantify the saving.  We are forever pushed to get things done.”

Another said,
 “We are constrained by practicalities and the complexity of the network of agencies.  WASSR can cut through this and provide a simple, focused service to help the client.”

4.3.1
Identifying potential savings to statutory services

Statutory sector workers identified potential areas of saving in: 

· Complex cases 

· Cases where a formal complaint against the service might arise 

· Cases where the statutory sector may have to litigate against the client 

· Cases where the statutory worker or the client could not be expected to have the knowledge or information needed 

· Cases where the client and referrer have difficulty understanding each other because of language, frustration, cultural or mental health issues 

· Cases which might involve a worker in one department or service needing to take issue with another department or service
· Cases involving more that one service provider
Statutory workers acknowledged they must be saving money through the intervention of WASSR because WASSR is able to help them in the avoidance of serious complaints or litigation, provides additional skills and knowledge, helps to clarify matters in difficult situations and acts as a bridge between the client and service providers or even just between service providers. 

4.3.2
Quantifying the savings to statutory service providers

In the absence of any existing research or modelling that would allow the quantification of the services outlined above, the researcher and WASSR together attempted to find a formula to express a quantitative value to the savings to the statutory services by the provision of an independent advocacy service. 

The parameters for the calculation were:

1. WASSR staff identified from their casework files some 150 cases involving the statutory sector, which came to a close in 2002 or 2003.  It was felt that there were two scenarios in which the provision of an advocacy service was of particular benefit to statutory authorities. These were:
a) Cases which were likely to result in litigation, a tribunal hearing or a formal complaint. Such cases are those where the statutory authority may have been drawn into legal proceedings against older people, for example, to recover rent arrears or housing benefit overpayment.  
b) Cases involving the statutory authorities in significant use of staff time.

In reviewing the sample of 150 cases, WASSR advocates used their professional experience to identify those cases where, in their view, had an advocate not been available, the statutory services may have become involved in work falling into either category a) or b).
2. A computation was then made of the percentage of the 150 cases examined that fell into categories a) and b) respectively

3. These percentages were then applied to the 292 cases that WASSR’s advocates worked on for 258 clients in the year to March 2004, to provide an estimate of the number of cases that would fit into category a) or  b) had advocacy not been available.    
4. In general WASSR spends on average about 13 hours on each case.  However cases which may have led to “litigation, a tribunal hearing or a formal complaint” or “significant use of officers’ time had advocacy not been available” will take significantly more than average time.  An educated “guesstimate” by WASSR staff is 19.5 hours and 16.25 hours respectively.
5.  Using the percentages derived from the analysis of 150 cases in depth, it was identified that of the total of 292 cases in 2003/4, 57 would be likely to fall into category a) “Likely to involve the statutory authority in litigation, a tribunal hearing or a formal complaint” and 70 cases, would be likely to be in category b) Involving the statutory authorities in significant use of staff time.
6. This leads to a computation that in 2003/4 it was likely that cases involving “litigation, a tribunal hearing or a formal complaint” would have taken a total of 1,111 hours a year and cases which might otherwise incur “significant use of officers’ time had advocacy not been available” would have taken take 1137 hours a year.  This is a total of 2248 hours or 321 days a year, the equivalent to approximately 1.5 full-time posts.   This is time that may otherwise have to be spent or bought in by statutory service providers, at a cost in excess of £50,000 per year. (Further detail of the calculation employed can be found in appendix B.)

Whilst this calculation is based on a number of educated “guesstimates” and does not include all cases, it can be used to illustrate the probable level of time saved by the statutory providers because an advocacy service was available to take up and progress these cases.   It should also be remembered that one of the significant reasons statutory care workers give for referring clients to WASSR is that WASSR has access to skills and information they cannot readily access: this leads to the belief that, if WASSR were not available, handling such cases internally by statutory authorities is likely to cost even more.
In addition to the financial considerations however, WASSR is seen as improving the quality of service to older people, and helping the statutory providers deliver value for money.  There are obviously cases where the involvement of WASSR has increased the time a statutory sector worker has spent on the case.  This is because of the need for statutory sector involvement in the process, or where a new issue has been identified by an advocate.  However, as one worker said, 

“I wouldn’t go into the same depth - so WASSR brings added value.”

A very specific area of saving was identified in the field of re-housing older homeless people, although again, it was not possible to quantify the saving. Once re-housed there is no ongoing support from the local authority - the client is left to his or her own devices.  This can result in the “revolving door” syndrome familiar in the field of mental health, whereby some people cannot cope with the complexity of managing a home and may quickly be in a position where they are evicted and once again homeless, but this time with little chance of being re-housed.  This is particularly likely where there is a cultural, language or mental health barrier. 

WASSR has helped vulnerable older homeless people to deal with the detail of moving into their own home.  This helps the client to cope.  If the client does not cope she or he is more likely to be evicted.  In this case the local authority would need to re-visit the case to deal with a potentially costly emergency because the client is street homeless.   WASSR has a key part to play in the prevention of homelessness amongst vulnerable older people in Westminster. 

WASSR Case study Six Mrs Somers 

Mrs Somers is 71 years old.  She cares for her adult daughter Rebecca, who has a learning disability. She approached WASSR needing help to sort out her daughter’s debts and benefits and her own electricity bill. Mrs Somers, whose health is not robust, shares a bedroom in her local authority flat with her daughter. Rebecca was previously in a supported home, but Mrs Somers felt her needs were not being met  She removed Rebecca from care because she wanted to supervise much of her daughter’s personal care.  Rebecca attends a day centre, but only when there is someone available to take her, as she is not confident enough to travel on her own.  Mrs Somers’s poor health prevents her from continuing to accompany her daughter.  The heating in Mrs Somers flat had broken down some months previously and had not been repaired. The estate office provided an electric heater but Mrs Somers was very worried about the electricity bill which she thought would be very high.

This initially simple referral was found to conceal a range of issues on which help was needed.  Over a 16 month period, the WASSR advocate made 6 visits to the client, 47 telephone calls, sent 6 letters or e-mails and attended 2 meetings to represent Mrs Somers.

What WASSR did

On a first visit the WASSR advocate discovered a range of problems in addition to those originally presented:

1. In 1999, Mrs Somers had applied for a housing transfer to larger accommodation and renewed her request in February 2003. She needed support in progressing this application. The advocate discovered Mrs Somers was in breach of her housing agreement, as the property was let for only one person.  The advocate guided Mrs Somers in making a new claim for housing for herself and her daughter; the advocate completed the claim form, gathered supporting information and progressed the transfer request.  Mrs Somers has now been placed on the waiting list for a 2 bedroom home. 

2. The heating in the flat had not functioned properly since 1999 and Mrs Somers had used the gas cooker for heating in addition to an electric heater which had been provided by the council.  She also spent a considerable amount of time in bed.  The extractor fan in the bathroom was not working and condensation was becoming a problem. The advocate progressed the problems with the heating.

3. Mrs Somers was in rent arrears and in need of a check to ensure that she was receiving the right benefits. The advocate contacted the Council to clarify the client’s position on housing benefit and rent arrears.   It transpired that the benefits office had overpaid Housing Benefit in the past and the overpayment now being deducted from Mrs Somers’s entitlement.  As a result, insufficient money was being paid by the benefits office to Mrs Somers’s rent account.  Mrs Somers was unaware of this situation.  The advocate obtained a statement of rent arrears to clarify the level of debt and explained the situation to Mrs Somers. 

4. Mrs Somers also needed recognition for her work as a carer and assistance in getting proper support and education for her daughter, including transport to the day centre.  Her daughter was in arrears with payment for using the day centre and Mrs Somers needed help to deal with this. The advocate introduced and referred Mrs Somers to the Carers’ Network for help and this organisation is now providing support.
5. Over the period WASSR provided support, Mrs Somers’s health deteriorated and she  needed assistance with laundry and house work. The advocate contacted Social Services to ensure the client obtained this support and liaised with the Older Persons’ Team and the Learning Difficulty Team to arrange a joint assessment of Mrs Somers’s and Rebecca’s needs.  The advocate acted for Mrs Somers at this assessment and then progressed the actions agreed at the assessment meeting.  The advocate also found an advocate for Rebecca through another Advocacy Project. The local authority has agreed that they have a duty of care towards Rebecca.  A care package has been put in place for both mother and daughter, with 13 hours direct payment for care agreed and a further 3 hours care for help with domestic chores. 7 day a week personal care will continue until the next review.
4. 4 
Other ways in which WASSR benefits the statutory services

1. Training

The statutory services benefit both directly and indirectly from the training and educative work of WASSR.  WASSR provides some training for workers in the statutory sector. The general training and educative work increases the number of people in other helping agencies who have positive attitudes to elders and the ability to work with older people. 

2. Inward investment

The level of funding drawn into Westminster by WASSR is important and increasing, for example £91,000 was raised by WASSR for its work in 1999, for work in 2003/4 £265,000 was raised. This funding is used to improve the circumstances of older people within the City of  Westminster.  This means that the statutory care providers receive help for which they have not had to pay. 

3. Better quality community consultation

WASSR advocates are close to their clients.  They talk to them as individuals and as groups.  In their capacity as advocates, WASSR workers are more likely than statutory care workers to hear what older people really want and what they really think of the services provided.  Thus feedback from WASSR to the statutory services is of high value in the review of those services.

4. Enhancement of service provision

WASSR is well aware that the statutory caring services provide advocacy as a part of their role.  However, particularly in the current climate of target driven care provision, the work of WASSR can help in the delivery of this service.  Sometimes WASSR may challenge decisions or actions of statutory care providers.  This in itself should be (and often is) viewed not as a threat, but as a means to trigger a review of a situation and identify areas for improvement.

5. Partnership development

Projects involving a partnership between statutory providers and voluntary organisations are high on the national agenda and have the potential to attract funding into a geographical area.  WASSR is a respected, established local voluntary provider with experience of working in partnership with statutory providers and other voluntary organisations.  This in itself is of value to statutory providers as it gives the opportunity for them to team up with WASSR to respond quickly to specific identified needs and funding opportunities.

6. National reputation

Westminster benefits from WASSR’s high reputation as a cutting edge provider of advocacy services, confirmed by the recent awarding of the contract to set up a National Network for Dementia Advocacy. 

5.  WASSR’s value to the wider community

5. 1. 
How WASSR benefits the older Westminster community in general

The benefits that WASSR brings to its clients have been outlined under Section 3 above, but there are ways in which the existence of a service such as WASSR  benefits the whole older community in Westminster.

· The fact that the service exists is a source of comfort to those who do not yet need its help, knowing that it will there if/when they have a need.

· The work of WASSR in strategic planning in Westminster means that services are being designed to meet need more effectively. In particular, WASSR’s Older Persons Conferences provide an opportunity for older people to tell service providers of their needs and concerns very directly, making consultation with service users a reality.  

5. 2 
How WASSR benefits referrers

· WASSR gives referrers the opportunity for their clients to have an independent advocate.  This can unburden the referrer by passing the problem to someone else.  This is particularly important to the referrer where the case is complex or involves a number of agencies.  Referrals have even been made to provide a client with continuity when the specific referrer was changing jobs.

· Advocates are persistent.  They co-ordinate work and progress a case to a conclusion.  Referrers recognise the part advocates play in untangling complicated situations and appreciate the time advocates are able to devote to complex cases.  This can save referrers valuable time and ensure a more rigorous approach to solving problems. 

· WASSR picks up issues the referrer does not have the remit to deal with and referrers can access WASSR’s complementary skills, expertise and networks.  Indeed, WASSR is seen by some as a convenient source of information.

· The existence of WASSR gives the clients the opportunity to challenge referrers’ decisions or behaviour.  It also gives the referrer a safe opportunity to follow up “gut feeling” worries about a client’s treatment by others and a gateway to challenge other departments or organisations.   In effect, WASSR provides a safety net for referring organisations, a resource to pursue a problem in case the client is right, or when it is not in the client’s interest for the referrer to challenge others’ decisions.  

· Referrers refer clients to WASSR because they have confidence in the service and in advocates’ ability to understand what they are talking about.  They sometimes need help with persuading a client to take action or choose a course of action and know that WASSR will help with this whilst representing the best interests of the client.

· Workers from most organisations that refer clients to WASSR also have the opportunity to attend advocacy training sessions run by WASSR.

WASSR Case study Seven Mrs Doherty

Mrs Doherty is 60 years old and has a number of chronic health problems, including heart and bowel conditions, varicose veins and mental health problems. She lives alone and has a grown up family, also with serious problems (her daughter is in prison and her son has brain damage). She lives in a high-level, one bed-roomed flat and cannot cope with the stairs.  The flat adjoins the roof, which Mrs Doherty says is used by neighbours for socialising and drug taking.  This makes her feel intimidated and frightened.  She was referred to WASSR via the Carers’ Network because she wants to move to a ground floor, one bed-roomed flat.  Her view is that she needs this rather than the bed-sitting room usually offered to people in her circumstances, as her grand daughter comes to stay on a regular basis. She also needed help to get an infestation of dust mites eradicated. Supporting her over a period of almost 3 years, WASSR advocates paid 15 visits, wrote 49 letters, made 47 telephone calls and 1 e-mail.

What WASSR did

Work on this case was led by WASSR’s Housing Advocacy worker, supported by volunteer advocates. On the advocate’s first visit in June 2000, the flat was found to be in poor condition, with a hole in the roof and rain penetration.  Mrs Doherty insisted that she wanted a housing transfer to a ground floor, one bedroom flat.  The advocate wrote to the Housing Department and then visited the Department with Mrs Doherty to make this request and was told it would take “15 years” to re-house Mrs Doherty.  The advocate obtained information on sheltered housing, discussed this with Mrs Doherty who decided to apply for this option. The advocate helped gather evidence, completed the application for sheltered accommodation and wrote a supporting letter emphasising that Mrs Doherty wanted a one bed-roomed flat because of her family circumstances.  The advocate progressed the sheltered housing application and liaised with the local authority.  A visit from the housing officer was arranged, which the advocate attended.

Over a period of some months, Mrs Doherty was offered three different sheltered bed-sitting room apartments, each of which she turned down. At this point, Mrs Doherty was admitted to hospital and the advocate continued to liaise with Community Care and St Mary’s Hospital staff.  On discharge, Mrs Doherty was admitted for recuperation to the Jaqueline Hughes Ward and decided she did not now want sheltered accommodation. She returned to her view that she wanted to apply for a move to a ground floor flat.  The advocate reported this to the re-housing section of the local authority where  the officer suggested Mrs Doherty sought medical priority status.  Mrs Doherty decided to do this.  After some difficulty, Mrs Doherty obtained the appropriate forms from the housing office.  The advocate helped her to complete the forms and gather the evidence needed.  The medical information was not transferred from one local authority department to another as had been promised, so had to be progressed.  WASSR received a letter from the local authority saying that the “matter was being assessed as a matter of urgency”. 

Some 3 months later a new advocate discovered there had still been no progress and was told by the local authority that “the medical officer is still assessing the case”.   The delays continued and a number of excuses were offered including “files out of the office for document imaging”.  On 4th December 2001, Mrs Doherty  received a letter from Westminster City Council saying they “will be able to reply by 15th December”.  This did not happen.  The advocate helped Mrs Doherty chase this, visited the housing office and was told they had not received the medical questionnaire (which Mrs Doherty had delivered to reception personally).  The Housing Office faxed a new form to Mrs Doherty’s GP.  In  mid January 2002, the advocate chased the GP to get the new form completed and Mrs Doherty again returned this in person to the Housing Office.  The advocate continued to progress the case through January and was told that the Medical Officer would assess the case in February.  When the advocate made contact after February she was told the MO had requested further information from the GP.  Meanwhile Mrs Doherty was re-admitted to hospital.  At the end of February, the advocate was informed that the Housing Department had given the case non-priority status which means that “it may be a long time before an offer is made”. The advocate continued to support Mrs Doherty, including accompanying her on a visit to the Housing Department in the following June, when she discovered Mrs Doherty was number 46 on the housing list.   Mrs Doherty decided to accept a bed-sitting room if an offer was made. 

In August 2002, Mrs Doherty’s flat was infested with dust mites, which gave her sores.  On reporting this, Mrs Doherty was told that she would have to pay for fumigation and the removal of her bed.  The WASSR advocate took up the case with the Environmental Health Department and discovered there was extensive infestation in the whole block of flats.  The advocate negotiated with the pest control unit to get the local authority to deal with the infestation without Mrs Doherty having to meet the cost.  The flat was eventually fumigated in November 2002. 

By the end of 2002, Mrs Doherty decided that she wished to see her local MP.  The advocate corresponded with the MP’s office to try to arrange this, but the MP advised that it was better to speak to a local councillor. In January 2003, the advocate contacted the Estate Housing Officer to check on the current position on re-housing Mrs Doherty and discovered she has moved down to number 58 on the list.  By February 2003, the dust mites had not been eradicated and Mrs Doherty again had sores.  Her sofa was infested and clothes and bedding needed to be thrown away.  Mrs Doherty’s family did not want any contact with her for fear of dust mite infection.  The advocate arranged with the Housing Office to have the sofa removed and fumigation dealt with.  Mrs Doherty was then helped to apply for funds to replace her furniture. At the time of writing, Mrs Doherty is still on the housing register, although it is unclear if she will accept a bed-sitting room, or return to pressing her case for a one bed-roomed flat.  Funds have been offered to replace her sofa.
5. 3 
How WASSR benefits carers

WASSR often takes on responsibility and work that would otherwise have to be done by carers or the family or would not get done.  An advocate has relevant knowledge and is likely to be more objective and consistent in solving a problem.   An advocate also provides clarity and helps explain complicated issues to carers.

Family carers can feel extremely isolated and this is especially the case when there is a problem.  Contact with an advocate helps carers to feel they are not alone and sometimes helps to untangle strained relationships between the carer and the client.

WASSR can provide or find help and advocacy for carers.  They can also find out about carers’ entitlements and help them access these, usually by referral to the Carers Network.

If appropriate, WASSR challenges carers. They also mediate by helping clients to represent themselves to carers and sometimes help client and carer to come to a realistic compromise solution.

WASSR Case Study Eight Mr Williams

Mr Williams is 78 years old, has mobility problems, is in chronic pain and is incontinent. He approached WASSR for help with a number of issues: his income support credits had stopped; he needed help preparing for Social Services to reassess his care needs; he needed help to pursue compensation for disrepair through the Local Ombudsman.  The WASSR advocate first established the reasons for Mr Williams’s concerns and then negotiated on his behalf with Social Services, the Dependability Occupational Therapist, the Ombudsman and Westminster City Council’s complaints manager.  In supporting Mr Williams, the advocate recorded sending 18 letters or faxes, making 28 telephone calls and 3 visits.

What WASSR did

On the issue of Mr Williams’s care package, the WASSR advocate: arranged and worked with Mr Williams to prepare for an assessment meeting with Social Services and the Dependability Occupational Therapist; liaised with Social Services and Dependability; gathered and prepared  information for the meeting; attended as Mr Williams’s advocate.  After the assessment meeting, the advocate wrote to all parties  confirming the facts. The Care Manager’s decision following the assessment was to take away home care.  This  ran contrary to all the evidence presented but was attributed to new national guidelines.  The advocate pursued this with Social Services, the local councillor and via a solicitor.  Mr Williams’s health was deteriorating and WASSR continued to negotiate with the Care Manager to have his care needs reassessed.  Mr Williams had 3 different Care Managers over a 7 month period.  It transpired that the Social Services Complaints Review Panel had previously recommended that Mr Williams’s needs be reassessed.    At the time of writing, home care has not been re-instated and Mr Williams’s case has been referred to a solicitor.

On the issue of disrepair to Mr Williams’s home, the advocate liaised with Westminster City Council’s Housing Officer and the Local Ombudsman to  present the case for compensation for housing disrepair.  The advocate spent time understanding Mr Williams’s views, corresponded with the Ombudsman to present these views, relayed the Ombudsman’s replies and formally presented the case to the Ombudsman.  The advocate then represented Mr Williams’s dissatisfaction at the decision made by the Ombudsman.  At the end of this process, Mr Williams was given notice to quit his property. However, as a result of further representations, the notice to quit was cancelled by the council and an apology given.
5. 4 
How WASSR benefits students on placement

During the course of a year, two social work students undertake work placements of up to 80 working days with the WASSR team.  This provides the students with the opportunity to complete their course of study, as work placement is a mandatory part of this.  In future, students will be expected to spend 100 working days with WASSR over a period of six months.

WASSR has a small staff team, so there is good opportunity for students to be full team members.  Training for and induction to a work environment and to the skills of advocacy ensure students are able to make a valuable contribution to the work of the organisation.

Supervision and support is provided by appropriately qualified work colleagues and feedback to students is seen by both students and tutors to be honest.  Students have the opportunity to gain and practice a range of new, transferable skills including presentation and interpersonal skills.

Students get an experience which helps them decide whether or not they want to work with older people.  Feedback indicates that students placed with WASSR enjoy the working environment, make friends, develop networks and gain in confidence.   A placement with WASSR also helps them appreciate the contribution made to the care of older people by voluntary organisations and to understand some of the difficulties faced by these bodies.

Students gain a better insight into the problems faced by older people directly from older people.  They gain specific advocacy skills and knowledge of the care systems.  A placement at WASSR can lead to opportunities for future work, enhance the student’s CV and provide valuable references.  

WASSR also provides work placement places for students taking part in a Working for Charity course.  This course is designed for professionals formerly in the commercial sector to learn how best to transfer their skills to the voluntary sector.  Students usually undertake a specific project.  Past students have redesigned promotional literature, provided fund-raising assistance, reviewed training needs and reviewed the organisation in preparation for PQASSO (Practical Quality Assurance Systems for Small Organisations) recognition.

WASSR Case Study Nine Mrs Edwards

Mrs Edwards is 89 years old and has been diagnosed with dementia and possibly some degree of paranoia and schizophrenia. She was referred to WASSR by the Admiral Nurse Service because her daughter, who has been caring for her, is unable to continue unaided because of her own poor health.  Mrs Edwards becomes extremely distressed when a visit to or from a medical worker is suggested.  All appointments need to be made through her daughter. WASSR was asked to try to arrange assessment for services and for adaptations to the front door to allow the family easier access. This has not so far been possible because of the great communication difficulties between the family and service providers. The case has involved the WASSR advocate in a single visit, followed up by 2 discussions with colleagues, writing more than 7 letters, making more than 10 phone calls and 3 e-mails.

What WASSR did

The advocate began by chasing up the assessment made a year before by Dependability and progressed this with the council.   She was told the long delay in arranging the recommended adaptations was because of lack of money.  The advocate then discovered that the surveyor at the estate office had lost the occupational therapist’s report.  The advocate wrote to Housing Association customer services department to make a formal complaint.  The advocate made many follow up telephone calls, emails and letters but with no response.  Throughout this process, the advocate progressed the matter with Dependability, the surveyor and the Housing Association and kept the client fully informed.  Mrs Edwards and her daughter were understandably very unhappy with the level of service they were receiving. No apology has been received from the surveyor, but work on the front door has finally been completed.
5. 5
How WASSR benefits its volunteers

Over the years, WASSR has involved members of the local community as volunteers in various ways:

· Help manage WASSR by serving as  trustees

· act as advocates 

· undertake administrative work.   For example, students attending Birkbeck College and taking part in the college volunteer scheme contributed to the organisation of WASSR’s Older Peoples’ Conference in 2003. 

In addition to the management committee and student volunteers, WASSR has about 15 regular volunteers, some of whom are advocates.  Advocacy is not an easy option.  It is often more difficult than potential volunteers expect and only about 20% of the people who attend initial training stay on as advocates for more than six months.   

The use of volunteers makes their skills available to the community and brings diversity to WASSR.  Volunteers may be retired professionals, students, or other people, some of whom are, for one reason or another, not currently working.  Voluntary work with WASSR gives the opportunity to gain new skills and practice existing skills in an environment that provides guidance and support.  Volunteers receive training in advocacy skills and other specialist training in areas such as legal aid, housing benefits, disability awareness and working with people with dementia.  All this broadens experience and builds confidence and can help provide wider career opportunities and a doorway to employment.  Working with WASSR enhances a volunteer’s CV and gives additional reference opportunities.

Volunteering to work with WASSR can help bi-lingual volunteers to improve their language skills through advocating for people who do not have good English.  Some volunteers with English as a second language improve their ability to work using English.

WASSR draws in volunteers from a range of backgrounds and ages, including people who may otherwise be isolated.  WASSR gives the opportunity for these people to provide a specific social function of benefit to the community, whilst also providing a social opportunity for the volunteers.  A significant proportion of people who undertake the basic training decide not to become advocates. WASSR feels the training is never wasted, as these people take a positive attitude about older people back to their communities.

5. 6 
How WASSR benefits its staff

An important function of any organisation is that of developing its workers.  Over the years, WASSR has played a major part in developing the career path of many of its workers.   It has provided a way of gaining new skills and knowledge, accessing new networks and gaining valuable experience.  Most of the posts at WASSR are part time or last as long as a project is funded.  The lack of secure funding is always a factor affecting staff retention; as a result, a disproportionate amount of WASSR’s resources is directed to staff recruitment, induction and training.

Staff appreciate the diversity of the people with whom they work, be this in the staff group, volunteers, contacts or clients.  WASSR provides valuable and frequent training with the opportunity to gain and practice important skills.  The organisation has a “can do” attitude, is flexible and staff have significant control over what they do and how they do it.  

Whilst working space is cramped, staff feel that they have a pleasant group environment in which to work.  They have rewarding work, in pleasant company in a convenient part of Westminster. 

6.  Why WASSR is worth funding

· WASSR is an independent voluntary organisation, so is able to represent the views of elders without any conflict of interest.  This is vital to help empower disadvantaged elders.

· The work of WASSR saves the statutory care agencies time and helps them to provide a more in depth service for older people.

· WASSR acts as a “safety net” for statutory service providers and also provides the opportunity for constructive feedback.  This is valued by statutory workers.

· The work of WASSR forms a key part of the strategy to prevent abuse of elders and to prevent elders going into a spiral of decline because they cannot cope.

· The work of WASSR helps to increase the confidence and independence of clients, ensures clients receive full entitlements and contributes to improvement in health and well being amongst older people in Westminster.

· WASSR is established and well organised, has a good track record, valuable resources at its disposal and a growing number of referrals. The approach of workers is professional and WASSR is trusted by clients and referrers to provide a quality service.

· Statutory departments have limited funds and thus only deal with defined areas of work.  WASSR helps to make sure other things are done for clients, not only in the area of essential services and statutory rights, but also helping them deal with other life problems.  WASSR is accountable for what it does and ensures work is completed.

· WASSR actively promotes equal access for all by providing advocates who are able to work with elders for whom understanding what is happening around and to them is especially difficult.  Some specific language support can also be provided.   

· WASSR is an innovative organisation with a “can do” attitude. It is pro-active in initiating new projects and in learning from these projects.  It recognises the value of working in partnership with other local providers, be they voluntary groups or statutory organisations.  

· Increasingly WASSR deals with a group of clients who present complex cases, often through challenging behaviour. It is just such cases that statutory service staff may find themselves least able to address and that can result in lengthy complaints processes, at worst, in litigation. Without WASSR to address such issues, the statutory authorities could find itself in serious difficulties in dealing with these cases.
· Equally, effective action by WASSR advocates can help to prevent “revolving door” cases, where an immediate problem is addressed but the client is insufficiently supported and the problem recurs. Such issues are highlighted in this report in dealing with older homeless people, but are a factor in many of the more serious and complex cases as our case studies illustrate.
· WASSR draws funds into Westminster which might otherwise go elsewhere.

· WASSR has unique expertise in the field of advocacy for older people, particularly in working with people from minority ethnic groups and people with dementia.

· WASSR is the only service of its kind in Westminster. The community of Westminster is fortunate to have access to this unique project. 
7.  Recommendations made by contributors to this study
People who took part in this study were asked to contribute their thoughts on the ways in which they would like to see the work of WASSR develop over the next few years. This section describes the things they said. 

7. 1. 
People working for statutory care providers and other helping organisations

The majority of the contributors to this study work for statutory service providers. Their suggestions for WASSR’s future development are listed here though it is important to say that whilst WASSR may be able to implement (and in some cases is already implementing) some of these suggestions as a part of the current service, more substantial developments would require specific funding.  Also the WASSR Management Committee may feel some of the developments suggested are not necessarily appropriate.

· Work with other local voluntary and statutory providers of services for older people, including minority groups, to address the question of how to provide advocacy for everyone who needs it.

· Continue to campaign to increase resources available within the statutory services for advocacy work.   

· Do more advocacy work with older people with sensory and physical disabilities.

· Develop contact with the homelessness department.  Investigate setting up a project with the department to work with older people in Bed and Breakfast accommodation.(There are said to be a lot of older Westminster residents in B & B) and/or work with elderly homeless people who are being re-housed to help them with the detail of moving into a new home.

· Continue to develop ways to help older people retain the capacity to do things and remain in control of their lives.

· Raise the profile of WASSR within WCC to ensure that all care and social workers are aware of the service.  These services have a high turnover of staff and use locums.  WASSR need to find ways to make all new staff aware of WASSR, perhaps by ensuring relevant details are part of the department’s induction training. 

· Specifically, this study identified that social and care workers in the north of the borough guide clients to WASSR far more frequently than workers in other areas.  WASSR needs to look at the reasons for this and find ways to encourage workers in other areas to link clients with WASSR.

· Continue to raise the profile of WASSR within the community.

· Increase the availability of WASSR training courses for other organisations.

· Try to find a way to make it easier to get hold of WASSR advocacy workers when workers from other organisations need to talk to them and/or have a “duty service” for more rapid response.

· Make sure the following topics are included in advocate training:

· General training on being objective about people’s needs
· How to be clear, when presenting a client’s needs to other agencies, if a need has been identified through the advocate’s observation or because it is what the client has requested
7. 2. 
Recommendations made by WASSR staff

As part of the study WASSR workers were asked what changes they would like the statutory service providers to make to help WASSR with its work.  This section describes their answers.

· More two way communication between WCC workers and WASSR to:

· Keep up to date on developments

· Develop and deliver training with WASSR and promote WASSR as a training organization

· Gain a better understanding of each party’s criteria and constraints

· Give and receive feedback about trends: what is actually happening to older people; what older people need to know
· Consult before making changes, for example, to the charging system or the criteria for charging for care
· For statutory service workers to:

· Tell people about the availability of advocacy before personal assessments are made
· Include contact details for independent helping agencies on statutory services leaflets
· Have accessible and understandable systems
· Tell clients all they need to know
· Find ways to help statutory service workers to:

· Deal with difficult or challenging clients
· Be more client centred
· Recognise the additional needs of people who don’t speak English
· Invite WCC workers to a WASSR staff meeting
· Find ways in which WASSR staff can occasionally attend WCC staff meetings
Appendix A



 Models of advocacy

A dictionary definition of advocacy is “to plead or speak on behalf of”. In a broader sense, advocacy is about civil rights and representation, presenting the interests and concerns of someone who is unable to speak up for his or herself.  Advocacy is not about helping people less fortunate than oneself; it is about empowering people to obtain justice in their lives. 

There are a number of different models used in advocacy work, some of which overlap with each other.

Citizen Advocacy is a one to one and ongoing partnership between a trained volunteer advocate and a person who is not in a strong position to exercise or defend his or her rights and is thus at risk of being mistreated or excluded. The advocate should be free of conflict of interest with those providing services for her or his advocacy partner and should represent the interests of that partner as if they were the advocate’s own.

Complaints Advocacy is specifically focused on helping individuals to pursue complaints within and about a particular service, for example a social services department or hospital.

Group or Collective Advocacy refers to a self-advocacy group or organisation offering mutual support, skill development and a common call for change.  This might be a small group of people using local services or a larger national body such as the National Pensioner’s Convention.

Issue based or Short Term Advocacy is also sometimes known as crisis advocacy and is based on the same principles as citizen advocacy, although usually over a shorter period.  It involves a trained volunteer or paid advocate supporting someone who is vulnerable. Again it is essential that the advocate is independent of the service provider. 

Peer Advocacy takes place where one person who has experienced a difficulty advocates for another who is experiencing a similar difficulty or discrimination. 

Professional Advocacy is perhaps most widely recognised as legal advocacy undertaken by lawyers. However, professional advocacy may also include others who are paid to provide a particular advocacy service, for example welfare or housing rights workers, or professionals, such as nurses or social workers, who view advocacy as part of their role.

Public Advocacy refers to the activities of organisations that campaign on behalf of particular groups of people. They are often national bodies with local networks such as Age Concern and Pensioner’s Forum. 

Self Advocacy means “speaking up for yourself”, where a person expresses his or her own needs and concerns and represents personal interests.

Appendix B    Quantifying the savings to the Statutory Sector

Parameters of calculation used to quantify the savings to the statutory sector made by the provision of independent advocacy.

1. WASSR identified 150 cases involving the statutory sector which came to a close during 2002 or 2003.  Advocates used their experience to identify cases where, in their view, had an advocate not been available, the statutory services may have become involved in:

  
a) litigation, a tribunal hearing or a formal complaint 


b) probable significant use of officers’ time.

The analysis derived from the 150 cases is given in the chart below where a) and b) are as above.

	Issue
	Number of cases

reviewed
	Number of cases identified as category a)
	% cases identified as category a)
	Number of cases identified as category b)
	% cases

identified as category b)

	Housing
	50
	13
	26%
	17
	34%

	Social Services
	32
	2
	6%
	21
	66%

	Welfare rights  
	16
	6
	38%
	3
	19%

	More than one of above
	7
	-
	-
	5
	71%

	Health service
	10
	1
	10%
	2
	20%

	Other statutory
	35
	5
	14%
	3
	9%

	Total cases reviewed
	150
	27
	18%
	51
	34%


2. The percentages derived from the sample of 150 cases were then applied to WASSR’s caseload for 2003/4. In the year to March 2004, WASSR’s advocates worked for 256 clients on 292 cases.   By applying the percentages from the sample above to the figures for 2003/4 (where the headings matched), an estimate was made of the number of cases in categories a) and b) during 2003/4.  This is shown in the chart below.

	Issue
	2003/4 cases
	Percentage of category a)
	Number of category a)
	Percentage of category b)
	Number of category b)

	Housing
	116
	26%
	30
	34%
	39

	Care provision
	26
	6%
	2
	66%
	17

	Benefits
	60
	38%
	23
	19%
	11

	Health or NHS
	17
	10%
	2
	20%
	3

	Financial / legal
	25
	
	
	
	

	Complaints
	13
	
	
	
	

	Other
	35
	
	
	
	

	Total
	292
	
	57
	
	70


3. WASSR spends on average about 13 hours on each case.  However, it is probable that cases which may have led to “litigation, a tribunal hearing or a formal complaint” or “significant use of officers’ time had advocacy not been available” will take significantly more than average time.  The estimate used in this calculation is 19.5 hours and 16.25 hours respectively.

4. Using the calculation of 

Number of cases in each category x number of hours per case 

This produces: 

· For Category a) cases involving “litigation, a tribunal hearing or a formal complaint” a total of 1111 hours for the WASSR caseload in 2003/4

· For category b) cases which might otherwise incur “significant use of officers’ time had advocacy not been available”, a total of 1137 hours for 2003/4.  

5. These two figures total of 2248 hours or 321 days a year, the equivalent to approximately one and a half fulltime posts.   If WASSR did not exist and the issues, concerns and major problems of Westminster older people were to be dealt with by statutory service providers, this is time that would otherwise have to be spent or bought in at a cost in excess of £50,000 per year.

Appendix C
Sources of Referrals
	Source of referral
	

	Self referral
	95

	Family /friends
	26

	Health services
	37

	Social Services/care managers
	32

	Community Support workers (WCC)

	5

	Community Care/Welfare Rights Project

	13

	Housing schemes/advice etc



	7

	Other professionals 
	16

	Day care centres

	4

	Residential Care Home

	2

	Professionals from voluntary organizations

Carers Network; Carers Service; Migrant Resource Centre; Action on Disability; Age Concern Westminster;  Councillor’s Surgeries; Befriending Scheme; Law Centre
	19

	Total
	256


Appendix D    Clients who present with challenging behaviour                                               
When a client who may fall into this category first approaches the service they are very likely to feel:
· Disempowered: the client feels that s/he has no control over what happens to them. They do not know how to challenge maladministration.
· Disorganised: clients often lack knowledge and understanding about how to effect their rights. For example they do not know how to negotiate their way around the various complaints or administrative channels that are in place.

· Marginalised and excluded: clients very often feel they are not listened to. For example, home visits may not have been provided for clients with mobility problems. Clients with communication problems are often ignored. 
· Clients with mental health problems face particular discrimination on the grounds of their health. Often they are seen to have less right to complain and complaining is seen as a symptom of their illness.   
· Delay: often the issue has gone on for many months or even years without resolution.
· Anger and frustration: the client is often very angry. 
 
These clients often come to be known as clients with challenging behaviour. This leads to a cycle of exclusion.  
 
Advocacy in these cases involves a high level of skill in:
 
· Actively listening to establish clients’ priorities in addressing and resolving matters.
· Reading through papers collated for clients. Often these will be large volumes of files. By reading through these with care the advocate will often establish the issues and identify the many departments which will need to be engaged in communication. 
· Liaison and negotiation skills: the advocate will need a high level of skill in order to be able to collate and talk through all the issues with client, enabling him or her to focus and organise. Skills in negotiating with the client will be matched by those needed to liaise and negotiate with the service provider(s) involved. 
· Obtaining support from community champions to effect change on clients behalf
· Applying community pressure and engaging community champions to effect change for client.
· Applying the principles of good advocacy:  the client will usually stop being angry when they begin to feel that they have been:
· given a safe space in which to express their views

· listened to
· supported

· empowered
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