                                                              1

[image: image1.jpg]National
Homelessness

Advice
Service

A Shelter and Citizens Advice project. DCLG funded.





Eligibility criteria for NHAS: voluntary sector advice agencies

Introduction

This document sets out the criteria for accessing NHAS second tier services by independent advice agencies in the charitable/voluntary sector.  

The basis of eligibility for NHAS

The aim of the criteria is to ensure that:

· an agency has in place all the elements required to provide timely, accurate and appropriate information, advice and assistance to clients;

· they are accountable to those clients for the service they provide, and;

· they are able to benefit from the type and level of service provided by NHAS.

CABx are automatically eligible for NHAS by reason of Citizens Advice being one of the NHAS partners and because their membership of that organisation requires that they have in place the eligibility criteria set out in this document.  Other voluntary advice agencies (OVAs) are asked to conform to the same criteria, in order to be eligible.

The eligibility criteria 

There are three sets of criteria that an agency must fulfil in order to access NHAS second tier services, including the Consultancy Line and training.  These are:

· type of agency

· professional standards

· ability to work within requirements of NHAS contract.

Each set is covered in detail under the related headings, below.

Criteria relating to the type of agency

· The agency must be voluntary or not-for-profit.  

NOT TO:

· housing associations and other RSLs; 

· local authority advice centres; 

· local authority housing services, including hostels/supported housing; 

· social services departments;

· hospitals;

· university/college welfare services (but Student Union advice services are eligible).  

· The agency is to be a provider of advice to the general public or to a group of people with advice needs that include housing, specific to their circumstances, for example, persons from abroad, tenants in the private rented sector.

NOT TO: 

· agencies that give advice and/or support to their own clients as part of a role as an accommodation provider, due to conflict of interest for both NHAS and the agency;

· organisations funded by Supporting People are not funded to provide housing advice to the people to whom they provide support, and so it would not be appropriate to offer second tier support for advice;

· refuges, as they are in conflict of interest position, being accommodation/support providers and, in some cases, contractual providers of interim accommodation to local authorities.

· The agency must give a minimum amount of 100 hours per year of substantive advice about housing and homelessness, as one of the following:

· a specialist housing advice provider; or

· an allied part of a specialist advice service in another area of advice, for example, debt advice, immigration and asylum advice; or 
· as part of a general/holistic advice service.  

Criteria relating to professional standards

· The agency should be a properly constituted and managed organisation.

· Professional indemnity insurance must be in place, covering advice and casework.

· A confidentiality policy must be in place, and the agency must be willing to amend it as necessary to encompass client data-sharing with NHAS.
· An equal opportunities/diversity policy must be in place.
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· A complaints procedure must be in place.
· An adequate advice/casework recording system must be in place.
· Casework supervision from suitably qualified/experienced person, to recognisable or acceptable advice work standards must be provided. 
· Casework/systems/advice audit, as part of membership of a recognised umbrella organisation, or as part of CLS QM, must be in place, or the agency must be willing to be audited by Shelter HAC/NHAS.
· Advisers must have access to a comprehensive, up-to-date information resource on housing and homelessness, which will be either AdviserNet or ShelterLegal.

· The agency must have the capacity to train advisers to an appropriate level, including access to IT for e-learning.

Criteria relating to ability to work within the NHAS contract

· The agency must have the ability to supply NHAS monitoring information (as required by CLG contract), and agree to do so.  Repeated failure to supply the agreed information in a timely manner could result in NHAS being withdrawn at next review.

· The agency must agree to keep the NHAS Administrator updated with changes to contact details and other relevant data.

· The agency must be willing to hold meetings with NHAS to review eligibility for, and use of, the service.

· The agency must be willing to engage with NHAS and other local agencies on local and national initiatives, including prevention of homelessness/dispute resolution protocol.

· The agency must actually use the Consultancy Line and Training Service.  Agency use of these services is monitored on a quarterly basis for NHAS reporting to CLG, and this monitoring will be used to track use for the purposes of eligibility review.  Non-use may be followed up at any time but will be followed up at a biennial Eligibility Review.
Applying the criteria

New OVAs applying for NHAS eligibility 

· Any agency contacting the NHAS Consultancy Line, who does not appear on the current list of OVAs, available to view of the NHAS page of the Shelter Intranet, cannot be given the service.
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· The NHAS adviser should explain the basic criteria to the agency.  If the agency wishes to apply for NHAS, the adviser should take a note of the following, and email these details to the NHAS Development Officers (DOs) at nhasdev@shelter.org.uk 

· agency name

· agency contact person name and title

· agency full postal address, and email address and ex-directory telephone/mobile.

· The NHAS Development Officers will keep a list of all OVAs wishing to apply for NHAS.  

· When the application pack is ready (currently in development), a questionnaire covering the criteria will be sent.  

· Once the questionnaire and supporting paperwork has been returned, the DO will make an initial assessment and follow up any issues arising.

· The DO could make one of a number of decisions:

· acceptance as immediately eligible for NHAS; or

· provisional acceptance for NHAS eligibility on the basis of agreed specific development work to enable the agency to meet the criteria; or

· ineligible for NHAS because the applicant does not fulfil the Criteria relating to the type of agency (see above); or                                                                                  

· ineligible because the applicant is unable to meet the essential aspects of the Criteria relating to professional standards or the Criteria relating to ability to work within the NHAS contract (see above) or is unwilling to undertake the development work to achieve them.         

OVAs currently accessing the NHAS (since start of the new contract)

· All of the OVAs currently entitled to NHAS will be reviewed on the basis of the new criteria as above, with the additional DO decisions of withdrawal of NHAS eligibility, on the basis of:

· not meeting the Criteria relating to the type of agency, or 

· not meeting either the Criteria relating to professional standards or the Criteria relating to ability to work within the NHAS contract (see above); and

· in either of the above, either

· inability to put in place policies, practices or resources to meet them within a reasonable timeframe; or 

· lack of interest in doing so.  

OVAs that are accepted for NHAS can be reviewed every two years to ensure that they still meet the criteria.

The NHAS has the right to change the eligibility criteria according to the demands of the contract with CLG or the needs of the service.
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