Youth Access 

Quality of Advice Assessments

	Type of Assessment
	Pros
	Cons
	Quality of

Advice
	Quality of  Service

	Peer Review through the 

examination of written case files. Usually closed  cases 

Commonly involves the examination of case records and discussions between practitioners about casework


	Enables the reviewer to track the case from beginning to end, and to sample work to get a reliable perspective

Maintains client confidentiality  

Less intrusive than contemporaneous methods 


	Doesn’t assess how the client was treated or the appropriateness of the advice only assess the technical aspect of the quality of advice. 

 
	xxx
	

	Assessor having  a post-interview  discussion with an adviser
	Gives  useful insights into the way the adviser  handled a case

Allows the assessor to check the  advisers technical  knowledge and quality  of  care   the  client  received 

 Allows  the  assessor  to  get  a  feel of the  agency to see  where the advice  is  delivered 
	Direct assessment of  staffs work can be seen as challenging and possibly undermining 

 Could  be  seen as time consuming

 Resource intensive 
	xxx
	

	Peer reviewing quality of advice through the examination of written case files followed by interviews with the client to get a qualitative assessment of their perception of the value of advice given.
	Enables the reviewer to track the case from beginning to end, and to sample work to get a reliable perspective

Also gives a qualitative assessment of the   perception of the value of advice given, the quality of client care received and the overall outcome.

Good tool for measuring the quality of advice, quality of care and access issues. Also identifies the potential gap between quality of service and quality of advice e.g.  the service  is friendly but the advice is bad

Allows the assessor to get a feel of the agency and to see where the advice is delivered.
	Permission from  clients to review  files and their  consent to be approached for a   follow up interview may be difficult to  get if not sought up front 

Could be seen as time consuming &  resource intensive 


	xxx
	xxx

	Contemporaneous reviews:

Observed Interviews  in  person & over the phone 


	Assess:

how well and appropriately the  client is treated

how appropriate the advice was for the client.

Allows the assessor to get a feel of the agency and to see where the advice is  delivered

Gives a comprehensive  assessment of the exchange that  has taken place between the client  and the adviser .


	Issues re the maintenance of client  confidentiality 

May be seen as intrusive 

Review may be  considered narrow  as only considers one  interview & not the whole case

Time consuming 

Could also be costly 

Doesn’t allow the assessor to judge how well any subsequent follow up work may  have  been done 

Direct  assessment of  staffs work could  be seen as  challenging and possibly undermining 


	xxx
	xxx

	Taped phone interviews
	Assess:

How well and appropriately the  client is treated

How appropriate the advice  was for the client

Gives useful insights in to the way in  which enquires are handled 

 
	Issues re the maintenance of client  confidentiality 

Doesn’t allow the assessor to judge how well any subsequent follow up work may have been done. 

Direct assessment of  staffs work could  be seen as challenging and possibly undermining 

Time consuming

 Resource intensive 
	xxx
	xxx

	Mystery shoppers
	Good tool for measuring the quality of advice, quality of care and access issues also identifies the potential gap between quality of service and quality of advice e.g.  the service is friendly but the advice is bad.

Allows the assessor to get a feel of the agency and to see where the advice is delivered. Assess the technical  quality of the advice  given

Assesses how well and  appropriately the  client is treated & 

how appropriate the advice was for the client  
	Time consuming 

 Resource intensive 

Doesn’t allow the assessor to judge how well any subsequent follow up work may  have  been done 


	xxx
	xxx


Focus of QAA assessments is what happens between adviser and client, and on the action that may be taken by the adviser on behalf of the client.  
Best seen as part of a inter- active development process rather than a remote or distant inspection.
In order to improve quality, we will need to ensure that the agency has the capacity to act on the results of the quality assessment. This is more likely to be achieved using a fully integrated assessment process preferably involving an onsite assessment.
Main methods used:
 Peer review through the assessment of closed case files –
· Enables the reviewer to track the case from beginning to end, and to sample work to get a reliable perspective

· Use of guidance frame works wide spread – enables the reviewer to take a common approach – 

· Reviews can be compared promotes confidence in the system and gives transparency to the process so that reviewers can see how the judgement was made facilitates focused feed back 

· All systems have some kind of standardised measurement or scoring system  

· If the purpose is to improve quality - a strong feedback element is necessary

Issues 
· who is competent to be  a  peer reviewer  i.e. recognised experts  in the  field, past  experience of  practice, current  experience of  practice,  experiencing of managing assessing ,supervising  or  training ,   professional qualification   working in a specific network or  sector 

· Generalist or specialist peer reviewer 

· Peer  reviewers  need to  be  able to  demonstrate that they  have the appropriate skill and  understanding to be  capable of  making  judgements

· Need  technical  expertise  to pick up where  mistakes have  been  made but  also need development  expertise in order  to see  what’s gone wrong in the organisation and  identify improvements -  need technical advice  skills and management skills 

· Recruitment of peer reviewers is a big issue 
·  Cost  of  peer review

·  S.C’c  paper -  Having it  done  to you , doing it yourself  or  hybrid of the two approaches 
Other methods 
Assessor having a post-interview discussion with an adviser
Peer reviewing quality of advice through the examination of written case files followed by interviews with the client to get a qualitative assessment of their perception of the value of advice given.

National Occupational Standards may provide a valuable framework for assessing the quality of advice & the advisers skills in enabling the client to act on the advice given
Contemporaneous Reviews:

· observed interviews in person & over the phone 

· taped phone interviews
· mystery shoppers
Age Concern Pilot - Good Advice Good Results 
Used taped telephone interviews as the basis for quality of advice assessments for information - only sign posting and one off advice services as much of the work was done by telephone & enquiry records were often brief. 
Three separate assessments were done by the:

· Age Concern Assessor of their own cases/ enquiries - self assessment – key benefit direct ownership of results 

· Age Concern Assessor from another AC within the Pilot   – Peer Assessment - opportunity to gain outside perspective and commentary

· External Assessor - external assessment
Made it possible to compare assessments and comments of three different assessors all faced with the same material
Those that took part in the process felt that it had been a useful & successful technique - gave a comprehensive understanding of the exchange that had taken place between client and adviser.  
Paper  based assessments were  “drier” and often lacked the necessary detail – not  just the issues or action  agreed but  also the tone of the  exchange &  the  state  of  mind of the caller etc. 
Felt this method was more likely to capture the authenticity of the exchange 
Difficult to assess an exchange if there had been previous calls or visits, or a history of the enquiry but worked well for the initial calls 
Very few objections from clients re taping of calls most were fine with this 

Extremely time consuming 

Phase two of the project looked at Bench Marking
Agencies within a region were matched up according to the type of service they provided
Kicked off with a two day training session looking at case recording & considered the most common enquires an Age Concern information & advice worker would deal with. 
Participants also exchanged files 
Advisers defined the service level identifying what they did and didn’t cover & looked at the knowledge skills to do this & what they would expect an advice worker to deal with.
Produced checklists for gathering information & written scripts

 Issues 
· Time consuming & resource intensive 

· Issues of consistency & relying on the good will of the partner agency to reciprocate 
· Files not being returned or lost

· Participants dropping out 

· File review results not being fed back 

· Resources produced were seen as a good training tool to use with new & existing staff

Little research in to contemporaneous reviews - worth exploring further with the pilots 

Lot more too good advice than just the technical side:
· Access

· Who gets advice
· How people are treated 

· Quality of service outcomes

· Identifying and raising social policy issues / PLE  work 
A holistic assessment of an agency should include all these things. 
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