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 Members Tell Us What They Think of the New Sector Led Quality Mark
Along with advice providers and other relevant stakeholders, Youth Access members have responded to a survey carried out for the ‘Working Together for Advice’ project on building and developing a new advice sector led quality standard to replace the Legal Services Commission’s (LSC) General Help Quality Mark (GQM). 
Significantly, the new standard will measure the quality of advice given by providers as well as organisational standards. The quality mark is made up of a quality of advice standard and 6 service standards covering Governance, Planning, Financial, Case Enquiry and People Management and Access, Client Care and Community Relationships. The survey looked at gathering feedback on the range and content of these Quality of Advice and Service Standards and potential assessment methods. In total six Youth Access members completed the detailed questionnaires.
The overwhelming message from Youth Access members was that it is clear what the standard is trying to achieve. With 83% agreeing that the different criteria which make up the standard adequately cover all aspects of advice giving. There was some suggestion of also introducing an additional element which focuses on personal support for young people such as making healthier and safer choices.

Members agreed that the new standard is relevant to their work; however some concerns were raised regarding the practicalities of implementing the standard and the need to link in advice in YIACS with the quality agenda in the wider youth sector. Cost and overall resource implications were also an issue.
Members said they found it helpful that the standards are split into the “process you need to show” and the “documents you need to have” and generally found the standards easy to understand.
When asked if they were clear how the new standard differed from the LSC Quality Mark members were split with 40% saying yes, 40% saying they didn’t know, and 20% saying no.  

Youth Access members highlighted a range of challenges for assessing quality of advice including: 
· ensuring current work practices are consistent with the requirements of the new standard

· not  just relying on case notes to assess quality of advice
· how to involve service users in the process
· increase in workload and lack of resources to support this work
· issues where advice is one of many functions and concerns with assessors understanding the holistic and informal way youth advice agencies work 
· having experienced supervisors to support advice workers
The consultation sought feedback on the proposed definitions for information, advice and casework. 100% of members agreed with the definition for advice, yet had mixed views for information and casework - with 50% agreeing with information and only 33% agreeing with the casework definition. Members did not agree with the statement that ‘casework starts at the point where the organisation disputes or challenges the decision of a public body or third party’.  The quality workstream is now tasked with undertaking more work in this area to ensure agreed understanding of the key language used by the standard. 
80% of members felt that it was clear what Standard 2 Access, Client Care and Community Relationships is trying to achieve. However some felt that more emphasis should be given to   user involvement and participation in the assessment and monitoring of services and in the recruitment and selection of advice staff.
Members felt that some of the requirements for Standard 4 Planning were too demanding and rigid and that an annual review should also include feedback from service users. Although 80% agreed that it was clear what this standard is trying to achieve. 
The consultation sought feedback on quality of advice assessment methods which include, case file review through external assessment, and self assessment with external verification. Only 40% of members said that they thought external assessment is the best way to assess the quality of advice standard. Comments included:

It may suit some organisations better than others
I think it is one useful way – but not necessarily the best way – probably the best way is a combination of external and self assessment 
Would prefer to carry out an internal self assessment 
Yes but they need to have a clear understanding of the complex needs of young people
All members favoured a combination of self assessment with external verification as their preferred method for case file assessments.
The consultation also gathered feedback about the potential added value and challenges of observed interviews, post advice interviews with clients and mystery shopping. Members overwhelmingly agreed that the additional methods proposed could add extra value to the traditional case file reviews.
100% of participants felt client interviews would bring added value, 80% mystery shopping, and 60% observed interviews.  When asked about their favourite methods of delivery for assessing quality of advice, members selected case review by self assessment with external verification, observed interviews and mystery shopping. 
Members unanimously felt it was important that new quality mark provides advice services with access to a range of assessment methods which suit their organisation. 
Consultation findings will be incorporated with learning gained through the projects pilot phase being carried out between April and December. Youth Access’ members Mancroft Advice Project, Camborne Share and the Bridge Doncaster are involved in testing the new standards and we look forward to receiving additional feedback from them. 
To view a copy of the full consultation report click here 

For further information on our involvement in the new sector led quality standard contact:
Pamela Verma 

Development Officer Projects 

 Email 
 pamela@youthacces.org.uk 
Tel. 
02087229746
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