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The Principles of Case Recording

Reasons for recording

· Information retrieval;

· Future reference by worker, colleagues & client 

· To aid follow-up work;

· Continuity & consistency – saves time;

· Quality control, supervision & evaluation – e.g. independent file review; casework monitoring by supervisor; external audits of agency etc.

· Accountability to colleagues, clients & funders;

· To inform social policy work;

· To empower young people – having copy of records can enable client to deal with issues independently;

· Legal reasons – to comply with legislation (e.g. Children Act and Human Rights Act – Article 10 enshrines right to receive information); evidence for court reports; evidence to rebut negligence claims and complaints against the agency; requirement of Professional Indemnity Insurance schemes.
What should records contain?

This will depend on the nature of the agency, its client group and the type of advice and casework, if any, provided, but case records should typically include:
· Client’s personal details;

· Date & adviser;

· Details of enquiry;

· Relevant facts & circumstances;

· Options presented to client, with implications;

· References to sources of information used;

· Advice given;

· Time limits (e.g. for submitting an appeal), deadlines and other key dates;

· Any decisions taken by the client;

· Action agreed;

· Dates for further action, chasing, appointments, review of case etc., cross-referenced in workers’ or central diary;

· Details of subsequent contacts with client & third parties.

The CLS Quality Mark contains a number of further requirements for agencies providing advice and casework, including:

· Conflict of interest checks;

· Evidence to substantiate information and advice given to client, e.g. letters to client at start, key stages and end of case.

· In order for cases to be audited by the Legal Services Commission, agencies are advised to seek the express, written permission of clients at the outset of the case.

In what style should they be written?

Case records should be written and organised so as to be accessible to colleagues, clients and external auditors. They should be:

· Legible;

· Clear;

· Concise;

· Accurate;

· Comprehensive;

· Relevant;

· Neutral;

· Factual;

· Objective;

· Non-judgemental.

Where & how should case records and case files be kept?

Case records should be kept in case files, which should contain a number of other documents, including copies of any correspondence and other documents relevant to the case.

Case files should be kept securely, e.g. in lockable filing cabinets to which only staff members have access. 

Most case files should be kept for a minimum of 6 years, as this is the time limit for bringing a claim for negligence in the courts. Policies, however, should be made for retention of files in specific circumstances, e.g. child protection cases. 

If the agency carries out any casework relating to other interventions, e.g. counselling, separate case files should be kept for such work.

Tips for reassuring young people about case records

If care is taken to allay clients’ fears about use of personal information, they will usually be happy to co-operate: 

· Clients can be encouraged to contribute to their own file;
· Client should always be offered a copy of their file – they have the right to a copy anyway;
· Explain the agency’s reasons for keeping records;
· Explain the agency’s policies on case recording and confidentiality, so that they are clear about in what circumstances the agency will / won’t disclose.
· Clients should be given the option of having their records anonymised, e.g. via use of an ID number instead of personal details.
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