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to information, advice and counselling





CASE RECORDING
Case recording is an essential element of advice work, whether the advice is given as a single incident or as part of a case which the advice agency conducts for the young person. The case record should give a clear picture to anyone reading it of what the issues are, what advice has been given and what action has been taken to resolve the query. All contacts with the young person – whether face-to-face, by telephone, e-mail, home visit etc. – and any contacts with third parties on behalf of a young person (e.g. the DWP, homeless person unit, a landlord, a creditor, the Social Services department) should be recorded. There should be copies on the file of any correspondence which the agency receives or sends on the client’s behalf and of any correspondence or papers provided by the young person in connection with the case.

WHAT TO RECORD
A young person may provide a great deal of information about his/her circumstances, not all of which will be relevant to the conduct of the case. Practices in case recording vary from agency to agency and may be affected by the relationship between the advice service and other services which the agency provides for the client group it serves. For example, agencies which offer a range of services to young people may need to record information about the young person’s home circumstances; their need for particular types of support and counselling; whether they are NEET or EET etc.    

With regard to the advice service, the following information should be recorded as a minimum:-

(1)
Client Data and Documents
· Contact details (name, address, phone no. email address) 
· Gender 

· Date of birth

· Other data necessary for equal opportunities monitoring or as required by the advice service

· Method of contact (e.g. telephone, home/ hostel visit, interview) – and whether the YP can be contacted and how. Are they able to receive telephone calls or letters at home 
· Whether the client was referred by another service

· For Welfare Benefits matters - National Insurance number 

· Information about any other people interested in or affected by the young  person’s enquiry, so that a conflict of interest check can be undertaken

· Form of authority signed by the young person and their consent for the agency to record 'sensitive personal data' 

· Any other documents needed to ensure compliance with the Data Protection Act

· Any particular needs relating to access (e.g. language, access to the building; finance, any other support needs)

(2)
Record of Advice and Action

Whether the issue which the young person presents is dealt with as an enquiry only (i.e. the advice agency provides advice but does not take action for the young person) or casework is undertaken, the case records should contain:-

· A diagnosis or assessment of the query, including any matters which must be dealt with as an emergency, and of what the young person wishes to achieve

· All facts relevant to the enquiry or case including details of relevant third parties

· A record of any “key dates” – i.e. dates by which action must be taken (also to be recorded in the agency’s central diary if the agency is responsible for taking action)
· The advice given to the young person, including details of options available if there is more than one possible course of action

· The action to be taken – and whether this is to be taken by the young person or by the adviser

· Any issues raised but not yet dealt with 

· Whether the young person needs to provide further information and the arrangements for doing so

· Details of any benefit calculations made 

· A record of all contacts with the young person and any third parties, whether face-to-face, by telephone, e-mail, home/ hostel visit etc.

· Details of any referral made for all or part of the young person’s enquiry (e.g. referral to a law centre for advice on a social services matter or to another adviser on a housing matter) Notes should include, who the referral is to, why it is being made, details of any appointments, client consent for passing on the information, any costs the young person may incur as a result of the referral   
· Notes of reference materials where information has been checked or case law referred to
· Copies of any documents or correspondence relevant to the case – such as correspondence between the agency and the young  person; between the agency and third parties; between the young person  and third parties 
· Details of the outcome received when the matter has been concluded

If advice is provided on several occasions on the same matter and/or the agency agrees to take on the case and to act for the client, the case record should provide a chronological account of what has happened in the case, so that any other adviser or supervisor can easily see from the file what the issues are; what action has been taken/is being taken and by whom; any key dates by which action has to be taken. 
What to record and where to record it?

The table below outlines the key pieces of information that you need to record.  It also suggests where you record them.  There are many different case recording systems but there are some key points to keep in mind when deciding where to record something.  The definitions we have used are as follows:


Pro forma:
Some pieces of information about a young person will very rarely change e.g. name and contact details and these are often the pieces of information that need to be very easy to see when you open the file.

Most centres also collect statistics and we would suggest that you consider drafting a pro forma that brings together the key information that you need to collect for case recording and statistics.

The pro forma should be kept at the front of the case file.  If it were also used for one off advice it would be filed with your one off advice records.  

Ongoing case sheet: The advice that you give a client needs to be recorded so that the progression of the case is clear.  An ongoing case sheet would show the date of the advice given, which advisor gave it and the content of the advice. These sheets would normally be kept in chronological order with most recent at the top.

Central record: Some pieces of information need to be kept centrally. These are things that the advice worker needs to check regularly and might miss if they had to look at every case file.  They are also pieces of information that other caseworkers need to know if the advice worker is off sick or on holiday. 

	Information to be recorded
	Where?

	Client contact details
	Pro forma

	Equal opportunities monitoring data 
	Pro forma 

	Other relevant personal details e.g. date of birth, benefits they are receiving, NI  number 
	Pro forma

	Conflict of interest check 
	Pro forma & central record if conflict highlighted 

	Form of authority / client consent  to record  sensitive personal data 
	Pro  forma 

	Method of contact -  how  &  when 
	Pro forma 

	Access needs 
	Pro forma 

	Referral from another service 
	Pro forma 

	Date and adviser who dealt with enquiry
	Ongoing record

	Diagnosis or assessment of the query highlight important information emergencies &  what the  person wishes to achieve 
	Ongoing record

	Facts & details of relevant third parties 
	Ongoing record 

	Options discussed 
	Ongoing record

	Further information the young person needs to provide & arrangements for doing so 
	Ongoing record 

	Benefit calculations 
	Ongoing record (but also could be a pro forma for this) 

	Advice given (including use of reference materials, consultancy lines, supervisor etc.)
	Ongoing record

	Further action to be taken with clear responsibilities for client and adviser
	Ongoing record

	Important Dates e.g. any dates to contact the client to inform of progress, any deadlines to meet (e.g. responding to letters on client’s behalf within a set time period, passing on information to a third party, meeting deadline for a review or appeal)
	Ongoing and central record 

	Subsequent visits and phone calls
	Ongoing record

	Details of the outcome received when the matter has been concluded 
	Ongoing record 


 What documents should I keep on a clients file?

· Copies of all letters sent to client (you do not have to repeat what you have written in a letter on your case record – you only need to refer to the letter i.e. see letter to young  person dated 11/106/09)

· Copies of all correspondence received on behalf of young person 
·  Record of any referrals made (internally & externally) 
· Copies of forms completed – not obligatory but useful, copy the pages that have important information on them i.e. date and signature of young person and any explanations that you do not have recorded elsewhere.

· Client Authorisations & consent forms 
· Other important documents relating to the case
Remember do not keep the clients original personal documents
 but make photocopies of them

When to Record
The case record should be written as soon as possible after the interview with the client to ensure that all the relevant matters are recorded. This is particularly important when several clients are seen in succession (e.g. at a drop-in session or telephone advice line),  Some advisers may be able to make accurate and legible records while speaking to the client; most will rely on notes from the advice interview to prepare the case record when the interview is over.  In order to ensure that accurate and timely records are maintained, the agency should:- 

· Ensure that the structure of advice sessions allows sufficient time for the adviser to write up the case record before seeing the next young person

· Devise case record forms which prompt the adviser to record the relevant information

· Operate a  central system for logging key dates and urgent matters which can easily be used by all advisers

Where the advice interview is conducted outside the office at the young person’s home/ hostel, the record should be written up when the adviser returns to the office.  

Following the initial advice interview, a record should be kept of all contacts with the young person or third parties, with dates of when letters or telephone calls were received and a summary of action taken.
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Tips for Case Recording 

Accurate –  records should  be  a true  account of the main discussions following the  advice  session and  should clearly show who  is  responsible  for what .

Factual -   stick to the facts no need to embellish the narrative. The language should be non judgemental and focussed on the issues 

Concise-   don’t be overly long. Use  bullet  points  no  need  for  detailed  paragraphs  and   perfect punctuation &  grammar . 
Objective - , use respectful language, which differentiates fact from opinion, judgment or speculation. If you feel you are required to give an opinion or perspective ensure that this is separate from validated facts.
Relevant - stick to the point - no need to include unnecessary detail  
Case notes should  be  done  as  soon as  possible  following the  interview  make  notes  of  key  points  during  your  discussions this  will  help you remember 

Try to use clear legible hand writing and date and sign all entries 

 No need to replicate any information which shows details of any action taken or decisions made e.g. a letter. Simply note: received letter from Housing see attached or clients file if documents are kept in a separate file. 
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