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Paid	staff	and	volunteers	are	the	key	resource	in	providing	information	and	advice	to	service	users.	
It	is	therefore	essential	that	they	can	demonstrate	certain	key	qualities,	attributes	and	skills.

The	list	of	attributes	contained	in	the	Standard	is	prescriptive.	However,	in	drafting	person	specifications	
for	the	information	and	advice	workers	of	a	particular	service	attention	should	be	paid	to	any	specific	
additional	skills	or	attributes	that	the	service	may	require.

	

TIP Basic training courses that are undertaken by all paid and unpaid staff are an effective 
means of addressing this requirement. In selecting courses and trainers, services should assure 
themselves that the course or the trainer will be appropriate within the values of the service.

	

Information	and	advice	workers	need	diversity	training	to	be	able	to	provide	sensitively	for	people	from	
groups	with	special	needs	and	to	be	able	to	act	as	mediators	and	advisers	on	specific	areas	affecting	
disadvantaged	and	oppressed	groups.

Standard 5.5
All service providers must ensure that all cases are dealt with by an adviser 
competent in that area of law.

Where	the	service	undertake	Type	II	or	Type	III	work	it	is	essential	that	it	is	undertaken	by	someone	
with	the	relevant	skills	and	knowledge.	Those	applying	this	Standard	should	make	reference	to	‘Section	2:	
Competences	for	Advisers’.

To	comply	with	this	Standard,	Type	I	service	providers	must:

n	 Demonstrate	that	the	adviser	meets	the	requirements	in	Section	2	of	these	Standards	for	the	
relevant	topics

n	 Demonstrate	that	the	adviser,	whether	paid	or	unpaid,	undertakes	information	and	advice	
related	work	no	less	than	three	hours	per	week	and

n	 Ensure	that	supervision	arrangements	are	in	place	to	oversee	the	work	of	the	adviser	in	this	area	
in	line	with	Standard	5.6

Type	II	service	providers	must	also	meet	these	requirements	with	the	exception	that:

n	 The	service	must	demonstrate	that	the	adviser,	whether	paid	or	unpaid,	undertakes	information	
and	advice	related	work	no	less	than	six	hours	per	week

Type	III	service	providers	must	also	meet	these	requirements	with	the	exception	that:

n	 The	service	must	demonstrate	that	the	adviser,	whether	paid	or	unpaid,	undertakes	information	
and	advice	related	work	advice	work	no	less	than	twelve	hours	per	week

TIP  It should be noted that in the case of supervisors the information and advice related work 
referred to has a broad definition and would, for example, include time spent on relevant social 
policy work. It is also important to stress that these minimum hours are provided as indicators of 
detailed experience. It would be expected that, for example, in a Type	III	service the supervisor 
should have at least one year’s minimum recent experience of advice work.
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The	ability	of	an	information	and	advice	worker	to	provide	effective	interventions	depends	upon	them	
constantly	updating	their	knowledge	and	experience.	This	can	only	be	achieved	if	the	adviser	sees	a	
minimum	number	of	service	users	each	week.	The	number	of	hours	will	vary	from	service	to	service,	
depending	on	the	area	of	advice	provided	and	the	level	to	which	the	adviser	is	working.

Some	services	deploying	volunteers,	who	are,	for	example,	practising	solicitors,	may	consider	more	
flexible	arrangements	around	minimum	hours.

Standard 5.6
All service providers must ensure that all information and advice work is 
supervised by a suitably qualified individual, either from within or outwith 
the service.

This	Standard	links	to	the	standard	for	‘File	Review’	(4.6)	and	aims	to	ensure	that	the	service	maintains	
overall	control	of	its	work.	This	requires	services	to	ensure	that	advisers	have	access	to	another,	suitably	
qualified	adviser,	not	directly	involved	in	the	delivery	of	the	service	to	a	particular	service	user,	who	
can	provide	guidance	and	manage	the	conduct	of	the	case.	Small	organisations	may	seek	supervisors	
outwith	their	service.

Service	providers	should	consider	the	agency	and	adviser	competences	required	in	Section	2	of	these	
Standards.	They	should	be	able	to	demonstrate	that	those	with	responsibility	for	overseeing	this	work	
have	the	knowledge	to	support	other	staff.

To	comply	with	this	Standard,	Type	I	,	Type	II	and	Type	III	service	must:

n	 Demonstrate	that	the	supervising	adviser	meets	the	requirements	in	Section	2	of	these	
Standards	for	the	relevant	topics	and

n	 Demonstrate	that	the	supervising	adviser,	whether	paid	or	unpaid,	for	Type	I		undertakes	
advice	related	work	no	less	than	six	hours	and	Type	II	and	Type	III	no	less	than	twelve	hours,	
per	week

TIP  Supervision is a management tool and one which should be used to assure a worker and all 
those who need to know that the work is competent and effective. It should not be oppressive, or 
purely technical.

Using	External	Resources

Some	advice	providing	organisations	may	feel	that	they	do	not	have	the	technical	know-how	or	
resources	to	provide	casework	supervision	internally.	This	may	be	particularly	so	for	smaller	services,	
those	which	provide	advice	as	a	part	of	their	service,	or	those	which	are	new	to	the	field.

In	such	cases,	services	may	want	to	consider	using	external	expertise.	For	example,	technical	expertise	
could	be	found	from	existing	advice	providers	where	the	contract	is	between	the	two	services	and	not	
between	the	relevant	workers.

Where	this	happens,	the	specialist	advice	provider	would	undertake	an	audit	to	identify	areas	of	
strengths,	weaknesses	and	gaps	in	all	aspects	of	the	advice	providing	process,	using	the	standards	set	
out	in	Section	1.	The	audit	will	enable	the	focus	of	supervision	of	casework	to	be	agreed	between	the	two	
services,	and	will	help	the	receiving	service	to	identify	what	management	systems	it	needs	to	develop.

In	those	areas	which	have	used	this	model,	agreement	is	made	about	the	frequency	of	contact	between	
the	workers,	and	whether	or	not	the	specialist	service/worker	can	be	available	on	a	‘needs’	basis,	perhaps	
by	telephone.	Arrangements	have	also	been	made	for	the	technical	supervisor	to	feed	back	to	the	
organisation,	through	the	manager	or	co-ordinator,	management	and	organisational	issues.
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An	area	of	concern	about	using	this	model	could	be	that	the	receiving	service	never	develops	its	own	
capacity	to	undertake	casework	supervision.	Those	areas	which	have	used	this	approach	have	found	
that	a	way	to	address	this	problem	is	through	live	supervision;	a	process	in	which	the	specialist	
supervisor	supervises	the	service	supervisor	during	their	own	supervision	of	the	advice	worker.

This	approach	has	many	benefits.	However,	it	is	time	consuming	and	needs	to	be	managed	carefully,	
perhaps	by	undertaking	live	supervision	every	three	or	four	visits	rather	than	each	time.

TIP  Some local authorities in England have broadened this approach, to engage a specialist 
advice service to provide casework supervision to a range of services operating in a locality. 
Such instances bring improvement in referrals between services, and a developing consistency 
in quality assurance for those services which participate in the scheme. The approach has also 
provided the local authority with strategic information as well as a coherent approach 
to monitoring those projects providing advice which the local authority funds.

Standard 5.7
All service providers must ensure that they understand the work of other 
services in their localities.

TIP  The provision of quality information and advice is not the sole responsibility of a single 
service. The quality of service can be greatly enhanced by working with other providers.

To	comply	with	this	Standard,	all	service	providers	should	ensure	that	they	have	adequate	mechanisms	
to	share	experiences	and	knowledge	with	other	services	operating	in	similar	fields.	This	will	be	evidenced	
by	attendance	at	conferences,	seminars,	and	so	on,	which	should	be	recorded	as	part	of	the	service’s	
training	record.

Practices	and	procedures	within	individual	services	and	the	knowledge	base	of	individual	staff	can	be	
greatly	enhanced	by	meeting	with	advisers	from	other	parts	of	the	country.	Networking	with	other	
services	can	be	a	way	of	extending	resources,	through	the	development	of	joint	working	arrangements,	
for	instance	on	training	or	publications.

Networking	will	enable	a	service	to	share	its	experiences	and	learn	practically	from	others.	Services	
should	look	at	the	ways	in	which	extending	their	networks	can	assist	with:

n	 The	development	of	opportunities	for	joint	working,	including	project	development,	training,	
information	sharing,	and	so	on

n	 Building	relationships	that	can	lead	to	better	referral	practice	and	opportunities	and
n	 The	development	of	local	or	special	interest	forums	–	these	can	play	a	role	in	clarifying	issues	

in	the	advice	and	information	field	or	identifying	new	issues	that	need	to	be	considered	by	
services.	This	may	include	lobbying	for	change

This	Standard	recognises	that	increased	networking	is	resource-demanding	for	services;	for	instance,	
the	demands	upon	a	service	and	its	limited	human	and	financial	resources	may	restrict	attendance	at	
conferences	and	forums.	However,	where	a	staff	member	is	able	to	attend,	services	should	ensure	that	
good	reporting	mechanisms	exist	for	participants	to	feed	back	information	from	conferences,	local,	
regional	and	national	networks	to	the	service.
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6. Resourcing Standards
This section provides Standards for the resources necessary to underpin the 
delivery of the service.

Standard 6.1
All service providers must have premises that ensure that the service can 
be accessible to all members of the community and is adequate to the 
needs of service users.

The	quality	and	maintenance	of	premises	play	a	crucial	role	in	ensuring	access	to	a	service.	Access	in	
this	context	means	not	only	physical	access,	but	also	people’s	willingness	to	use	a	service	because	of	
its	location	and	its	appearance.	This	Standard	relates	to	the	premises	planning	Standard	3.3.

TIP  Consider the needs of people with a visual impairment, ensure that premises are barrier 
free and have good signage and lighting. Be prepared for a visually impaired person being 
accompanied by a carer and arrange facilities for guide dogs.

To	comply	with	this	Standard,	Type	I	service	providers	should	be	able	to	demonstrate	that:

n	 Their	premises	are	located	in	an	area	that	is	appropriate	to	their	current	and	potential	
service	users

n	 Their	premises	have	private	facilities	where	individuals	may	request	information
n	 Their	premises	are	physically	accessible	to	people	with	impaired	mobility	or	that	they	have	

developed	adequate	alternative	means	of	delivering	their	service	outside	the	premises	to	people	
with	impaired	mobility

n	 Their	premises	are	safe	and	accessible	for	people	with	impaired	vision
n	 Their	premises	have	sufficient	adaptations	to	ensure	that	they	may	be	used	by	people	with	

impaired	hearing	and
n	 They	consult	with	service	users	and	potential	service	users,	including	disability	groups,	about	

the	adequacy	of	their	premises	at	least	once	every	three	years

In	addition	to	these	requirements	Type	II	and	Type	III	service	providers	should	be	able	to	
demonstrate	that	their	premises	have:

n	 Sufficient	private	interviewing	facilities	that	are	sound-proofed	and	not	visible	to	other	
service	users

n	 A	private	office	for	follow-up	work
n	 Adequate	public	reception	and	waiting	room
n	 Means	of	keeping	children	accompanying	their	parents	occupied,	such	as	crèche	facilities	

or	toys	and
n	 Toilet	facilities	to	meet	the	needs	of	both	the	staff	and	the	public
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The good practice guidance is provided here to allow services to assess the quality of their current 
premises. This does not apply to Telephone Helplines.

Reception areas should:

n	 Have level access to street or level access to lift
n	 Be sufficiently large to accommodate those waiting for service
n	 Be warm, safe and away from public gaze (for example, using screens)
n	 Have access to a WC and
n	 Have some natural light.

If there is a receptionist then the area should include the necessary space for them plus an alarm.

It should include facilities for children, ideally a play area with toys and a low table where they can sit.

Space should be provided where women can wait separately from men who are not from their 
immediate families, where this is appropriate (for example, if serving certain Muslim communities).

Interview Space

The number of interview cubicles required depends upon the number of advisers employed and 	
the nature of the work of the agency. For example, how much time is spent with the client and 	
how much on follow-up work? As a rule of thumb, three advisers can usually share two cubicles.

Cubicles vary in size but, for comfort, experience suggests a minimum size of seven square metres. 	
At least one cubicle should be large enough to accommodate a family of five, plus the adviser and 	
a table and be comfortable for the length of the advice session (about 10 square metres).

All cubicles should have at least one large window onto an area in constant use by colleagues but 	
should also be soundproof. A panic alarm should be fitted.

Storage

Client records will need to be kept for substantial periods of time. There should be sufficient, safe 	
and secure space for this purpose.

Meeting Space

Services should have access to space for regular staff meetings, training events and networking 
meetings.

Standard 6.2
Service providers must pay sufficient attention to human resource 
planning to maintain service outputs and inform future planning.

The maintenance of service delivery is important if service users are to have confidence in the service’s 
capacity to address their problem.

To comply with this Standard, Type I service providers should have procedures in place to minimise 
disruption in the event of staff and volunteer sickness, including the provision of cover to maintain levels 
of service.

In addition, Type II and Type III providers should be able to demonstrate that they monitor and 
analyse the time spent by staff on the different Types of activity undertaken and the topics as tools for 
future planning.
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Human	resource	planning	is	needed	to	take	account	not	only	of	the	numbers,	types	and	quality	of	staff	
needed	to	deliver	services,	but	to	enable	a	service	to	plan	to	ensure	that	minimum	legal	standards	are	
met	in	respect	of	employment.

Human	resource	planning	should	be	incorporated	into	service	and	forward	planning,	and	in	the	
development	of	good	practice	policies	in	relation	to	employment.

The	planning	process	enables	a	service	to	look	at	the	numbers	of	paid	and	unpaid	staff	that	are	needed	
to	offer	an	effective	service,	and	the	deployment	of	staff	resources	in	meeting	the	needs	of	that	service.	
In	working	out	the	number	of	volunteers	needed,	it	will	look	at	demands	that	can	be	made	realistically	
on	volunteers’	time.	This	will	include:

n	 Time	spent	on	the	tasks	for	which	they	have	volunteered
n	 Supervision	and	support	time
n	 Training	time
n	 Time	spent	in	meetings,	including	team	meetings,	updating	meetings,	general	meetings	

of	volunteers	and
n	 Time	spent	on	holiday

If	a	volunteer	can	offer	ten	hours	per	week	to	the	service,	the	service	will	have	to	assess	how	much	
time	over	a	month	will	be	spent	in	non-service	delivery	tasks.	The	service	can	then	assess	the	number	
of	volunteers	needed	to	cover	planned	tasks	by	looking	at	the	total	number	of	hours	of	tasks	it	would	
wish	volunteers	to	cover,	and	then	setting	a	realistic	assessment	of	the	actual	number	of	hours	a	
volunteer	can	work.

Analysing	staffing	requirements	is	more	complex,	in	that	a	larger	number	of	tasks	need	to	be	analysed	
for	each	member	of	staff.	Staffing	levels	are	also	determined	by	other	variants,	such	as	the	actual	
and	expected	financial	resources	of	the	service.	Planning	staffing	levels	will	include	the	following	
considerations:

n	 The	number	of	staff	required	to	undertake	the	tasks	–	each	job	needs	to	be	broken	down	into	
tasks,	and	the	time	required	for	these	task	areas	needs	to	be	analysed

n	 If	offering	an	advice	service,	the	balance	between	casework	and	follow-up	–	determining	the	
optimum	casework	load	per	adviser

n	 Impact	of	statutory	duties	–	for	example,	DAS
n	 Training	required	to	meet	the	needs	of	the	service	–	do	existing	staff	need	additional	training?	

How	much	general	training	time	will	be	needed	over	the	next	year?

How	will	annual	leave	and	sickness	impact	on	the	service?

What	happens	if	key	staff	leave	over	the	period	of	the	plan?	How	will	the	recruitment	of	new	staff	
impact	on	service	delivery?	How	will	the	need	to	fill	a	post	quickly	impact	on	the	skills	and	experience	
levels	in	the	service?

If	service	providers	have	a	DAS	caseload,	how	will	the	service	be	affected	if	the	DAS	Approved	Adviser	
ceases	to	act	as	such	or	leaves	employment	with	the	service	provider?

Human	resource	planning	should	also	look	at	the	ratios	of	front-line	and	office	staff,	volunteers	to	
management	and	supervisory	staff.	It	can	help	to	identify	where	additional	management	support	may	
be	needed	if	a	manager	is	supervising	too	many	staff	or	volunteers.

TIP  There are no hard and fast rules but common practice is to have one administrative support 
post for four to five full time advisers
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Areas that should be examined in the process of an annual review will include all the major policy areas 
that impact directly on staff and volunteers. These policy areas will include those issues where there is a 
legal obligation on the service. The main headings of these policy areas are:

n	 Terms and Conditions: which will include holidays; pensions and sick pay entitlements; notice 
periods; grievance and disciplinary procedures; statutory maternity pay and leave; discretionary 
parental leave provisions; hours of work; and redundancy agreements

n	 Salaries: which will include grading; pay reviews; job evaluation procedures
n	 Training and Development: which can include supervision and appraisal procedures
n	 Employee Relations: which will include relationships with trades unions and internal 

communication
n	 Recruitment and
n	 Health, Safety and Security

All services should use monitoring to identify where problems may be arising and establish contingency 
plans to cover for unexpected emergencies, such as staff sickness. Regular review of personnel policies 
and procedures should form part of the annual review programme, and human resource planning should 
be included in both service and forward plans.

Services should look closely at how staff are expected to use their time at work, and should encourage 
the development of individual work plans which allocate time for follow-up work on cases, necessary 
administrative time, training, networking and meetings.

Developing general good practice in the management of volunteers is also an important area in human 
resource planning. Volunteers’ handbooks should be developed, which set out clear guidelines in working 
with volunteers, what are the service’s policies in relation to areas where volunteers may be deployed 
and the responsibilities of both the service and the volunteer. Clear boundaries may need to be set on 
the management of volunteers by paid staff, particularly where a volunteer may have some external 
association with a member of staff with a management or supervisory responsibility for their work.

Standard 6.3
All services must be able to demonstrate that their annual budget is 
sufficient to resource the requirements of these Standards and sufficient 
to resource the commitments established in the Service Plan.

Service users, funders, and those involved in planning and delivering the service need to be assured that 
the service and quality plans can be met and be sustained.

For all service providers each element of the Service Plan and the plan to meet these Standards must 	
be costed and included within the service’s annual budget.

The cost of meeting these Standards needs to be considered. For many services, costing this work 
will inform whether there is a need for additional resources to develop their service or to maintain 
compliance.


