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%I@ second edition

This new second edition of QASRO reflects the

experience of refugee organisations since the launch of

the first edition in 2001. This expanded and improved mrsn
version has been shaped by the experience of National MG dppart Network
Refugee Forum members and the thirteen frontline

community organisations who piloted QASRO for a year.

In addition to updated quality standards, QASRO now
offers five new service guidelines and a wide range of
sample policies and procedures. All were developed by
Forum members and other refugee organisations, with (L3 )
contributions from experts in specific quality areas. Nosth of Frigland
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Preface

Voluntary and community organisations play an important role in
the reception of asylum seekers and integration of refugees in the
UK. Many of these are led by refugees themselves and are crucial
in ensuring that refugee communities have access to key services
and support. | believe that a comprehensive quality standard is an
essential tool for helping organisations ensure they are well run to
deliver quality services.

The Quality Assurance System for Refugee Organisations (QASRO)
has been developed by refugee organisations themselves. Itis a
comprehensive system suitable for any established organisation and
has been devised in such a way that even starting from scratch a
refugee organisation will achieve improvements by utilising the
Organisational Standards and relevant Policies and Procedures. For
existing organisations, QASRO provides a health check to determine
if systems need updating, to enhance existing best practice, or
simply to confirm that services provided to refugees are of a high
standard. For organisations seeking to expand their present
services, QASRO provides suggested guidelines to help
organisations on their way.

The requirements of refugee organisations can be incredibly diverse,
complex and above all, particular to the needs of their clients, so it
is a positive step forward in quality assurance to see a specific
organisational management system which looks to support the
efficiency and development of such worthwhile services.

I am delighted to express my support for the QASRO system, which
seeks to enhance and support best practice and ensure that
refugees and asylum seekers can receive a quality service relevant
to their needs.

AR

Peter Watson

Director, Supplier Development Group
Community Legal Service

Legal Services Commission
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Introduction

About QASRO

QASRO is a quality assurance system for
voluntary and community organisations
working with refugees.

The first edition of QASRO was developed
and launched in 2001 by members of the
National Refugee Forum, a group of
regional and national refugee
organisations. Working together to
implement quality standards, its members
had concluded that they — and other
refugee organisations — needed a quality
system tailored to their needs and services.

This second edition of QASRO also reflects
the experience of Forum members and
other organisations during the past five
years, including a year-long pilot by
refugee community organisations.

Like other quality systems, QASRO can
help organisations to make continuous,
systematic improvements in the way they
run their organisations and deliver services.

Quality through
self-assessment

Some quality standards and systems
are accredited. This means that they
set recognised standards against which
organisations are assessed and
accredited by an external body
responsible for administering the
standard. Accredited systems and
standards include the Community Legal
Service Quality Mark, Investors in
People and the regulatory scheme of
the Office of the Immigration Services
Commissioner (OISC).

Other quality systems are non-
accredited. They are based on self-
assessment rather than external
accreditation. Non-accredited quality
systems include PQASSO, Quality First
and QASRO itself. Though not subject to
external evaluation, non-accredited
systems are powerful tools that enable
organisations to become more effective
and improve their services.

INTRODUCTION
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QASRO, Quality Mark
and OISC

Many refugee organisations provide
advice. As a result, they often find it
useful to obtain the Community Legal
Service Quality Mark. Organisations
providing asylum and immigration
advice are required by law to register

with the OISC and meet its standards.

Using QASRO can help towards
meeting either of these accredited
standards.

Funders and other stakeholders
regard both accredited and non-
accredited systems as evidence that
an organisation runs well and works
efficiently. But a self-assessment
based system such as QASRO
produces evidence of the practical
steps an organisation has taken to
improve and demonstrates an active
commitment to quality.

—¢—

What makes QASRO a
specialist system?

QASRO is unique in that it was
designed by refugee organisations
based on their own experience and
needs. Like other quality systems, it
provides standards for measuring
performance in key areas. But unlike
other systems, QASRO also contains:

e Quality standards tailored to the
work of refugee organisations

e Guidelines for delivering key
services for refugees

e Sample policies, procedures and
forms that organisations can adapt
and use

e Frequent signposting to
authoritative sources of specialist
information.

These features make QASRO a ‘one-
stop shop’ for quality assurance and
an essential tool for refugee
organisations seeking to become more
effective and improve their services.

ii
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Using QASRO

QASRO is organised into

three sections.

SecTion ] contains quality standards in

twelve areas of organisational activity. I(tj
describes the standard in eachfaregét::r:mining
i sessment sheet for
A isati the standard.
sation meets
how well your organi : )
Also included is an evidence sheet to help yo

demonstrate how well you are meeting

the standard.

Secﬂon 2 includes five service

Quality area 1

Quality area 2

Quality area 3

Quality area 4

Qually area 5

Quality area 5

Quality area 7

Quality area g

Quality area o

Quality area 10
Quality area 1
Quality area 12

Appendix 1.1

L . to
ideli deline outlines how
guidelines. Each gui : '
set up or improve the delivery of advice

o . ¥ s,
and information, training, housing serwﬁ(te
interpreting and community development.

Section 1

Organisational standards

Planning our wor
Our governing body
Managing our organisation
Managing our finances
Managing our resources
Administration

Networking ang Partnerships
Monitoring and evaluation
Managing our stafr

Managing our volunteers

Training and development.

Diversity and equality

Checklst of human resources Policies and procedres

Section 2

Service guidelines

Service guideline |
Service guideline
Service guideline 3
Service guideline 4

Service guideine 5

Secﬂon 3 provides you with a selection of

sample policies, procedures and 'fgrms.f'tr:eese
have been adapted from the policies 3 e
National Refugee Forum mer'nberjj a;nis >
refugee organisations. Also include

template to help you develop your

own policies.

Section 3

Sample policies ang Procedures

Sample policy 1

User carg
Appendix 14: Service user care Statement

Communications
Caig for the anvionment

Sample poiicy 2

Sample poiicy 3

Sample policy 4| Equaity ang diversty
Appendix 44; Equaity ang diversity statement

SaMPle policy 5| Health ang safety
Appendix SA: Heaith ang safety statement

Qualiy
Confic of Interest.

Sample poiicy

Sample policy 7

Sample poicy § | Reterat g Sgpasting
APPENdix 8A: Sampie referra form

Interpreting
Voluntaers

Sample poicy g

Sample poiicy 19

Sample policy 17 and selection

Appendix 114; Guidelines for. writing a job description,
ApPendix 118: Guidelnes ror WIiting a person specifcation

APPeNdix 11C: Sample appicaion form
Appendi 110 Sample equay OPPOrtunities monitoring form
Appendix 11€: Sample short-lsting score shee

Appendix 11F; Sampje Interviewing scoring forg,

Appendix 3.1 Policy tempiate

Qasto
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Getting started

Here are seven steps for implementing
QASRO. You do not have to carry these out
in the same order. Some may occur only
once while others will become part of your

organisation’s quality cycle.

Get to know
QASRO

Decide who
champions quality

Communicate
progress

Build up a
portfolio

Carry out a
self-assessment

Implement the
action plan

Draw up
an action plan

INTRODUCTIOiI:I/ ‘ % RO
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Step
One. Get to know QASRO

Convene a meeting to introduce QASRO. In a small
organisation, this may include everyone - trustees,
staff, volunteers and users. A larger organisation
may choose a group of trustees, staff, volunteers
and users.

Introduce QASRO to the group. You may want people
to read the introduction prior to the meeting.
Familiarise yourselves with QASRO and discuss the
process of implementing quality standards. Set a date
for self-assessment and make sure everyone
understands their role in this.

QASRO

Step

Two. Decide who
champions quality

You may decide to name a quality champion now or
wait until after the first self-assessment, when you
all have a clearer idea of how you are going to
implement quality standards.

The quality champion should be a senior staff
member or trustee whose job it is to:

e ensure quality is kept on the agenda of trustees
and staff;

e motivate people to develop ownership of quality
so that it is embedded in daily activities;

e convene quality meetings and improve
communication on quality throughout the
organisation;

collect feedback and evidence for the
organisation’s quality portfolio; and

ensure that progress on quality is communicated
throughout the organisation.

Larger organisations may name someone to lead on
quality in each team or department. These individuals
can form a quality task group which meets regularly
to review progress and set new goals.

Is is important to remember that everyone in the
organisation, not just the quality champion or quality
group, needs to help embed quality in their work.

USING

INTRODUCTIOI:I/ ‘ % RO
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Step

Three. carry out a
self-assessment

Your initial self-assessment should look at how well
you meet all of the organisational and service
standards. Be sure everyone has been briefed about
the aim of the self-assessment and how to carry it out.

Provide copies of the standards, the assessment
sheet, the evidence sheet and the action planning
worksheet.

In smaller organisations, everyone can look at all
the quality areas together. Larger organisations may
want to assign groups to work on different sets of
quality areas.

Discuss each standard and decide how well it is
met. At this stage, it is important that all opinions
are heard and valued. It is easy to become
defensive when talking about performance - this can
be avoided by highlighting positive achievements
and focussing on evidence. Levels of Assessment
If the information needed to assess is lacking, this Not met indicates there is no tangible evidence
may tell you something about communication within ~ that your organisation meets the standard.
the organisation.

Partly met signifies that you have started or have
Each standard is assessed at one of three levels as ~ nearly completed implementation of the standard
described in levels of assessment on the right. regardless of how far along you are.

Met means you have tangible evidence to show that:

e organisational standards or service good practice
guidelines are implemented;

* relevant people know the standards/guidelines
and use them; and

e monitoring is used to introduce improvements.

Use the self-assessment sheet at the end of each
standard to record the level you have attained.

An evidence sheet is also provided. Use it to record
the evidence you have found for each standard.

After assessing the level to which each standard is
met and recording the evidence, draw up a list of
actions for improvement. Record these in the action
planning worksheet.

It may not be possible to carry out all the actions
immediately. In this case, you will have to prioritise
them. Time permitting, you can do this as part of
the self-assessment. If not, priorities can be agreed
while producing the action plan.

INTRODUCTIO\lili ‘ % RO
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Step

Four. Draw up an
action plan

To maintain momentum, it is best to draw up an
action plan soon after self-assessment. The plan can
be drafted by the quality champion or quality group,
using the action planning worksheets to prioritise
improvements identified during the self-assessment.

The action plan should include specific tasks,
responsibilities and timetable for completion. One
key task is approval of the plan by trustees.
Another is informing the trustees of progress on
steps to improve quality (including their own!).

The plan should also spell out steps in implementing
the plan, building the portfolio of evidence and
communicating progress (look ahead to steps 5, 6
and 7 for more detail).

QASRO

Once the plan is complete, you are ready to put it
into action.

Step

Five. Implement the
action plan

The first step is to introduce the completed plan to
the organisation. You may want to hold a meeting
and introduce it to everyone in the organisation. In
larger organisations, the quality group can meet and
decide how members can take the plan back to
their teams and sections. Alternatively, the plan can
be introduced at a regular meeting of managers or
team leaders.

The ultimate goal is for everyone to set and monitor
standards for everything they do. This applies to all
activities, from frontline services to campaigning and
public awareness, as well as to all the systems
which support those activities — finance, human
resources, management and administration. Your
organisation will be more effective if staff, trustees
and volunteers are actively engaged in applying
standards to their work.

For this to happen, each task in the quality action plan
needs to be taken up in team meetings, supervisions,
work plans and reports. In other words, quality needs
to be embedded in the normal processes by which the
organisation carries out its work.

USING
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Step

Six. Build a portfolio
of evidence

Begin your portfolio as soon as you have completed
the self-assessment. Your action plan will spell out
the evidence needed for each task. As tasks are
completed, the relevant evidence needs to be
collected in a portfolio. Maintaining the portfolio of
evidence is the responsibility of the quality champion.

The portfolio should be a living resource, used in
induction, planning, decision-making, service
development, fundraising and recruitment.

The portfolio can be organised in any way that
makes sense to you or it can follow the QASRO
quality areas.

Whichever way you organise the portfolio, you need
a system of document control. All documents should
be labelled with:

e The date of approval

QASRO

e The date of last and next review
e The author

e The person responsible for making changes to
the document (such as the director)

e The status (such as draft, final version)

A key task for the quality champion is to ensure
that everyone is aware of the portfolio and
how it can be used.

Step
Seven. Communicate
progress

Keep everyone informed on progress. This is a key
step to success — it keeps everyone aware of quality
issues, challenges attitudes, helps manage change,
provides a common language within the
organisation and helps to celebrate success.

You can include time in your regular self-
assessment to review progress.

Look for ways to highlight work on quality both
internally and externally. Your staff newsletter,
annual report and annual general meeting are

good opportunities.

USING
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Top tips

Just a reminder of the keys to success in
using QASRO:

Brief people prior to self-assessment

Allocate enough time for assessment —
at least half a day

Involve as many people as possible in the
assessment

Value differences of opinion
Set a realistic timetable for your action plan

Make sure everyone understands their roles
(eg. admin support, chairing meetings,
disseminating information, getting external
advice)

Get trustee approval of the action plan
Keep everyone informed of progress
Celebrate improvements

DON'T

—¢—

STOP

Don’t stop!

Embedding quality takes time
and improvement is gradual.
Continuity is the key.

INTRODUCTIOiIiI( ‘ % RO
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Section 1

Organisational standards

Quality area 1 Planning our work

Quality area 2 Our governing body

Quality area 3 Managing our organisation
Quality area 4 Managing our finances
Quality area 5 Managing our resources
Quality area 6 Administration

Quality area 7 Networking and partnerships
Quiality area 8 Monitoring and evaluation
Quality area 9 Managing our staff

Quality area 10 Managing our volunteers
Quality area 11 Training and development
Quality area 12 Diversity and equality
Appendix 1.1 Checklist of human resources policies and procedures

ASRO
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QUALITY
AREA 1

The standard

—¢—

Planning our work

Refugee organisations make short-term and long-term plans for their services,
and make sure these stay relevant to the needs of refugees, asylum seekers and

funders.

Any refugee community organisation should
develop short and long-term plans. This process
involves gathering information, analysing and
discussing findings, and thinking about and
deciding which direction to go in and how to
achieve its goals.

In order to plan work efficiently, the organisation
should establish from the beginning a planning
cycle to ensure that it develops and regularly
reviews the following:

e Mission statement

e Strategic plan

e Business plan

e Annual plan

The mission statement should explain the
overall aims and values of the organisation and
how it achieves them. It should be short and easy
to understand.

The strategic plan should outline what the
organisation hopes to achieve over the next three
years. It outlines the long-term direction of the
organisation in the following way:

It should describe the main issues facing asylum
seekers and refugees in the region or community
in which the organisation operates.

It should outline the main projects and goals of the
organisation for the following three years.

It should identify the individuals and organisations
(stakeholders) to be involved in implementing the
strategic plan.

The business plan should explain in more detail
how and when the organisation will achieve the
aims and projects indicated in the strategic plan,
and identify the financial resources required. It
should cover areas such as fundraising, human
resources and communications. The annual plan

should list the key activities and tasks for the year
ahead. It should also identify who will be
responsible for completing these tasks. Annual
plans may be specific to a project or activity

(for example, the annual quality plan).

Different groups of stakeholders have different
needs, so it is important that the strategic plan
clearly identifies who the main stakeholders are
and what they expect.

Stakeholders may include users, staff,
volunteers, funders, social services, local
authorities, local community groups and other
refugee organisations.

The objectives set in the planning process will be

influenced by a number of internal and external

factors. Some external factors to consider during

the planning process include:

e Legislation

e Funders’ preferences

e The changing needs of refugees and asylum
seekers

Internal factors include:
* Resources

e Human resources

e Finances

e Time

e Skills needed

Refugee organisations should constantly review
their services to ensure they meet the needs of
the users.

They should also develop systems for monitoring
progress against the objectives outlined in their
plans. Monthly, quarterly and annual reports
should be produced and used to inform the next
planning cycle.

Recommended further reading:

The complete guide to business and strategic planning for voluntary organisations. Alan Lawrie, Directory of Social

Change (DSC), 2001.
develop your own strategic plan.

08450 7777 07 or www.dsc.org.uk. A step-by-step guide with lots of templates to help you

Section 1 ‘
Quality area 1: PLANNING OUR WORK %m
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Planning our work

QUALITY 1
Assessment sheet

AREA

Tick the appropriate boxes. Use the evidence sheet on the next page to guide you.
Then agree actions to meet the standard more fully.

. . not partly
Commitment and planning met  met  met

We have approached the local authority, local voluntary organisations, and users

for their views to inform our planning process. . ... .. ... ... ..
We have written aims, objectives and values. . .. ......... ... ... ... .. .. ....
We have a current annual plan. . . ... ... ... . . . e
We have a two- to three-year strategic/business plan.. ... ....................
We have written information about what each service offers and how. . ... ........
We use a recognised quality system for the organisation/for specific services. . ... ...

Action

We provide a service or range of services to meet the needs of our users. .........
We consistently achieve our service objectives. . . .. ... ... .. . o .
We meet the key objectives and targets established in our plans.. . ..............
We provide clear information for our stakeholders such as funders or users. . . ... ...
We assess our organisational and project quality standards regularly. .. ...........

Review and evaluation

Our monthly/quarterly monitoring reports for all projects show objectives and targets
being metin key areas. . . . . . ...
Our annual planning review shows aims and objectives are being met in key areas.. . .

Users, staff, volunteers, local organisations and other stakeholders are involved in
reVIEWS Of OUI SEIVICES. . . . . . i e e e e e e e e e

Our planning and review cycle helps us continually amend and develop the
strategic plan.. . . .. ..

Our quality assurance system leads to improvements and innovation in our services.

Completed by Date _ Next review

Section 1 ‘
Quality area 1: PLANNING OUR WORK %m
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Managing our organisation

QUALITY 3
AREA Assessment sheet

Tick the appropriate boxes. Use the evidence sheet on the next page to guide you.
Then agree actions to meet the standard more fully.

. . not partly
Managers: Commitment and planning met  met  met

Managers ensure that a planning cycle is developed and understood. . . ...........

Managers ensure that basic legal and professional requirements are understood
and implemented, for example Community Legal Service Quality Mark, public liability
professional insurance and charity law. . ........ ... .. .. .. . . . .

Managers ensure that management and decision-making structures as well as
individual responsibilities (including quality management) are clearly laid down.. . . . ..

Managers ensure that current policies and guidelines for services are available, for
example complaints, feedback from users, and conflict of interest policies. . ........

Current policies and guidelines for staff and volunteers are available, for example
supervision and appraisal policies, volunteer policy . .........................

Managers: Action

Managers monitor annual, strategic and business plans.. . .. ....... ... .. ... . ...

Managers meet all legal and professional responsibilities, for example
anti-discrimination laws and health and safety regulations.. .. ..................

Managers support and develop all workers and volunteers. . ...................
Managers ensure agreed policies and procedures are implemented. .. ............

Managers produce monthly/quarterly reports on service delivery and organisational
issues to the governing body. . . ... ... ..

Managers facilitate effective communication between trustees, staff, volunteers and
external agenCies. . . . . .. i e

Managers ensure women and other relevant groups are represented at every level
within the organisation. . . . . . ... ...

Managers carry out quality assessments and regularly update portfolio of all policies/
procedures of the organisation. . ... ........ . .. . . . .. ...

Managers: Review and evaluation

Managers lead a cycle of consultation, planning, action, monitoring, review and
evaluation Of SEIVICES. . . . . . .
Managers review all policies, procedures and guidelines every year. .. ............

Managers provide an annual report for trustees and for users following applicable
guidelines such as charity commission guidelines. .. .........................

Managers develop new working practices and approaches, and can show
improvements in service delivery and organisational effectiveness. . .. ............

Completed by Date _ Next review

Section 1 ‘
Quality area 3: MANAGING OUR ORGANISATION %m
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Managing our organisation

QUALITY 3
AREA Evidence

Tick the box on the left-hand side of the page when the requirement has been met.

Commitment and planning

All trustees are aware of the annual planning cycle and ensure it happens.

All trustees have read relevant literature on their basic legal and professional responsibilities.

All trustees have read the organisation’s policies.

An organisational chart indicating how the decision-making structure operates is drawn up.

A confidentiality policy for dealing with users and guidelines for staff and trustees are drawn up.
There are minutes of actions to improve the gender balance of the management of the organisation.

Action

Written annual service plan, strategic plan or development plan
Updated professional indemnity insurance

Updated public liability and employers’ liability insurance
Constitution or Memorandum and Articles of Association
Managers’ written reports on all areas of the organisation’s work
Staff’s written reports on areas of work/services

Minutes showing regular flow of communication between trustees, staff, volunteers and external
agencies/a communications policy

Regular quality assessments
Updated portfolio of all the policies/procedures of the organisation
Records showing trustees are up-to-date on relevant changes in law

A conflict of interests policy and procedure, including how to handle conflict with policies and funders of
the organisation

An equality and diversity policy and annual plan to implement it
A quality policy

Review and evaluation

Minutes of annual evaluation of services
Minutes of review of policies, procedures and guidelines
Written information for users on any new services or developments to the existing ones

Copy of the registration of immigration advisers with the Office of the Immigration Services
Commissioner (OISC)

Award of the Community Legal Service Quality Mark

Section 1 ‘
Quality area 3: MANAGING OUR ORGANISATION %m
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QUALITY 4
AREA The standard

—¢—

Managing our finances

Refugee organisations recognise the importance of raising funds and
managing financial resources effectively, efficiently and transparently.
Trustees and managers need to understand their legal responsibilities,
be accountable for financial control and follow nationally accepted

financial practices.

Any organisation that raises money from public,
charitable, commercial and private sources has a
legal and moral obligation to account for their
financial transactions to their funders and to their
users. Managers and trustees from refugee
organisations must ensure that proper financial
control mechanisms over income and
expenditure are in place, including:

« Division of financial duties

e Budget comparisons

e Regular bank reconciliation

e (Cash flow analysis

e Cheque authorisation signatures

e Books and records

e Control over petty cash/cheque payments

e Financial reports

They must take their responsibility for public
money, ensuring accuracy, reliability and
availability of information about the organisation’s
activities and use of resources seriously. This is
particularly important as refugee organisations and
their actions are often the focus of media
attention. Any poor practice may be seized on and
used to undermine the refugee sector. They need
to recognise the danger of loss of future donations
or funding if a mistake occurs.

Financial resources cover fixed and current assets,
income (from all sources such as donations,
grants, fees, fundraising activities and income
generation) and liabilities (such as paying staff,
rents, money owed to suppliers).

Managers must try to ensure that resources are
managed to achieve maximum results, in line with
the constitution and values of the organisation,
and to provide best value for funders and users.

Managers and trustees are responsible for ensuring
that grant and contract conditions are met. They
must ensure that the organisation’s activities are in
accordance with its governing document and the
provisions of the Charities Act 1993, the
Companies Act 1985 and 1989, and the Statement
of Recommended Practice (SORP) Guidelines 2000
and 2001 (which provides guidelines for the
production of annual reports that apply to charities
and charitable companies).

Any investments held should be in line with the
organisation’s financial policy (which should
include ethical investment guidelines), the Trustee
Investment Act 1961 and the Trustee Act 2000.
Fundraising activities should comply with

good practice guidelines on fundraising and

legal requirements.

Refugee organisations’ approach to financial
management should recognise that resources do
not allow them to do everything they want to do
and thus should ensure the efficient use of
resources. This will help convince funders that the
organisation can use extra funds effectively.
Financial requirements may vary from one
organisation to another depending on whether
they are a charity, a charitable company or an
unregistered organisation.

Recommended further reading:

Doing it for ourselves. Community Development Team (CDT), the Refugee Council, 2003.

020 7346 6700,

books@refugeecouncil.org.uk or www.refugeecouncil.org.uk. Contains invaluable information on the most important
aspects of finance, financial management and fundraising in a refugee community organisation.

Section 1 ‘ %m

Quality area 4: MANAGING OUR FINANCES
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Managing our finances

QUALITY 4
AREA Assessment sheet

Tick the appropriate boxes. Use the evidence sheet on the next page to guide you.
Then agree actions to meet the standard more fully.

. . t tl
Commitment and planning met  'met  met

We meet nationally recognised standards for financial practices.. .. ..............
We ensure financial duties and responsibilities are divided up. .. ................

We have guidelines for banking, expenses, petty cash, salaries, monitoring cash flow,
purchasing, invoicing, credit control and registration of assets.. .. ...............

We prepare and approve an annual budget by the governing body. . .............
We clearly identify who is responsible for preparing and managing budgets. .. ... ...
We have a clear fundraising strategy.. . . .. ... i e

Action

We keep full records of financial transactions. . . . ...........................
We ensure financial projections are partof allplans. . .. ......... ... ... ......
We use cash flow forecasts periodically. . .. ........ ... ...
We present monthly/quarterly accounts to the governing body. . ................
We implement all agreed financial policies and procedures. . ...................
We ensure that managers and staff receive relevant updates on budgets.. .. .......
We use financial information to inform our decision-making. . ..................

Review and evaluation

All our financial systems are regularly monitored. . .. ...... ... ... .. .. ... .....

There is an annual independent examination of the accounts or a full audit if this
is required by the Charity Commission’s SORP or by funders. . . .................

Financial information is used to improve and develop the organisation as well
AS OUE SBIVICES. . « v vt it e e et e e e e e e e e e e e

Our business plan covers contingencies, fundraising and investment strategies. . . . . ..

Financial guidelines, procedures and processes are reviewed annually and changes
MAAE S NECESSAIY.. « . o v v ot e e et et e et e e e

Completed by Date _ Next review
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Managing our finances

QUALITY 4
AREA Evidence

Tick the box on the left-hand side of the page when the requirement has been met.

Commitment and planning
Written financial policies and procedures based on legal obligations such as the Charities and
Companies Act, Inland Revenue, common law
Minutes indicating budget was approved/reviewed periodically
A written fundraising strategy

Action

Organised records of all incoming and outgoing invoices/receipts (accounting books)
Financial manager’s written regular reports (budget comparisons, cash-flow)
Minutes of all financial decisions

Minutes showing that staff and trustees are regularly kept informed of the financial situation of the
organisation

Annual financial reports, audited, if appropriate, in line with relevant financial guidelines (Charity
Commission, Companies House, SORP)

Bank reconciliation

Regulated system to authorise and manage petty cash

Cheques signed by at least two people

Minutes showing trustees have been inducted/trained on financial management

Review and evaluation

Minutes of the annual review of the financial system of the organisation

Minutes of changes made to financial policies/procedures as a result of their review

Annual report including financial accounts

Records of financial decisions in respect of investments, fundraising strategy and contingencies

Section 1
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QUALITY 5
AREA The standard

—¢—

Managing our resources

We manage our premises, equipment, information technology, and
relations with suppliers in a way that supports the most effective use of

our resources.

Most refugee organisations will need to have
premises. This means being responsible for
buildings or some part of a building. The level of
responsibility may range from an easy in/easy out
lease with few commitments to having full
responsibility for the maintenance of a building and
for other tenants.

Whether organisations rent or have been allowed to
share an office space, trustees and managers will
have to make sure that they are clear about the
level of responsibility their organisation will have.
They need make sure that the premises used:

* meet health and safety standards;

e are adequately insured; and

* meet minimum requirements for access.

They will have to keep the premises maintained
and be able to deal with any contingencies such as
leaking pipes, electrical problems or burglary.

Much of managing an organisation involves being
responsible for the supply of services, office
furniture, telephones, fax machines, mobile
phones, books, electrical and training equipment,
any specialist aids and equipment, and organising
transport operated by the organisation. The
increasing use of information technology (IT) such
as personal computers (PCs) and email places new
demands on trustees and staff.

When assessing how well you meet the
requirements of this section, you should review
your policies with regard to the following:

» Health and safety: Changes to regulations
concerning the preparation and provision of
food and drink, and any equipment used in
their preparation, means that this is an area
that requires careful management. Trustees and
managers need to be aware of and implement
all the legal regulations for managing their
premises such as the Health and Safety at Work
Act 1974 and First Aid Regulations (1981).

e Diversity and equal opportunities: Refugee
organisations need to ensure that they comply
with the Disability and Discrimination Act 1995.
Organisations need to show they have taken
reasonable steps to improve access to their
information, services and premises for users
with disabilities.

e Management of electronic/manual
information: Organisations should treat
electronic and manual information as assets and
make sure they comply with the regulations
imposed by the Data Protection Act 1998 and
by the Privacy and Electronic Communications
Regulations 2003. This means organisations
have to have policies that enable them to
process, secure, and store electronic and
manual information as well as back up
information held in computers.

Managers often feel that they are losing contact with
service users as they grapple with the day-to-day
practical tasks necessary to keep any organisation
afloat. Managers should recognise that time spent
ensuring that the organisation is well organised will
help to ensure that services can be delivered to the
standards required, and will enable the maximum
use of available resources.

Recommended further reading:

Managing your community building. Peter Hudson. Community Matters, 2000.

020 7837 7887,

www.communitymatters.org.uk. A practical handbook on good practice in the management of community buildings.

Voluntary but not amateur. Jacki Reason and Ruth Hayes, LVSC 2004.

020 7700 8107, www.actionlink.org.uk/Ivsc.

A simple guide to the law and good practice for voluntary and community groups.
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Managing our resources

QUALITY 5
AREA Assessment sheet

Tick the appropriate boxes. Use the evidence sheet on the next page to guide you.
Then agree actions to meet the standard more fully.

. . t tl
Commitment and planning met  'met  met

We address the issue of resource management inourplans. ...................
We have a code of practice for staff and trustees on how to use electronic systems. . .

We ensure our premises are well maintained, accessible, meet all legal requirements,
and are safe and SECUIE. . . . . . . oottt e

We have contingency measures in emergencies such as a vehicle breakdown or
repairs to the premises.. . . ... i e

We are implementing an environmental policy covering recycling, lighting, cleaning
and heating. . . . .. .o

We have a purchasing policy which is accessible, understood and used. ...........

We have adequate insurance such as public liability, vehicle, employer’s liability,
professional indemnity. . . ... .. ...

Action

We keep a maintenance schedule for premises, equipment and transport.. . .. ......
We are implementing a health and safety policy.. .. ........ ... .. .. ... ... ....
We keep adequate records on supplies, deliveries and assets. . .................

We have a stock control system (for example for stationery), and safe and secure
storage of equipment and supplies. . . .. ... ... ..

We back up information kept on computers on a regular basis. .................

Review and evaluation
We ensure our use of resources such as premises and equipment is evaluated and
leads tO IMPrOVEMENTS. . . . . . o o

Our strategic and business plans address resource implications and future
FESOUICE NEEAS. . . . i ittt et e e e e e e e e e e e

We use our premises fully and to the maximum benefit of our users. .. ...........

Completed by Date _ Next review
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Managing our resources

QUALITY 5
AREA Evidence

Tick the box on the left-hand side of the page when the requirement has been met.

Commitment and planning

Evidence of action taken when resources are not sufficient for the level of services

A written health and safety policy

Records of regular risk assessment of the premises and workstations

Guidelines for managing crisis such as repairs to the premises, vandalism and burglary
A written purchasing policy

An information technology (IT) code of practice

Lease/premises agreement

Action

Written system for stock control (stationery, food, clothing)
Back-up disks of information held in a safe place or on the network
Written procedure to select suppliers of products and services
Written updated inventory of the organisation’s resources

Updated files in relation to all organisational resources (such as maintenance of fire extinguishers,
computers, insurance, cleaning of premises)

Records of accidents or near accidents
A written environmental policy
Regular fire drills and updated first aid box(es)

Review and evaluation

Minutes of reviews of current premises and other resources (photocopiers, vehicles)
An annual plan addressing organisational resources

Written views from users on premises used for services to them

Written records of actions taken as a result of hazards identified in risk assessments

Section 1
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QUALITY Administration
AREA 6 Assessment sheet

Tick the appropriate boxes. Use the evidence sheet on the next page to guide you.
Then agree actions to meet the standards more fully.

. . t tl
Commitment and planning met  'met  met

We have the relevant documentation to meet legal requirements and to demonstrate
accountability (for example, up-to-date insurance). . ... ........... .. ... ......

We have a constitution, memorandum and articles of association, and relevant
policies and codes of practice such as a case management policy are available.. . . . ..

We have a confidentiality policy covering access, back-up and storage of records. . . . .
We have guidelines on data protection and on information technology (IT) .. .......

Our trustees, staff and volunteers have access to agreed current policies,
procedures and minutes of relevant meetings.. . . . . ... ... . o e

Action
We maintain secure filing and records systems and relevant staff can easily
access information. . ... ..

We have systems in place to identify and deal with conflicts of interest of
staff and trUSTEeS. . . . . . .

We minute all key meetings, and minutes are circulated and filed. .. .............
We ensure staff, volunteers and trustees are familiar with and implement all agreed
administrative systems such as mailing or allocation of appointments.. . ...........

We collect adequate information to meet funders’ requirements on service delivery.. . .
We have staff responsible for setting up and maintaining all administrative systems. . .
We collect relevant information on service delivery and use this to improve services. . .
We have a document control system in place for all relevant documents. . .........

Review and evaluation

There is an annual review of all policies and procedures, and the portfolio containing
them is updated.. . . .. ...

The administrative system provides relevant information for planning, reviews, audits,
evaluation and other management PUrPOSES. . . . .. .ot i ittt it et e

We review our administrative practices every year for efficiency, effectiveness and
relevance, and make improvements as NECESSArY. . . . . . o v v v ittt i it e

The use of IT enhances use of secure, accessible and accurate information. . .......

Completed by Date _ Next review
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Administration

QUALITY 6
AREA Evidence

Tick the box on the left-hand side of the page when the requirement has been met.

Commitment and planning
Certificate of registration with the Information Commissioner’s Office (previously known as the Data
Protection Commissioner)
An accessible and appropriate filing system for all the organisation’s legal documents and policies
Communications policy
User care policy
Document control policy
Information technology (IT) policy and strategy

Action

Accessible minutes of all relevant meetings

Centralised system to collect information to produce reports to funders

Users’ feedback forms and casework records in line with CLS Quality Mark and OISC requirements
Reports analysing users’ feedback

Properly filed reports to funders

Written guidelines around the collection, storage and disposal of user information
Users’ records clearly show whether they are active or archived data

Updated leaflets on services provided

All policies show the origination date, author, approval date and date of next revision
Consistent and appropriate system to allocate users’ appointments

Systems to distribute promptly relevant information to appropriate people

Review and evaluation

Minutes of meetings where administrative systems have been reviewed and action agreed
Quality assessment indicating action in relation to paperwork

Reports on progress in relation to information technology strategy

Review of reception procedures
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QUALITY
AREA 7

The standard

—¢—

Networking & partnerships

Refugee organisations work in partnership with other relevant
organisations to ensure that services change to meet the needs of refugees
and asylum seekers, and that there is effective co-ordination of quality
services and increased influence on refugee policy and strategy. Managers
share good practice so that standards rise across the refugee sector.

Networking is getting to know and building up

relationships with other organisations. It needs to

be prioritised in light of the aims of the organisation

and the needs of asylum seekers and refugees.

Bigger refugee organisations may facilitate

networks to help other organisations. Networking

helps develop a strategic approach to service,

organisational and policy development. It allows

organisations to do the following:

e Raise their profile and awareness of their cause

e Get to know other organisations and who to
contact for different issues

e Facilitate personal contact

e Build up support for specific projects

e Provide information/evidence to funding bodies

e Access other support services

e Identify gaps in service provision

* Influence refugee policy and develop strategies
or campaigns on issues affecting refugees and
asylum seekers

Therefore, you need to look at:

e how well you are keeping others informed
about your services and activities;

* how you publicise your organisation and its
services;

e how regularly you have contact with key
organisations/bodies/individuals;

e the value of attending local and regional
meetings and functions; and

e how links with other groups help the
organisation.

A network may cover local and regional
organisations but you also need to consider
national and international ones operating in your
areas of interest with which you can create links
and share best practice.

Partnerships are key organisations coming
together to share their skills, knowledge and
resources for a common purpose and within an
agreed structure. Organisations need to assess their
capacity before they get involved in any partnership.
Partnerships can be short or long term, small or
large; they can be community-based, cross-sectoral
(statutory, voluntary and private), or composed of
organisations with similar aims such as women’s
organisations.

You need to be clear about the nature of
partnerships/networks with other organisations.
They can consist of informal contacts or formal
structures with regular meetings. They might be
about joint provision of services, organising joint
events, assessing the provision of local services,
co-ordinating activities, or the development of new
initiatives and strategies. It is not so much the
quantity of contacts or meetings that is important,
but whether they actually make a difference to the
services offered.

For both networking and partnerships, you should
ensure that people attending meetings and
representing your organisation are at the right
level of responsibility and authority for the type of
meeting. An organisation should be clear on its
level of involvement in any network or partnership,
for example whether it is about sharing
information, being consulted, making decisions or
getting help.

Make sure that there is a protocol for sharing
different levels of confidentiality in line with your
organisation’s confidentiality policy, and for
agreeing how information is to be presented to the
media in line with your media policy.

Recommended further reading:
Doing it for ourselves. CDT, The Refugee Council.

: 020 7346 6700, books@refugeecouncil.org.uk or

www.refugeecouncil.org.uk. Provides information on the most important aspects of networking and partnerships.
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Networking & partnerships

QUALITY 7
Assessment sheet

AREA

Tick the appropriate boxes. Use the evidence sheet on the next page to guide you.
Then agree actions to meet the standards more fully.

. . t tl
Commitment and planning met  'met  met

We actively plan our involvement with relevant groups in our community.. . ........
We are committed to being a key part of refugee sector network(s). .............

We ensure our work with the rest of the sector helps us to plan relevant and
complementary Services for OUr USErS. . . . . . .ot ittt e e e e et e e e e

We have discussed and agreed the level of our involvement in the different
networks and partnerships we participate in. . ........... ... . ... . o .

Action

We keep up-to-date contact details of other relevant organisations in line with

the Data Protection Act 1998. . . . . . . . .
We record the purpose and outcomes of our contacts with relevant organisations.. . . .

We keep records of mainstream and other organisations providing services for
women or other relevant groups. . . . . . ..o e

We provide information about our organisation and its services to other organisations
inan effective way.. . ... ... e

We use our networks to share information and best practice to keep abreast of any
new initiatives useful for the refugee sector. . . ... ... .. ... . . .. . ..

We use visits to and from other relevant organisations to promote partnerships which
benefit our USers. . .. .. . e

We share information and support with key contacts. . .......................

We have a programme of activities and events where information and
best practice are shared. . . . ... ... . .

We represent the refugee sector at strategic and policy-making levels. . ... ... .....

Review and evaluation
We monitor our contacts with key organisations/individuals and evaluate their
effectiveness in terms of use of resources and benefits forusers.. .. ... ..........

We have a greater awareness of community needs which is fed back into our
planning cycle as a result of the above. .. ....... ... .. ... ... ... ... .. ... ...

We can show how strategic partnerships with other agencies improve
SEIVICES fOr USEIS. . . o o e e e e e
We review our networking approach every year and make improvements as necessary.

Completed by Date _ Next review

Section 1
Quality area 7: NETWORKING & PARTNERSHIPS ‘ %m

-



SECTION1 23/8/06 2:46 pm Page 32 $

Networking & partnerships

QUALITY 7
Evidence

AREA
Tick the box on the left-hand side of the page when the requirement has been met.

Commitment and planning

Minutes or records of communications with partners

Annual plan indicating strategy for our involvement with relevant groups
List of key partners

Terms of reference of networks/forums

Action

A centralised and accessible up-to-date file of all relevant organisations

Minutes and reports of consultation events and meetings with relevant organisations (such as
community/refugee/women’s organisations)

List of organisations providing services for women and other specific groups
Leaflets on our services for service providers

Annual reports

Accessible minutes of network meetings that the organisation belongs to or attends
Publicity for events organised jointly with partners

Minutes of network/forum meetings

Partnership agreement(s)

Review and evaluation

Progress reports on partnerships

Staff reports on the development of relationships with partners
Records of the analysis of relationships with partners

Services provided jointly with partners

Review of network forum activities
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QUALITY 8
AREA The standard

—¢—

Monitoring & evaluation

Refugee organisations collect and collate relevant information in all areas
of their work and analyse it regularly and systematically. Data is used for
many purposes (such as to inform policy decisions, to improve existing or
develop new services, or to show what has been achieved).

Monitoring is the collection and collation of data
and information that will be used for informing
management decisions. Evaluation means
analysing data and making judgements about the
efficiency and effectiveness of the organisation and
its services in meeting aims, values and objectives,
and then using this information to improve services
and create new ones as necessary.

Statistics are tools that help you to review and
evaluate your work. The extent to which you can
make use of such information relies not only on
your ability to collect the right information as
simply and effectively as possible but also on the
way it is grouped and analysed so that it is useful
to decision-makers. Collecting information can
become the main activity, with little thought given
to reviewing the process and ensuring that the
organisation is getting the best use out of
information collected.

Staff need to ensure data is collected in line with
established guidelines. For example, the CLS
Quality Mark requires advisers to record and keep
information even in cases when they are unable to
find a suitable provider they can refer a user to.

At the start of any project, managers need to
know how to collect, collate and analyse data, and
for what purposes it will be used. The development
of a clear management information system, which
is reviewed regularly, will help managers to make
reasoned judgements, prioritise work and ensure
that the use of resources is based on up-to-date
information and solid evidence.

Each project or part of the organisation should be

able to state:

e what data they collect;

e why the data is needed;

» who collates and reviews the data;

e when and in what form it is presented;

e at what management level it should be used;

» what feedback is given to providers of
information;

e whether there are any additional information
needs;

e how information ‘flows’ across the organisation;
and

e what changes need to be made as a result of
judgements made on the collected data.

Refugee organisations should develop systems to
collect information on the provision of services to
women and other relevant groups, and make
improvements as a result.

Information collected should have multiple
purposes to avoid duplication. For example, data
on the nature of enquiries should be useful for the
governing body to make decisions on service
provision, for staff to produce reports to funders,
and for presentation in the annual report and
regular staff reports.

The monitoring and evaluation system you adopt
should be appropriate to your size, resources, and
the services you offer. It should be simple to operate
and cost-effective in terms of time and resources.
The system should be set up at the planning stage of
the project rather than half way through.

Recommended further reading:

Practical monitoring and evaluation: a guide for voluntary organisations. Jean Ellis, Charities Evaluation Service (CES), 2005.
020 77135 722 or www.ces-vol.org.uk. Provides basic and in-depth practical guidance on monitoring and evaluation.
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Monitoring & evaluation

QUALITY 8
AREA Assessment sheet

Tick the appropriate boxes. Use the evidence sheet on the next page to guide you.
Then agree actions to meet the standards more fully.

. . not partly
Commitment and planning met  met  met

We aim to meet the information needs of our funders and other stakeholders. . ... ..
We provide adequate information for management decision-making.. . . ... ........
We set performance indicators in all key areas of our work. . . .. ................
We use monitoring information to improve services and the organisation. . . ........

Action

We collect basic information on inputs, outputs and outcomes.. .. ...............
We have built the collection and collation of information into our planning cycle. . . . ..

We analyse information on service provision systematically and improve service
delivery as aresult of data collected. . .. ...... ... ... . .. .. . . . . .

We make improvements as a result of our judgements (for example, in the provision
of services for women or for other relevant groups). . .. ........ . ..

We ensure data is stored in line with the Data Protection Act 1998. . .............

Review and evaluation
We ensure that a basic standardised monitoring system has been in operation for
more than one year in all projects and parts of the organisation. . ...............

We ensure that the monitoring system helps improve our strategic planning and
feedback to funders. . . . . ...

We have made improvements in organisational effectiveness and service delivery.. . ..

We review the effectiveness of our monitoring system annually and make changes
AS APPIOPIIALE. .« . . ot e

Results of evaluation are shared internally, with partners and with funders, and lead
to changes in practice standards. . . . . .. .. ... .. e

Services to refugees have improved as a result of our evaluation processes. . .......
Data is used to promote research and innovation, and to influence policy on refugees..

Completed by Date _ Next review
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Monitoring & evaluation

QUALITY 8
AREA Evidence

Tick the box on the left-hand side of the page when the requirement has been met.

Commitment and planning

Managers’ reports on performance and targets achieved by each project
Records of corrective action agreed when performance falls short of expectations
Complaints policy and procedure

Action

Records of inputs, outputs and outcomes of each project

Records serve multiple purposes such as reports for funders, statistics and annual reports

Regular managers’ reports on service provision

Records of independent file reviews of advice services

Records of referrals to external organisations, including when appropriate services have not been found
Records of formal and informal complaints

Feedback forms (such as training evaluation forms)

Feedback policy and procedure

Suggestion box and regular analysis of suggestions

Review and evaluation

Statistics on service provision are regularly produced
Reports to funders

Records of the annual review of the monitoring system
Annual reports

Annual analysis of complaints

Concrete improvements to specific services

Annual project plans stating specific outputs and outcomes
Analysis of evaluation forms from training sessions
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QUALITY
AREA 9

The standard

—¢—

Managing our staff

Refugee organisations recognise that their staff are an essential resource to
enable them to meet high standards in all services for refugees. They
employ staff with suitable skills, knowledge and competence in line with
their recruitment and selection policy and respect them as individuals,
support them in their development and acknowledge their work.

Refugee organisations will employ suitable and
appropriately trained staff to achieve their aims
and objectives. Trustees and managers will ensure
the following:

Given the resources available, there are enough
staff to cover the organisations’ commitments and
responsibilities, allowing time for management,

administration, training, meetings and preparation.

Staff are selected, inducted, supervised and
supported according to agreed procedures,
the nature of services and the needs of users (for
example recruiting women advisers and
interpreters when providing services to women).

For specific services such as immigration advice,
managers ensure that staff comply with the
relevant external standards (for example, OISC
standards).

Managers themselves are properly trained in
managing a multicultural and diverse workforce.

Staff have adequate skills, knowledge,
experience and flexibility in order to meet the
demands made of them. They should have an
understanding of the needs of refugees and
asylum seekers. They will also need to have
knowledge of and work towards relevant
professional standards and be familiar with the
core values of the organisation.

The organisation will demonstrate its commitment
to the continuing development of its entire staff by
providing the following:

e An appropriate recruitment process

e Clear written descriptions of roles and
responsibilities

e An induction process

e Clear line-management structures

e Regular support and supervision

e Individual training opportunities

e Regular team meetings

e Annual appraisals

Refugee organisations should ensure they comply
with all relevant employment laws and employers’
requirements under immigration and asylum laws.
They should provide the following:

e Contracts and terms of employment

e Updated job descriptions

< Disciplinary and grievance procedures

e Time off in lieu (TOIL) policy

e Induction procedure

e Supervision and appraisal policies

Refugee organisations should review regularly their
employment policies and procedures to ensure
they do not discriminate against any particular
groups by imposing unnecessary barriers.

Recommended further reading

Managing recruitment and selection. Gill Taylor, DSC, 1996.

08450 7777 07 or www.dsc.org.uk. A step-

by-step guide covering issues from advertising a post to inducting a new staff member.
The Advisory, Conciliation and Arbitration Service (ACAS) provides advice and information on

employment rights and good practice (such as disciplinary and grievance procedures).

or www.acas.org.uk

08457 47 47 47
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Managing our staff

QUALITY 9
Assessment sheet

AREA

Tick the appropriate boxes. Use the evidence sheet on the next page to guide you.
Then agree actions to meet the standards more fully.

. . |
Commitment and planning met  'met  met

We review all job descriptions before advertising to see if they still meet the
requirements of our strategic and businessplans. . ... ............ .. .. ..., ...
We ensure employment practices comply with legal requirements. . ... ...........
We recruit within an equal opportunities framework. . . . ........ ... ... .. ... ..
We have a clear line management structure.. . .. .......... .. .
We have appropriate policies and procedures in place to support staff

(such as induction, supervision, appraisal, training, TOIL). . . .. .................

Action

We ensure that each member of staff has a contract and terms of employment. . . . ..
Each member of staff has been appropriately selected and inducted. . ............
We have records of staff absence and monitor them.. .. ......................
All job descriptions reflect current jobs and responsibilities. . ... ................

Pay conditions are regularly reviewed and taken into consideration when making
funding bids. . . ..

We keep records of staff taking annual leave. . .. ............. ... ... .. ......

Policies and procedures are followed and reviewed regularly (such as our recruitment
and selection policy and procedure).. . . . .. ..t

All staff, including managers, are supervised in line with our guidelines. . ..........
Regular team meetings are held and well attended.. . . .. ....... ... .. .........
All staff take part in an annual appraisal. .. ......... ... . . .. .. . ..
Staff are involved in planning and reviewing proCesses. . . . ... ..o v it i
Managers regularly acknowledge work done by staff.. . .......................

Review and evaluation

We have well-established policies, procedures and practices that support individuals
and teams (such as a code of conduct). . . ... ... ...
We use supervision and appraisals to inform training and development programmes.. .
We review staff procedures and the supervision and appraisal system every year. . . . .
We have a strategic plan which anticipates future staffing needs. . . ..............
We have an annual staff satisfaction survey and take actionasaresult. . . .........

Completed by Date _ Next review

Section 1 ‘
Quality area 9: MANAGING OUR STAFF %m

-



SECTION1 23/8/06 2:46 pm Page 38 $

Managing our staff

QUALITY 9
AREA Evidence

Tick the box on the left-hand side of the page when the requirement has been met.

Commitment and planning
Staff and personnel records with up-to-date copies of contracts, terms and conditions, current job
descriptions, signed induction completion forms, annual leave and records of absence
Schedule and minutes of key meetings
Records of supervision and appraisals
Line management chart
Equal opportunities and confidentiality policies
Complaints policy
Health and safety policy
Code of conduct
IT code of conduct

Action

Current copies of policies and procedures (see Appendix 1.1, Checklist of human resources policies)
Records of team development sessions

Minutes or notes of supervision sessions

Records of individual staff appraisals

Personal development plans for staff

Records of external and in-house training attended

Annual analysis of training attended by staff

Copies of professional indemnity and public liability insurance certificates on display

Supervision and appraisal policies

Disciplinary and grievance procedures

Review and evaluation

Annual reviews of supervision and appraisal systems

Annual review of all policies and procedures (see Appendix 1.1)

Minutes of strategic planning meetings identifying staffing needs required
Budget for staff development

Records of the levels of competence of immigration advice staff (if applicable)
Community Legal Service Quality Mark award on display (if applicable)

Office of Immigration Services Commissioner certificate (if applicable)
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QUALITY
AREA

10

The standard

—¢—

Managing our volunteers

Refugee organisations recognise that volunteers are an invaluable
resource, and ensure that they have the opportunity to contribute to the
work of the organisation and its effectiveness, and are supported in their

own development.

Volunteers play a variety of different roles within
refugee organisations. They may be trustees, work
directly with users, act as interpreters, provide
support in the office, or engage in fundraising.

It is important for you to be clear as to why you
involve volunteers and how you can best draw on
their skills and abilities. You need to consider if the
involvement of volunteers is really beneficial to your
users, and not just providing extra work for you.
Running an effective and successful service that
relies on volunteers requires a high level of
management expertise, and a time commitment
from managers and other paid staff. Volunteers
should be seen as additional to agreed staffing levels
and should not be used instead of posts (other than
in a very short-term temporary capacity).

Refugee organisations need to comply with legal

requirements and ensure their volunteers:

e have the right to volunteer;

e are given information in relation to your health
and safety policy;

e are covered by your insurance;

e have undertaken a criminal record check if they
work with children or vulnerable adults;

e are reimbursed against receipts for reasonable
expenses;

Reasonable out-of-pocket expenses incurred in the
course of volunteering are:

e Travel expenses

e Meals if volunteering for more than four hours
e Telephone, postage and stationery items

e Childcare expenses

e Cost of protective clothing

Volunteering is a crucial way for asylum seekers
and refugees to gain work experience, and
references and start rebuilding their lives. Refugee
organisations should encourage refugees to
volunteer and help overcome any barriers that may
prevent them from volunteering.

Managers should provide appropriate support to
ensure that the volunteer, the organisation and users
get the best from their volunteer programme.
Volunteers cannot just be left to get on with it,
without guidance and supervision. This can lead to
more time being spent sorting out problems with
volunteers than with delivering a service to your
users, and this increases the risk of abuse.

Volunteers should be aware of and support your
core principles. They should also have an
understanding of the needs of refugees and
asylum seekers. They should be clear about their
roles and responsibilities, operate within a clear
line management structure, receive regular support
and supervision, and have training and
development opportunities.

The organisation will demonstrate its commitment

to the continuing development of all volunteers by

providing the following:

e An appropriate recruitment system

e Planned induction processes

e Clear written descriptions of roles and
responsibilities

e Regular support and supervision

e Individual training opportunities

e Inclusion of volunteer expenses in the budget

e Regular team meetings

e A volunteer expenses policy

Recommended further reading:

The A-Z of volunteering and asylum. Ruth Wilson, 2003. The National Centre for Volunteering (England)

020 7520

8936 or www.volunteering.org.uk. Good practice for managing volunteers who are asylum seekers or refugees.

Essential volunteer management. Steve McCurley and Rick Lynch, DSC, 1998.

08450 7777 07 or www.dsc.org.uk.

Provides lots of templates for effective management of volunteers.
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Managing our volunteers
Assessment sheet

aea 10

Tick the relevant boxes. Use the evidence sheet on the next page to guide you. Then
agree actions to meet the standard more fully.

Commitment and planning oy Y

met met met
We have a volunteer policy for managing volunteers.. . . . .....................

We review all volunteer roles before filling to see if they still meet our
CUMTENT NEEOS. . . . ottt e e e e e e e e

We ensure our volunteer practices comply with legal requirements and our equal
opportunities policy (such as reimbursing out-of-pocket expenses).. . .. ... ........

We have a clear line-management structure for volunteers. .. ..................
We have an appropriate recruitment system for volunteers. . . . .................

We have appropriate policies and procedures in place to support volunteers
(such as induction, training and development, references).. . .. .................

We have a separate budget heading for the volunteer programme.. . .. ...........

Action

We have discussed and are clear as to why we involve volunteers for

different projects. . . . . .o
We have written roles and responsibilities for volunteers.. . .. ..................
We have a current volunteer action plan and respond quickly to volunteer interest. . . .
We ensure volunteers get induction training and regular supervision. .. ...........
We keep relevant records on volunteers and activities.. . .. ....................
We ensure volunteers have signed a confidentiality statement. .................
We ensure volunteers are represented at team and planning meetings.. . . ... ......
We ensure volunteers have training and development opportunities.. . . ... ........
We use a modified appraisal system to cover volunteers. . . .. ..................
We reimburse reasonable out-of-pocket expenses in line with our policy. ..........

Review and evaluation

We ask for and analyse volunteers’ feedback and take actionasaresult. ..........
Volunteer programme targets are beingmet. . .. ... ... .. .. o L
Users are benefiting from involvement of volunteers.. . . . .....................
Volunteer programme is reviewed annually and improved as necessary. . ..........

Completed by Date _ Next review
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Managing our volunteers
Evidence

aeea 10

Tick the box on the left-hand side of the page when the requirement has been met.

Commitment and planning

Named individual responsible for volunteer programme and volunteers
Current induction and information pack for volunteers

Volunteer recruitment procedure

Clear roles and responsibilities for each volunteer

Volunteer expenses policy and procedure

Volunteer policy

Action

Checks made and references obtained

Signed agreement by volunteers to abide by terms and conditions
Records of induction, supervision and appraisal

Records of volunteer feedback

Minutes showing volunteer involvement in decision-making
Analysis of response times to volunteer interest and how long they stay with the organisation
Annual report on volunteer programme

Recognition certificates for individual volunteers

Budget for volunteer expenses and training

Copies of a volunteer pack and indications of how it has been used
Copies of signed confidentiality statements

Records or measures (such as publicity materials) that the organisation uses to encourage refugees and
asylum seekers to volunteer

Review and evaluation

Records of the annual assessment of the volunteer programme
Exit interviews with volunteers

Annual review of the volunteers’ policy
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QUALITY
AREA

11

The standard

—¢—

Training and development

Refugee organisations are committed to ensuring that their trustees, staff
and volunteers are properly trained to meet their responsibilities, and
that they are encouraged and supported to continually develop their skills

and potential.

Refugee organisations recognise that developing a

learning organisation brings benefits to users, the

organisation itself and the individual. Training is

the process by which organisations promote a

culture of learning to enable changes that will

benefit users. There are different ways of learning,

including:

e Shadowing/observing colleagues

e Participating in working groups

e Mentoring

* Attending conferences

e Sharing skills and experiences through
induction, supervision, appraisal and team
meetings

e Briefing sessions from colleagues

These activities allow staff, volunteers and trustees
to increase their confidence, skills, knowledge,
competence and motivation.

Refugee organisations should ensure that staff,

volunteers and trustees have the following:

e Basic competence to meet the needs and
expectations of users

e Ability to meet job requirements and work as
part of a team

e Specialist training where necessary

e Skills and experience which meet funders’
expectations

Managers need to ensure that:

e training is linked to the current and future
needs of the organisation;

e training plans are based on adequate and cost-
effective allocation of available resources;

e staff and volunteer competencies and training
needs are linked to supervision and the
appraisal system;

e women are given professional development
opportunities;

e Staff are trained on key organisational issues
such as managing diversity, health and safety
and gender issues, as well as sensitive issues
such as human trafficking

Refugee community organisations will not normally
have a training department or much money for
training. However, managers should be aware of
and make use of local training offered by other
voluntary organisations.

Sometimes, organisations will offer reduced or free
places to voluntary sector organisations if they can
attend at short notice. Training can also be
developed internally or with other organisations, so
do not underestimate the existing skills in your
organisation and its networks.

Development is also an attitude of mind. Are you
sharing your skills and developing new ones as you
go? What is needed to develop the capacity of
your organisation? Developing an appraisal system
is a good start. A training and development plan
should also be produced to meet the aims and
objectives of the organisation.

Recommended further reading:

Performance Appraisal: A Handbook for Managers in Public and Voluntary Organisations, Philip Hope, Philip and Tim

Pickles. Russell House Publishing Ltd.

01297 443948 or www.russellhouse.co.uk

This manual will guide you in setting up an appraisal system and provides examples and checklists to get you going.
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Training and development
Assessment sheet

aea 11

Tick the appropriate boxes. Use the evidence sheet on the next page to guide you.
Then agree actions to meet the standards more fully.

. . |
Commitment and planning met  'met met

We have a written training policy which sets out how our approach supports the
achievement of our aims, values, and objectives. .. ...... ... .. ... .. ... ... ...

We ensure our business plan states how staff, volunteers and trustees are supported
to meet their responsibilities and develop their skills. . .. ....... ... .. ... ...

We have clearly identified who is responsible for developing and implementing
the training programmee. . . ... ... . e

We have planned for the resources needed to support a volunteer programme.. . . . ..

Action

We provide induction training, work-related individual training and attendance at
conferences and WOrkShopS. . . . . . ..
We organise some in-house training events. .. ............. . .. ...,

We organise training and briefings on sensitive areas relevant to the provision of
refugee services (such as on diversity and gender issues). . ... .................

We keep training records for staff and volunteers.. . . .. ......................

We inform staff and volunteers about local and national training providers
aNd ProgramIMEes. . . . ot et e e e e e

We ensure managers identify training needs of staff during appraisals and supervision.
Individuals have their own training and development plans. . . .. ................

Review and evaluation

Training needs analyses and appraisal system lead to a training

and development plan which supports our strategic plan.. . .. ..................
There is a link between training programmes and improvements in

organisational effectiveness and service delivery.. . . ........ .. ... ... .. .. ....
A proportion of staff are working towards a relevant qualification. . ..............
Staff exit questionnaires show they have been supported and developed. .. ........
Training and development plan is reviewed and improved annually. . .............

Completed by Date _ Next review
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Training and development
Evidence

aea 11

Tick the box on the left-hand side of the page when the requirement has been met.

Commitment and planning

Current staff training policy

Current staff training action plan

Training budget

Business plan stating commitment to develop staff and volunteers
Appraisal and supervision policy

Action

Induction training pack and records of induction

Training records covering courses, workshops and conferences attended, in-house training events and
information file on training courses

Individual training and development plans on file

Appraisal records for all staff

Statements from immigration advisers on staff competence
Copies of staff members first-aid certificates

Minutes of briefing sessions on specific issues

Review and evaluation

Reviews of the training policy
Training programmes and appraisals are fed back into strategic planning process
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12
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Diversity and equality

Refugee organisations commit to ensuring that everything they do is inclusive and
fair to those who are disadvantaged by prejudice and injustice, and that the
decision-making process in the organisation values diversity. Managers value
qualities and views that different people bring to their jobs, and support the
development of a non-judgmental working environment.

Refugee organisations should ensure equality in
their employment practices and in their service
provision. They should have in place agreed
recruitment and selection guidelines which
do not discriminate unfairly against any job
applicant because they are a refugee, or on the
basis of their gender, ethnic or national origin,
religion or belief, age, physical or mental
capabilities, marital status, sexual preference or
social background.

All the services the organisation provides should
be impartial, sensitive and appropriate to the
needs of users including specific groups (such
as women and young refugees). Refugee
community organisations will address specific
needs of their users by providing:

e Interpreters

e Information/leaflets in users’ languages
e Advice on the needs of users

e Publicity in appropriate places

e Information in plain language

Refugee organisations with greater capacity may
also provide:

e Facilities for mothers and children

e Areas for praying

e Special food (such as halal or vegetarian)

e Visual aids for speakers of other languages

e Childcare support

All staff, volunteers and trustees should promote a
non-judgemental working environment where
everyone and every contribution are valued. A
starting point is the recognition that the
organisation may have staff, trustees and
volunteers who come from different cultures and

gender backgrounds and that they may have
different beliefs, religions, nationalities, sexualities
and ages. The next step would be to encourage a
working environment where everyone is willing to
learn from those differences and value such
diversity, as this enables organisations to provide
more appropriate services to a range of refugees
coming from diverse backgrounds.

Managers and trustees should implement equality

and diversity by ensuring the organisation:

e involves all relevant groups, such as women
and refugees, at management level,

e ensures all relevant groups contribute to
decisions and that their views are valued;

e ensures all groups of people are treated with
respect and their contributions are valued;

e has a governing body which represents all
relevant groups;

e Complies with any legal requirements in relation
to accessibility of services;

= Provide services that are accessible and
appropriate to all users (including women,
young people, etc);

» Ensures people with disabilities have access to
its premises and services;

« Displays information in appropriate places.

Refugee organisations should be a model of good
practice in implementing equality principles and
managing diversity. They should monitor and review
the implementation of equality in all the activities
they carry out and make improvements as a result.
They should demonstrate that they take regular
action on equal opportunities, for example by
involving more women in the governing body.

Recommended further reading:

The Equal Opportunities Commission website provides advice, practical guidance and legal information on how to put

equality into practice.

Helpline 0845 601 5901 or www.eoc.org.uk.
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Diversity and equality
Assessment sheet

area 12

Tick the relevant boxes. Use the evidence sheet on the next page to guide you. Then
agree actions to meet the standards more fully.

Commitment and planning ot Cmet met

We have an equality and diversity policy. . .. ... . . .

We recruit and select staff within an agreed recruitment and selection policy which
precludes discrimination. . . . . ... .. ...

We offer services to meet the needs of specific groups (such as women)...........
We have a procedure to deal with incidents of discrimination. ..................
We publicise our commitment to diversity and equality. . . . .. ....... ... .. .. .. ..
We promote a safe working environment where diversity is valued. . .............

Action

We ensure our premises are accessible to all service users. .. ..................
Our opening times make our services accessible to all our users. . ...............

All our staff, volunteers and interpreters are recruited ensuring no unlawful
discrimination takes place. . . . . . ... ..

All people participating in recruitment panels have been properly trained in
recruitment issues and implementing our policy. . . .......... ... . .. . .. . .. . ...

Our consultation meetings, training and events take into consideration the special
needs of participants (such as language, childcare, disability). . .................

Our new projects consider how specific groups such as women will benefit. .. ... ...
We provide interpreters and information in community languages. .. .............

We provide specialist training for our staff, users and trustees, for example on
gender and domestic VIOIENCE iSSUES. . . . . . . ottt

All our staff have been trained on equality and diversity issues. . . ...............
All our managers have been trained on how to manage diversity. ...............

Women trustees actively participate in the decision-making process and their
contributions are valued. . . . .. ... ..

Our governing body includes relevant groups such as women, gays and lesbians,
refugees, asylum seekers, the disabled. .. ....... ... ... ... . . .. .. . ..

Food provision for training sessions, meetings and events meets users’ needs
(for example by providing halal or vegetarian food). .........................

Review and evaluation

The organisation implements an equal opportunities plan or a key activity to

deal with equal opportunities every year. ... .. ... ...
We review our diversity and equal opportunities.. . . . ... .. o e

All our projects monitor and implement our equal opportunities policy in service
PrOVISION. . . o ot e e

We annually review the implementation of our equality and diversity. . . ... ........

Completed by Date _ Next review
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Diversity and equality
Evidence

aeea 12

Tick the box on the left-hand side of the page when the requirement has been met.

Commitment and planning

A diversity and equal opportunities policy

A recruitment and selection policy

Minutes of meetings where diversity and equal opportunities have been addressed
Monitoring forms for training and events

An action plan on equal opportunities

Action

Analysis of equal opportunities monitoring forms

Training records

Records of childcare provision

Services provided for specific groups (such as women or gays and lesbians)

Minutes of briefing sessions on multiculturalism and diversity issues

Analysis of staff exit questionnaires/interviews

Analysis of users’ feedback (such as complaints and suggestions)

Records of meetings where the gender composition of the governing body is reviewed
Statistics on service provision

Review and evaluation

Review of the diversity and equal opportunities policy
Review of actions taken annually on diversity and equal opportunities
Review of the recruitment and selection policy
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Appendix 1.1

This checklist helps you decide which policies and procedures you may need to
develop for managing either staff or volunteers. As employment law is
constantly changing, these policies should be reviewed regularly.

Checklist of human resources

Policy/procedure

Recruitment and selection

policies and

Yes

procedures

No

Induction

Supervision and appraisal

Code of conduct for staff and volunteers

Confidentiality

Conflict of interest

Prevention of harassment and abuse

Expenses, travel and subsistence

Time Off in Lieu (TOIL)

10

Sickness and absence

11

Special leave

12

Maternity/paternity leave

13

Statutory leave for sessional workers

14

Pensions

15

Redundancy

16

Re-organisation and redeployment

17

Disciplinary and grievance

18

References for staff/volunteers
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