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INTRODUCTION 
The purpose of this report is to enable the Local Authority to evaluate the effectiveness of the support service based on the following criteria: 

· The service is delivering successful outcomes in line with the principals of the Housing Support Grant .
· The service is delivering outcomes that are preventative and represent value for money. 

· The service contributes to the overall aims of the Local Authority and the Welsh Government 
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	1. Ty John Rowley supported accommodation: 95-97 Court Road Barry CF63 1ET

2. Ty’r Fro Safe house supported accommodation: 28 Evans Street, Barry CF62 8DU

3. Tom Holmes floating support: 236, Holton Road Barry, CF63 4HS

4. Ty Newydd  61 Ty Newydd Road, Barry CF62 8AZ

5. TESS 6’s : 236, Holton, Road Barry, CF63 4HS
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INTRODUCTION 
Brief description of Scheme 
At Llamau they believe that no young person or vulnerable woman should ever have to experience homelessness. Their mission is to eradicate homelessness for young people and vulnerable women. But for thousands of the most vulnerable people in Wales, homelessness is a frightening reality.

30 years ago Llamau was founded to provide homeless teenagers with a safe place to stay. Since then, they have supported over 67,000 young people, women and their children who are either homeless or facing homelessness. 

Many people think the job of a homelessness charity will be to provide accommodation - a safe place to stay. 

But it is very clear to them that for most people who are facing homelessness, their problems are far more complex than a lack of permanent shelter. 

That's why they treat everyone who needs their support as an individual. They recognise their unique strengths and needs and make sure that they are supported to rebuild their futures. 

Llamau states  they are a values-led organisation which puts the people supported at the heart of the organisation. Their values mean that they can offer the highest quality support and empathy. Their values are:

We Respect
We Listen
We Encourage
We Learn
We Don't Give Up
This is the Llamau evaluation report under Supporting People; the Llamau evaluation was carried out in person.

As part if the evaluation process, preparatory documentation was issued.  To permit a more comprehensive evaluation additional supporting evidence was also requested. This report describes conclusions about the quality of the service based on previous monitoring information as well as the evaluation itself.
The first evaluation undertaken in person focused heavily on policy and procedural issues. Within this evaluation emphasis has been placed on the outcomes which have been achieved by examining the impact that the support has had on service users. Policy and procedure matters have been addressed where they affect the quality or safety of the service. 

Outcomes achieved for service users have been considered under the following headings:

· Promoting Personal and Community Safety

· Promoting Independence and Control

· Promoting Economic Progress and Financial Control

· Promoting Health and Well Being. 

EVIDENCE DOCUMENTATION
	1. Strategic Context / Contributing to Strategic Outcomes

	All referrals for TESS 6 come from Supporting People Gateway team; The projects’ manager will gather any further information on risk or need prior to allocating to a Support Worker. Support can also be accessed at our office 236 Holton Road, drop-in where office staff can assist an Individual providing one off support or if it is felt that on-going support is needed, with consent from the Individual, staff will complete a HRS and submit to the SP team, or sign post if relevant.

Referrals from Newlands sent directly to the service provider, an assessment would be completed to see if the Individual is suitable for the service. Support is accessed from Newlands at 26 Newlands Street Barry or by dropping into our office at 236 Holton Road.

Two members of staff will undertake the initial assessment of risk and need, during the first meeting, with collaboration from the Individual requiring support; this then forms the Individual Support plan and identifies the goals and how these will be achieved and monitored. The ISP and risk assessment reviews are every 6 weeks or sooner if appropriate, these will also be in collaboration with the individual. The initial assessment of need can be completed in the person’s home unless a risk has been identified, in which case a suitable meeting place would be agreed but all parties, this may involve multi agency working e.g., probation office. 

Floating Support Service identify at an early stage those who are struggling and reinstate more structured support. Staffing structure can facilitate double staffing if required to enable prompt, higher intensity support whenever people need it, safely managing the risks associated with multiple needs and negative networks/associates. Llamau offers a flexible model of support tailored to meet the needs of the individual needs.

The support team is directly managed by the Projects Manager, who is line managed by the Contract & Quality Assurance Manager who, in turn, is line managed by the Head of Service for Cwm Taff Morgannwg and the Vale Young People Support Services.




2. Cost effectiveness / financial

	Summary of Findings

	Llamau has provided a financial breakdown income and expenditure for their support services.

Staffing costs are comparable when compared with other services of this type.

Management costs are comparable with other services of this type.

Annual funding is comparable with other services of this type.

The staff structure for the projects are as follows:

Young Peoples Service:
2x Full time Support Worker
35 Hours per week
Salary £21,702
6x Full time Support Assistant
35 Hours per week
Salary £20,580
2x Part time Support Assistant
17.5 Hours per week
Salary £10,290
1x Part time Support Assistant
11.7 Hours per week
Salary £6,860
Ty Newydd:
2x Full time Support Assistant

35 Hours per week

Salary £20,580

3x Part time Support Assistant

17.5 Hours per week

Salary £10,290

1x Part time Support Assistant

11.7 Hours per week

Salary £6,860

Tess 6 & Newlands:

2x Full time Support Workers
35 Hours Per Week
Salary £23,883
1x Part time Support Workers
17.5 Hours Per week
Salary £11,559
6x Full time Support Workers
35 Hours Per Week
Salary £21,702


	Conclusion and Recommendations

	This objective has been fully met.

Llamau provided a breakdown of their revenue and expenditure and audited accounts were made available. Llamau is cost effective and

benchmarks well against similar schemes in the South Wales area. 
At time of report Llamau are currently down a support worker and three support assistants. Llamau have stated that cost of living and rise in wages in other sectors have led to some staff leaving the company. Previously they have found some difficulties in attracting new staff for the job roles specified but more recently they have had some success in applicants and are confident in bringing in new staff once interviews are complete. 



3. Promoting Personal and Community Safety

	Summary of Findings

	Policies relating to Safety.
References

Human Resources will send out requests for references for appointed candidates at the time of making the job offer. Two references will be sought including one from the current/most recent employer who should not be a relation of the candidate. If a referee happens to be a panel member (for either short-listing or interviewing), then the candidate will be asked to provide an alternative referee. 
DBS

All Llamau staff are required to have a current enhanced DBS certificate. The Llamau DBS policy clearly outlines this process. All prospective employees will be provided with a DBS Disclosure Application form, information about the process, supporting document requirements and guidance in regards to how to complete the form. Once the completed form is returned to HR with the supporting documents, (no photocopies) the disclosure form is then sent to the DBS. The DBS will perform their checks and a copy of the certificate will be sent to the new member of staff’s home address. This certificate must then be brought into HR to be checked. If the disclosure has no convictions listed, a start date can be arranged. If the disclosure has convictions, a risk assessment must be arranged with the operational director who will discuss the DBS with the new member of staff. Based on this meeting, the operational director will make the decision whether to continue with the offer of employment or withdraw it. This decision cannot be appealed. Majority of staff are on the new live update system, Llamau keep track of the system and notify staff when an updated certificate is needed.
Induction + Probationary Period
Within the first 6 weeks: -

 ( Ensure the employee has attended their Organisational Induction 

( Have completed all relevant training as highlighted in the Training Matrix that needs completing within this time frame. At the end of 3 months: - 

( Conduct 3-month probationary period review meeting. 

( Review the training that has been attended and what still needs to be completed in the next three months. 

( Discuss with the employee the objectives you had agreed with them during their induction and identify if they are meeting your expectations or if you need to set more objectives for their next three months. Discuss with HR in regard to guidance if you feel that your employee is not meeting expectation.

 At the end of 6 months: - 

( Conduct 6 month probationary review meeting. Review completed training. 

( Discuss with the employee whether they have met their objectives. 

( The probationary period at this time may be passed, extended for a further period to allow the employee an opportunity to demonstrate that they are able to meet their objectives. The probationary period may not be passed if the employee is not meeting expectation and you feel this will not change with time and support and the new employee will not be confirmed in post.
Training – e.g POVA/Safeguarding

The Core Competency Matrix shows mandatory training and the timescale within which it should be completed, which has been identified by the Management Team, as the basic skills required to carry out the roles within Llamau. It is there to ensure that extensive, thorough and on-going training is a priority. Line managers should take into account previous experience and any prior training undertaken within 2 years prior to a member of staff taking up their role and may use discretion to decide whether a particular course does not need to be completed within the recommended timescale. Part of Llamau’s Core Competency Matrix is completed via e-learning. Each member of staff is provided with a login when start in post and should complete their assigned courses within 6 weeks. 

Each role is assigned specific courses according to learning need and may include any of the following courses: 

( COSHH 

( Data Protection 

( Equality and Diversity 

( Fire Warden 

( Food Hygiene 

( Lone Working in the Work Place 

( Manual Handling 

( Safeguarding Adults 

( Safeguarding Children
The Core Competency Matrix is targeted at all staff. However, Llamau recognises that different training is required depending on the role and therefore the training is coded to identify differing needs. Below is the current Core Competency Matrix for staff development. [image: image2.png]E-Learning Matrix 2017-2018
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Initial Risk Assessments + including are they reviewed (file checks)

Two members of staff will undertake the initial assessment of risk and need, during the first meeting, with collaboration from the Individual requiring support; this then forms the Individual Support plan and identifies the goals and how these will be achieved and monitored. The ISP and risk assessment reviews are every 6 weeks or sooner if appropriate, these will also be in collaboration with the individual. The initial assessment of need can be completed in the person’s home unless a risk has been identified, in which case a suitable meeting place would be agreed but all parties, this may involve multi agency working e.g., probation office. 

File checks confirmed the process all initial assessments are saved on to panconnect and reviewed typically in 3-4 weeks. 

Service User Questionnaire – Ref: Safety Question
20% of service users were asked a questionnaire in relation to feeling safe in their homes/community, all service users answered yes in relation to question and also contributing to the safety of others.  
External Agencies
The project staff continue to work in partnership with a number of parts of VoGCC – SP team, Housing / Homelessness, YOS, Children’s Services, Youth Service & Homes4U.  Also with Probation, DWP / Jobcentre+, other Llamau services, Inroads, Atal y Fro, Citizen’s Advice and a number of RSL organisations and other support providers. This list is illustrative not exhaustive.  

Health and safety
Service users in supported accommodation allowed to smoke in their rooms this viewed by the council as increasing the fire risk to the properties.
Outcomes 
April 2022– October 22 Outcomes for Llamau. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome
Feeling Safe - 

Service users acknowledge they have goals in this area                                                                                   0%                                                                                                                                      
Service users are in the initial stages of goal progression                                                                                 21%
Service users have some progression of time-bound goals                                                                              52%
Service users have made substantial progression of time-bound goals                                                             21%
Service users have achieved goals                                                                                                                     6%
Contributing to Safety and well-being of themselves and others

Service users acknowledge they have goals in this area                                                                                     0%                                                                                
Service users are in the initial stages of goal progression                                                                                   18%
Service users have some progression of time – bound goals                                                                              39%
Service users have made substantial progression of time- bound goals                                                             34%
Service users have achieved goals                                                                                                                      9%
The Outcomes returns show that services users are at varying levels of progression towards achieving their goals of feeling safe with the majority of services users making good progression towards feeling safe. 



	Conclusion and Recommendations

	This objective has been met.
Llamau’s recruitment process ensures that staff are subject to two satisfactory references and DBS checks before employment commences.

Llamau have well established links with external agencies that has a positive impact on the support provided to service users.

The majority of service users interviewed felt safe in their home. 

Llamau carry out initial assessments with the service user as a joint visit re; this then saves onto pan connect and is regenerated for risk assessment.
Recommendations

Llamau must complete initial risk assessments with the service user and request the service user sign the document as well as the supported hard copy to be uploaded onto files and signed by two staff memeber.  



4. Promoting Independence and Control

	Summary of Findings

	Initial Assessment
Two members of staff will undertake the initial assessment of risk and need, during the first meeting, with collaboration from the Individual requiring support; this then forms the Individual Support plan and identifies the goals and how these will be achieved and monitored. The ISP and risk assessment reviews are every 6 weeks or sooner if appropriate, these will also be in collaboration with the individual. The initial assessment of need can be completed in the person’s home unless a risk has been identified, in which case a suitable meeting place would be agreed but all parties, this may involve multi agency working e.g., probation office. 

Review of Support
· Llamau’s Quality Audit Framework (ISO 9001) is key to ensuring the people supported are receiving services that are effective, relevant, tailored to need and recognise diversity and equality.  This is monitored through: 

· Monthly Monitoring from Projects to Project Managers and Contract & Quality Assurance Managers;

· Quarterly performance indicators reporting to the Senior Management Team and Board of Trustees;

· Regular audit of files (linked with Support & Supervisions)

· Observation of service delivery by Projects Managers;

· Regular team meetings; monthly 
· Feedback from exit evaluations;

·  Individual colleague Support and Supervision;

· Stakeholder & Service User questionnaire feedback (annual)

· PICs - Person in Control visits – monitoring Health & Safety tasks are completed at projects.

In the recent questionnaire service users were asked if they knew what a support plan was and if they were involved in setting their goals on their support plan and were they achievable. All service users were aware of their support plans and fully involved in making their individual plans.

Tenancy agreements
All service users in supported accommodation sign a tenancy agreement and are given a copy of the tenancy agreement another agreement is placed in their support plan. 
Colleagues regularly approach management with activity requests and ways of improving the services which Young People have fed back to them via house meetings or support sessions. For example: indoor and outdoor activities and outings are set up and arranged in full consultation with young people to ensure maximum participation. They also ensure that the kitchen facilities and outdoor area are monitored and that any feedback received from their residents is implemented there. For example: implementing solutions to stop food being stolen, decorating the garden/external wellbeing area.

Compliments + Complaints
Young Peoples Service
Complaint received due to food going missing from the Fridge/Freezer kept in communal kitchen.

All rooms now have individual under counter fridge-freezer’s to allow food to be stored securely by each Service User/Tenant

Ty Newydd 
Zero complaints.
Changes are being implemented by project staff following suggestions within the house meeting including:

1. Garden and garden shed decoration and renovation as a result of young people’s request.

2. A small room is being converted into a games room. This is particularly useful for:

a. A young person to have some space alone in a safe environment

b. Young people to socialise and establish the room according to their needs and interests

Tenants’ handbook with information regarding contacts
All services are designed and delivered to make a valuable contribution to a prosperous, resilient, more equal Wales. They are aware of the need to prepare, in close partnership with relevant agencies, for the implementation of new occupancy contracts (under the Renting Homes (Wales) Act that replace all current tenancies and licences (for certain age groups). The first training sessions have been completed with senior managers. They will train the rest of the teams on this issue and raise awareness for all young people in supported accommodation, through our ‘Maintaining your Tenancy’ (Agored Cymru Qualification). They are also exploring Housing First options for young people.

Accessing Community
Service users are encouraged to access the community are made aware of anything being held in the are by staff and encouraged to attend. Recently a group from the young persons service attended the circus as a group activity. 
Training
Llamau’s Core Competency Training Programme is designed, and delivered by our dedicated in-house team of specialist trainers, and complemented by a suite of e-learning, for all staff. Llamau ensure the training programme is as comprehensive, and responsive as possible in order to ensure that our teams are equipped effectively and regularly updated as issues change. For example, they were one of the first Third Sector organisation in Wales to train staff in suicide prevention. Our Core Competency Training Matrix includes Values and Support:  Organisational Induction & Support Methodology / Key Skills / Boundaries. Assessment: Key-working and Support Planning / PIE (Psychologically Informed Environments) / Cultural Diversity & Equality / Risk Assessment & Management. Communication & Conflict / Substance Misuse & NPS / Mediation skills / / Health & Safety: Fire Safety / Homelessness / Blood Bourne Viruses & HIV / Food Hygiene / Safeguarding: Safeguarding vulnerable Adults children & young people Anti Human Trafficking and Child Sexual Exploitation / / Sexual Abuse and Handling Disclosures / Safeguarding Individuals Vulnerable to Violent Extremism / Recognising abuse and neglect; Introduction to child sexual abuse, child sexual exploitation and child sexual trafficking. VAWDASV: Domestic Abuse Awareness/ Risk Management & Assessments (Inc. Safe Lives, DASH, MARAC) / Breaking the Cycle/Intro to MAPPA/Female Genital Mutilation/ Forced Marriage and Honour Based Violence/ National Policy & Legislation: Housing Wales Act, Social Services & Well Being (Wales) Act, VAWDASV Act, Renting Homes (Wales) Act, General Data Protection Regulations
Outcomes
Outcomes – Promoting independence

April 2022– October 22 Outcomes for Llamau. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome
Managing Accommodation:

Service users acknowledge they have goals in this area

1%

Service users are in the initial stages of goal progression

10%

Service users have some progression of time-bound goals

49%

Service users have made substantial progression of time-bound goals

32%

Service users have achieved goals

7%

Managing Relationships:

Service users acknowledge they have goals in this area

5%

Service users are in the initial stages of goal progression

9%

Service users have some progression of time-bound goals

48%

Service users have made substantial progression of time-bound goals

32%

Service users have achieved goals

7%

Feeling Part of the Community:

Service users acknowledge they have goals in this area

0%

Service users are in the initial stages of goal progression

20%

Service users have some progression of time-bound goals

40%

Service users have made substantial progression of time-bound goals

35%

Service users have achieved goals

5%

The Outcomes show that service users are at varying stages of progression towards meeting their goals towards independence and control. 
Ending Support
Exit forms are completed with each young person ending support, these have recently been amended to be digital via Survey Monkey – informing the SP outcomes monitoring and our own outcomes monitoring system and database.



	Conclusion and Recommendations

	This objective has been met.

Llamau review risk assessments and support plans six weekly as well as completing other paperwork to evidence support sessions. It was found that the review times of these documents could be extended to twelve weekly or sooner if required. 

Llamau staff discuss tenancy agreements and conditions with their service users.

Llamau provide service users with a variety of information at the start of support however, the Contract Monitoring Officer noted there were lots of different sheets.

Many service users interviewed had positive feedback that support had enabled them to access education/training opportunities resulting in them feeling a part of their community.

It was evidenced that outcomes are discussed with service users during their support, and service users are provided with an exit questionnaire when support with Llamau ends. 

Recommendations:

It is recommended Llamau create a service user useful contacts/links page/booklet to pass on to service users at the commencement of support and to include that the Vale Supporting People team can be contacted in relation to any complaints. New booklet is currently underconstruction  




5. Promoting Economic Progress and Financial Control

	Summary of Findings

	Llamau staff support their service users with benefits, housing benefits, and any other finance related goals to enable service users to help manage their home independently. It was found during service user interviews and file checks that the majority of service users required support with their finances. Service user interviews provided positive feedback about the support they received with their finances, with some service user’s commenting that they are now more responsible with their money as a result of the advice and support received. 

Staff interviews and service user interviews confirmed that Llamau liaise with external agencies such as, CAB, Vale Housing Benefit, Vale Money advice, Onestop shop to support their service users with their finances. Llamau have established good working relationships with these external agencies; this enables Llamau to assist their service users across several financial areas. Llamau will discuss budgeting with service users and assist service user’s to manage their income/expenditure with a budget plan. Llamau will support service users to access financial grants where entitled and assist the service user with the process. This was also evidenced from file checks. 

Service user feedback included comments that the support from Llamau had helped them to talk through their financial concerns and working on a plan of action with their support worker had a positive impact on their mental health. 

April 2022– October 22 Outcomes for Llamau. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome
Managing Money:

Service users acknowledge they have goals in this area

0%

Service users are in the initial stages of goal progression

6%

Service users have some progression of time-bound goals

55%

Service users have made substantial progression of time-bound goals

35%

Service users have achieved goals

3%

Engaging in education/learning:

Service users acknowledge they have goals in this area

3%

Service users are in the initial stages of goal progression

7%

Service users have some progression of time-bound goals

53%

Service users have made substantial progression of time-bound goals

30%

Service users have achieved goals

7%

Engaging in employment/voluntary work:

Service users acknowledge they have goals in this area

0%

Service users are in the initial stages of goal progression

21%

Service users have some progression of time-bound goals

43%

Service users have made substantial progression of time-bound goals

31%

Service users have achieved goals

5%

The Outcomes show that service users are at varying stages of progression towards meeting their goals towards managing money, engaging in education/learning and engaging in employment/voluntary work. There has been an increase in service users acknowledging that they have goals in this area and an increase in the number of service users who are in the initial stages of goal progression compared to the previous report.  



	Conclusion and Recommendations

	This objective has been met. 

Llamau provide service users support around various financial goals and work closely with external agencies to support service users to achieve their goals.

Service user’s provided positive feedback about financial support with Llamau and the positive impact this had on their mental health.

Llamau work with service users to manage their money independently and encourage responsibility. 

Llamau actively work and encourage service users to attend opportunities they wish to such as education, employment and voluntary work if requested. 



6. Promoting Health and Wellbeing
	Summary of Findings

	Llamau understand the importance of promoting health and wellbeing to its service users, focusing on mental health, physical health and general wellbeing. Llamau staff discuss these issues with the service user and help to identify goals for the service user’s support plan. This was evidenced from file checks. 

Service users interview found that all service users interviewed found that support from Llamau had helped with their physical and mental health. Service users commented that they now felt more confident than before support.
It was evidenced from staff interviews and service user interviews that Llamau encourage services users to live a healthy lifestyle, looking at physical activities and healthy eating options. Encouragement and support is given to look at local activities at a low cost and how to plan healthy meal options. Where needed, Llamau support service users to access the Vale Foodbank.

It was found that Llamau will encourage service users with their cleanliness, and accessing health appointments, such as GP, hospital appointments, dental etc. This was evidenced from file checks and service user interviews. 

Llamau have held service user events such as coffee mornings, fun activities and information-based events. Some of the activities are held for supported accommodation and floating support services. Service users’ interviews identified that the majority of service users interviewed were aware of such events, there was a small number who were not aware of the events held and would like to be invited.
Llamau encourage service users to build and maintain healthy relationships with family members and friends. This was evidenced from service user interviews and file checks.
April 2022– October 22 Outcomes for Llamau. The following results are produced as a percentage of progression for service users whose goals that are relevant to the outcome
Physically healthy:

Service users acknowledge they have goals in this area

0%

Service users are in the initial stages of goal progression

5%

Service users have some progression of time-bound goals

63%

Service users have made substantial progression of time-bound goals

23%

Service users have achieved goals

10%

Mentally healthy:

Service users acknowledge they have goals in this area

2%

Service users are in the initial stages of goal progression

6%

Service users have some progression of time-bound goals

51%

Service users have made substantial progression of time-bound goals

35%

Service users have achieved goals

5%

Leading a healthy and active lifestyle:

Service users acknowledge they have goals in this area

0%

Service users are in the initial stages of goal progression

13%

Service users have some progression of time-bound goals

55%

Service users have made substantial progression of time-bound goals

28%

Service users have achieved goals

5%

It can be evidenced from the Outcome Return for this review period compared to the previous report that service users leading a healthy and active lifestyle has increased. Although service users are at varying levels of progression it can be clearly evidenced compared to the last report that more service users are acknowledging the importance of living a healthy and active lifestyle


	Conclusion and Recommendations

	This objective has been met.
Llamau support their service users to identify and reach their support goals surrounding their health and well-being. 
Llamau encourages and supports service users to live a healthy lifestyle, including physical activities and healthy eating.
Llamau supports service users to access health appointments and engage with external agencies.

Llamau encourages service users to build and maintain healthy relationships. 



7. Ensuring Participation 

	Summary of Findings

	Policies and Procedures
Llamau have the following policies that relate to participation: 

· Service user consultation and participation

· Llamau service user participation

Offer of Support
Llamau states that the people they support are ‘experts by experience’ and Llamau provides multiple channels for participation, feedback and direct shaping of our methodologies to inform ongoing quality assurance. This includes Llamau’s involvement and engagement programme that encourages participation through a range of purposeful activities and accessible consultation opportunities. This includes training people to represent their peers/encourage them to engage, and regular anonymous surveys that highlight key themes, the impact of our support, and anything they would like to change.
· Rent and service charge consolation- Annually 

· Monthly house meetings 

· Regular feedback to staff about activities and participation 

· Direct involvement with the Involvement and Engagement team 

· Exit evaluations 

· The Big Survey- anonymised and completed yearly.

· Complaints and compliments

Llamau’s Engagement and Involvement team are currently undertaking a consultation with people we support about whether they had a ‘good welcome’ when they started support and what this should look like. This piece of work will be coproduced with young people who were trained to be peer evaluators through the process.

Support Session 1:1
It was evidenced via service user interviews and file checks that service users have regular support sessions with their support worker and discuss their support plan and where they are with achieving their goals.  
Support Plans
In the recent questionnaire service users were asked if they knew what a support plan was and if they were involved in setting their goals on their support plan and were they achievable. All service users were aware of their support plans and fully involved in making their individual plans.

Participation events – groups – forums
Llamau staff regularly approach management with activity requests and ways of improving the services which Young People have fed back to them via house meetings or support sessions. For example: indoor and outdoor activities and outings are set up and arranged in full consultation with young people to ensure maximum participation. We also ensure that our kitchen facilities and outdoor area are monitored and that any feedback received from our residents is implemented there. For example: implementing solutions to stop food being stolen, decorating the garden/external wellbeing area.

Exit interviews.
Exit surveys are completed with each Individual ending support (these are available in paper form or via digital survey monkey) – informing the SP outcomes monitoring and our own outcomes monitoring system and database.



	Conclusion and Recommendations

	This objective has been partially met. 
Service users are provided with information about Llamau at their initial visit, included in this is the complaint procedure, 

The initial assessment completed at the commencement of support, is used to create the individual support plan. Service user interviews found that a third all service users are not aware of their support plan. Please refer to section 4 for recommendation. 

Llamau hold regular support sessions with their service users. 

It was found that service users felt comfortable discussing their worries with their support worker.  

Llamau hold a variety of social events which will cover their static units and floating support schemes. 

Llamau include service users on their interview panel in their recruitment process.

Recommendations
It is recommended that a regular service user participation event is held for floating support clients person centred and all service users are made aware. 



8. Safeguarding

	Summary of Findings

	Policies + Staff Access – Awareness
All policies are easily accessible on pan connect for staff to look up at any moment.
DBS
All Llamau staff are required to have a current enhanced DBS certificate. The Llamau DBS policy clearly outlines this process. All prospective employees will be provided with a DBS Disclosure Application form, information about the process, supporting document requirements and guidance in regards to how to complete the form. Once the completed form is returned to HR with the supporting documents, (no photocopies) the disclosure form is then sent to the DBS. The DBS will perform their checks and a copy of the certificate will be sent to the new member of staff’s home address. This certificate must then be brought into HR to be Recruitment Policy 11 Llamau HR Policy Version 3 August 2018 Next review June 2022 checked. If the disclosure has no convictions listed, a start date can be arranged. If the disclosure has convictions, a risk assessment must be arranged with the operational director who will discuss the DBS with the new member of staff. Based on this meeting, the operational director will make the decision whether to continue with the offer of employment or withdraw it. This decision cannot be appealed.
POVA – Safeguarding – Training

Llamau have an extensive training module and is recorded on their training matrix this tracks the training of each staff and notifies their manager and the member staff when training is and refresher courses are due,  each staff upon successful interview will be offered the job and under take their induction training covering the following;
· HR/H&S/Training Induction 

· Org. Induction Day 1 -Introduction to Llamau 1 

· Org. Induction Day 2 -Support Methodology and Key Skills

· Safeguarding Children and Adults at Risk -Face to Face session 0.5 

· Emergency First Aid at Work 1

· Boundaries 0.5 3m 

· Communication and Conflict 1 

· Managing Anger, Lone Working & Personal Safety 2 

· Keyworking and Support Planning 1 

· Service User Risk Assessment and Management 1 

· ASIST 2 

· Mental Health First Aid 2 

· Young People And Emotional Health 2 

· Domestic Abuse Awareness 1 

· Domestic Abuse: Breaking the Cycle & DASH/MARAC 1 

· Substance Misuse and NPS 

· Alcohol Awareness 0.5 

· Benefits and ESA 0.5 

· Housing and the Law: Occupancy Agreements and Tenant Rights 1

· Homelessness Law in Wales: The Essential Introduction 1 

· Young People, Housing and Homelessness 1 

· Wellbeing at Work 0.5 

· Managing Wellbeing at Work 0.5 

· Team Leader Workshops 0.5

References

Human Resources will send out requests for references for appointed candidates at the time of making the job offer. Two references will be sought including one from the current/most recent employer who should not be a relation of the candidate. If a referee happens to be a panel member (for either short-listing or interviewing), then the candidate will be asked to provide an alternative referee.
Induction

Line managers are responsible for inducting their new employees effectively into the job, department and Llamau. To aid this process a checklist has been designed which should act as a framework for line managers inducting new employees and to guide employees on what they can expect from their induction (Appendix 1).

 Before your new employee starts, Line Managers should: - 

( Arrange appropriate resources - e.g. PC/laptop, workstation, email account, mobile, keys, purchasing card and/or office phone. Arrange for you or someone to meet them on their first day/shift. Arrange a HR/ H+S Induction. 

( Draw up a timetable detailing where, when and who your new employee’s appointments are with. (Template timetable Appendix 3)

 ( Appoint a buddy from the team as they can be a useful person for the new employee to approach and ask questions or clarify things with. 

( Liaise with the training administrator and book the relevant core training required for their role for the next 6 months including Organisational Induction Day 1. (See Training Policy for the Core Competency Training matrix)

Probationary Period
All staff have probationary period which last 6months they have their supervisions every 6weeks at the 3 month period their manager will have a meeting the staff to discuss their progress this also gives the staff member a chance to discuss how the feel about their role or if they have request for extra training. 
Supervisions + Team Meetings

Staff usually receive supervision meetings every six weeks with their line manager both the staff member and manager sign and date the supervision and it is saved onto panconnect. Team meetings take place every 6 weeks and there is also a communication book in each project for staff to log anything that needs to be communicated among the them. 
Risk Assessments

Llamau has adopted a risk-based approach to internal control, which is designed to provide reasonable assurance that we will achieve our overall mission and objectives. The approach to risk management, set out in this policy and procedure, has been approved by the Board of Trustees. The approach allocates responsibility for risk management and establishes a framework within which risks are identified and evaluated so that an appropriate response can be determined and effected.

Each project has a risk assessment log and each risk reviewed every six weeks should any new risks be identified or need updating prior to the six week reviewed they will be logged as of when needed. 


	Conclusion and Recommendations

	This objective has been met. 

Llamau hold comprehensive policies and procedures to assist with safeguarding, these are accessible via staff intranet.
Policy review dates were passed and not reviewed or recorded
Supervisions and team meetings at Ty John Rowley not recorded from April 2023

All staff receive induction training and a job specific core training matrix within three months of starting employment with Llamau. 

Llamau hold team meetings every 4-6 weeks.

Recommendations
Llamau to ensure that staff supervision is carried out in accordance with their policy. Supervisions and team meetings at Ty John Rowley not recorded from April 2023




9. Evaluating quality to ensure the service can deliver outcomes

	Summary of Findings

	File Checks
Internal Audits

· Llamau’s Quality Audit Framework (ISO 9001) is key to ensuring the people we support are receiving services that are effective, relevant, tailored to need and recognise diversity and equality.  This is monitored through: 

· Monthly Monitoring from Projects to Project Managers and Contract & Quality Assurance Managers;

· Quarterly performance indicators reporting to the Senior Management Team and Board of Trustees;

· Regular audit of files (linked with Support & Supervisions)

· Observation of service delivery by Projects Managers;

· Regular team meetings;

· Feedback from exit evaluations;

·  Individual colleague Support and Supervision;

· Stakeholder & Service User questionnaire feedback (annual)

· PICs - Person in Control visits – monitoring Health & Safety tasks are completed at projects.

Supervisions

Llamau state that their colleagues are their most valuable asset and that they should be provided with the effective and appropriate support and supervision required to carry out their role. Llamau is committed to the personal development of every colleague and sees effective support and supervision (S&S) as a route to achieve this. Generally, supervisons are carried out every 6weeks and signed by staff and team leader. 
Team Meetings

Team meetings take place every 6 weeks, and the manager saves the minutes to pan connect.
Annual Appraisals

Personal development planning is a simple document which documents in a snapshot, short medium and long term objectives based on awareness, values, reflection, goal-setting and planning within the context of your staff’s career within the Llamau organisation. 

Short, Medium and Long Term Objectives (Each objective should have a realistic time frame attached) In the context of the Llamau appraisal, a short term objective is something that can be actioned immediately by the appraisee once identified and has potential to be achieved fairly quickly once reviewed. A medium term objective is something that can be worked on immediately, once identified, but is less likely to be achieved quickly and will require more planning or resources . 

Short and medium objectives can be behavioural (eg. attitiude) or job description specific A long term objective encompasses short and medium objectives and should be current for that year and beyond. The long term objective is not a quick win but is more of a strategic objective that is in line with what the organisation is hoping to achieve. It should be also service specific depending on where the member of staff works.

 Examples of what a long term objective should focus on – efficiency, targets, etc… 

SMART or SMARTER Objectives? – provide an example 

( Specific - Be precise about what you are going to achieve. 

( Measurable - Quantify your objectives (How is this change going to be demonstrated) 

( Achievable - Are you attempting too much? 2 

( Realistic - Do you have the resources to make the objective happen? 

( Time Specific - State when you will achieve the objective (within a month (short), six months onwards (medium), by February 2015 (long) 

( Evaluate – Was it the right objective to focus on; enjoyable and engaging? 

( Reevaluate – How has that objective being achieved supported and rewarded you in role?
The contracted hours for Tess 6 and Newlands  are 48 hours per week. The hours from January 2022 – November 2022 show that the scheme has met and is above their contracted hours. 

 Ty John Rowley and Ty’r fro are both staffed 24hrs a day, 7 days a week.
The contracted hours for Tom holmes are 48hours per week. The hours from January 2022 – November 2022 show that the scheme has met and is above their contracted hours.  

Ty Newydd is staffed 24hrs a day, 7 days a week.


	Conclusion and Recommendations

	Evaluating quality to ensure the service can deliver outcomes:
This objective has been met.

The Provider Self-Assessment Form was returned within the agreed time scale.

All staff have an indexed file on pan connect and matrix .

All service users have an indexed file on pan connect. 

New employees complete a six-month probationary period.

Llamau undertake an annual appraisal for all employees. 

Contracted hours for all floating support schemes have been met for January 2022 – November 2022.

Outcomes are recorded and reviewed on Support plans and submitted to the Supporting People team six monthly.

Service users are contacted by another member of staff if their support worker is absent.

Managers use an internal support file form to audit files across projects quarterly.




	10 (i) Summary of Stakeholder Feedback

	Llamau has a good working relationship with the Supporting People Team, and are regular attend Supporting People Liaison Group meetings. Llamau provide monthly returns to the Supporting People team. 

Llamau attend Quarterly meetings with a designated Contract Monitoring Officer which ensures good communication and information sharing. Llamau also maintain regular telephone contact with the Supporting People team. 



	10 (ii) Summary of Service User Feedback

	As part of the review process, 20% of current service users were interviewed to provide feedback on the support they receive from Llamau. There were attempts to contact ex-service users but these were unsuccessful. This can be due to the nature of the client group and engagement can be difficult during support, once support has finished service users are settled.  It was found that 100% of service users interviewed were happy with the support they receive with many service users’ commenting how their confidence had grown as a result of the support from Llamau. 

All service users interviewed confirmed that support from Llamau had a positive difference on their life with some service user’s commenting that support had prevented them from being street homeless and had helped them to achieve normality in their life. 

Llamau support staff received great feedback from their service users. As part of the review process the Contract Monitoring Officer shadowed some support sessions, and it was evident to see the good relationship between service users and their support worker. It was noted how several service user’s had progressed from the start of their support, and how their independence had grown with service user’s managing their housing issues mostly by themselves with guidance from their support worker.

All service users commented that having Llamau a phone call away helped to ease their worries.



	10 (iii) Summary of Staff Feedback

	As part of the review process, 20% of staff were interviewed. All staff interviewed demonstrated a good understanding of their job role and the purpose of the project. All staff confirmed they had received induction training at the start of their employment, and had their DBS check before beginning their role. All staff confirmed they were subject to a probationary period and have supervision with their manager. All staff confirmed they find their manager approachable and are able to discuss risk and training opportunities. It was evident from file checks that supervision had not been regular as in line with Llamau policy with some supervisions not taking place in the scheduled time frame . 

Staff interviews confirmed that risk assessments are carried out without the presence of the service user and recommendations about this procedure has been addressed in the findings of this report.

Staff confirmed that there is adequate cover with the team to cover staff leave and sickness. Clients will be split across the remaining staff and ensure service users are contacted. Staff will always inform their service users of planned annual leave.



11. SUMMARY / CONCLUSIONS
Llamau provide a valuable and effective floating support and supported accommodation service to their service users. Support is delivered predominately to young and vulnerable people, as well as service users with criminal justice, drug issues and/or alcohol issues as a lead support need. 

It is apparent that the support delivered by Llamau has positively impacted the service user’s life and improved their independence. 

Llamau staff members demonstrate a good knowledge of their role and how to deliver housing related support to their service users.

Llamau hold a variety of policies and procedures in place to deliver housing related support.

Llamau provide their staff with relevant training.

Llamau have held participation events for floating support service users, however, a more regular event could be beneficial to their service users.

Llamau must complete initial risk assessments with the service user and request the service user sign the document as well as the supported hard copy to be uploaded into files and two staff signatures. 

It is recommended Llamau create a service user useful contacts/links page/booklet to pass on to service users at the commencement of support and to include that the Vale Supporting People team can be contacted in relation to any complaints. During review meeting Llamau informed that they currently in the process of designing a new useful contacts book but that all service users have a useful contact list in there support file.  

It is recommended that a regular service user participation event is held for floating support clients and all service users are made aware.

Llamau to ensure that staff supervision is carried out in accordance with their policy. Supervisions and team meetings at Ty John Rowley not recorded from April 2023

Policies out of date or past review date to be reviewed in accordance with Llamau policy. During review meeting Llamau produced updated policies and an Intertek Certificate from recent audits. 
Future monitoring

The next full-service review will take place in approximately 3 years’ time.

Monitoring meetings will continue quarterly.
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	RecOMMENDATIONS


	TIMESCALE to carry out

	Llamau must complete initial risk assessments with the service user and request that two staff sign the document as well as the supported hard copy to be uploaded into files. 


	Immediately  

	It is recommended Llamau create a service user useful contacts/links page/booklet to pass on to service users at the commencement of support and to include that the Vale Supporting People team can be contacted in relation to any complaints. 


	6 months Llamau are currently undergoing construction of a new useful contacts booklet and service user have useful contacts list in their file.

	It is recommended that a regular service user participation event is held for floating support clients and all service users are made aware.


	Currently under review events have taken place. 

looking at more person-centred activities. 

	Llamau to ensure that staff supervision is carried out in accordance with their policy
	Llamau to keep better records of supervision to cover overlap of leave.

	Policies out of date or past review date need to be reviewed.
	During the process Llamau have updated all policies.

	Llamau to encourage a no smoking inside the property and review the smoking policy and people safety.  


	Discussion took place over smoking policy and changes are underway as Policy is to be reviewed in 2024


suggested process 
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