


Quality

Quality assurance in the social care sector
The role of training

Innovative/good practice

The first qualification offered which connects domestic economy and care.

This is a qualification with special orientation to people with dementia aiming at
rendering activities as qualitative as possible.

This training is organised jointly by different vocational schools.

Quality improvement

Adequate and specific services for people with dementia.

There is legal frame (care insurance law) around this field of work that describes the
guidelines regarding to the qualification of presence workers.

Experts and care providers are involved in the course content to provide information
and to share good practices.

Self-assessment of participants.

Employers and care providers give feedback during and after the course.

Practical aspects

Participants

73 unqualified or low-qualified people

Duration

Three months theory and one and a half months practical training (depending on the
organising body)

Funding

For participants already working in care: self financing or by employer.
For unemployed participants: financing by public authorities (e.g. Employment Office).

Certification/accreditation

Unemployed participants receive a certificate from the Employment Office.
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The role of training

Creating local partnerships

Contact

BORIS Biuro Obstugi Ruchu Inicjatyw Spotecznych
(The Support Office for the Movement of Social Initiatives)
PL - 00-876 Warszawa, Ogrodowa 50 lok.1

Lucasz Wachowski lukaszw@boris.org.pl

Focus

Key words/competences

Transdisciplinary teamwork

Project description

Goal

To build coalitions and partnerships between public authorities, NGOs and the business
sector around a certain problem in the community for example families with a problem of
violence/alcohol abuse.

At first, BORIS is contacted and then it invites valuable community organisations to work in
a partnership to face the problem together.

Content

Step 1 One-day seminar

Presentation of the identified problem and proposal for cooperation to the heads of the
organisations.

Step 2 Two-day workshop
Qutdoor teambuilding.

Step 3 One-day workshop
Definition of the problem and activity plan.

Step 4 Two-day study visit
Visit to an already established partnership in another town to learn about their cooperation.

Step 5 One-day workshop

e Working on a part of the identified problem.
e Learning how to fill in forms to ask for financing for example, through, EU funding.

Step 6 Closing seminar
Presentation of results and plans for the future.
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Quality assurance in the social care sector
The role of training

Quality
Innovative/good practice
The training brings various institutions together to work on a common problem.
e Participants learn the sphere of other organisations so they know what to expect from
one another and how to use one another’s resources.
The study visit shows participants how the model works and its benefits.
The model also helps in creating leaders in the community.

e Learning by doing: the workshop approach is considered the most effective method to
learn.

Quality improvement
e The current model has been used and adapted since 1993.

e Evaluation form upon completion of the training with a part on suggestions on how to
improve it.

Practical aspects

Participants

20-30 participants per group coming from: police, social workers field, teachers,
representatives of municipalities, etc.

Duration

During six months: one-day seminar — Two-day workshop — one-day workshop — two-day
study visit — one-day workshop — closing seminar

Funding

Financed by the City of Warsaw, the European Social Fund and the Polish government
jointly.

Certification/accreditation

No certification
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The role of training

Change management

Contact

DOOR Poland SA
ul. Wiodarzewska 33
PL - 02-384 Warszawa

Malgorzata Jarmoc Malgorzata.jarmoc@door.com.pl

Focus

Key words/competences

Innovative leadership, knowledge transfer skills
Project description

Goal

Make participants familiar with the process of introducing changes in their
organisation and help them develop the relevant skills.

Content
Part1 One-day training

Model and steps of how to introduce change in an organisation:

o prepare the employees for change, show them the need for change;

show them possible solutions/ amelioration of the current situation;

plan together with employees how the change will be introduced: what/who/how;
implement change initiative;

freeze the change: inform about/celebrate the reached effects of the change.

Part2 One-day training

Development of skills needed when implementing change:

¢ how to motivate people to participate;

e how to convince people reluctant to participate;

e how to keep involvement during the implementation phase;
* how to behave towards people during the change process.
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Quality assurance in the social care sector
The role of training

Innovative/good practice

The subject of the training responds to the needs of every organisation.

Experiential learning: learning through role plays, group and individual exercises,
discussions.

Quality of the trainers: solid experience and knowledge both in training and in social
networking.

Quality improvement

Pre- and post-test with the same questions to assess the knowledge acquisition of
participants.

Satisfaction questionnaire distributed at the end of the training.

Content of training adjustable to specific needs of participants.

Assessment of needs of both the organisation and participants before training.
Participating organisations receive a report after training with the trainer’'s observations.

Practical aspects

Participants

Four participants from social care sector, rest from private sector

Duration

Two days

Funding

Organisations pay themselves.
Public organisations might get funding from the European Union.

Certification/accreditation

Certified training.
DOOR has a licence from the Ministry of Education.
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Quality assurance in the social care sector
The role of training

Empowerment — principles, values and practical
application in contemporary communities

Contact

Reale Europeia Anti Pobreza (REAPN)
European Anti Poverty Network (EAPN)
Av. Dom Jodo I, No 14- R/C Dir.

PT - 2910-548 Setubal

Ana Vizinho setubal@reapn.org

Focus
Key words/competences

Empowerment

Project description

Goal
To improve theoretical and practical competences of social intervention agents for the
empowerment of their target public. Participants are expected to get knowledge and better
understanding of the empowerment concept, so they are able to apply it to their target
public.

Content

Part 1  General contextualisation of the idea of empowerment — One day
e Definitions

e Levels, processes and outcomes of empowerment

o Exercises

Part 2 Empowerment and community participation — One day
e General principles

e Implication of the empowerment philosophy application

e Exercises

Part 3 Community partnerships and empowerment — One day
e Conceptualisation

o Efficacy criteria and partnerships promoting empowerment

o Examples of empowerment community partnerships

Part 4 Evaluation of empowerment-based programmes — One day

¢ Principles

e Participative methodologies

¢ Empowerment processes and outcomes in the context of evaluation
e Exercises
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Quality assurance in the social care sector
The role of training

Quality
Innovative/good practice

o Discussion of various strategies regarding the implementation of the concept in daily
practices.
Discussion and passing on of good practices.
Eight-hour session for discussion of empowerment strategies implementation (main
difficulties, impact of training on daily practices).

Quality improvement

Measuring participants satisfaction at the end of the course (questionnaire).
Involvement of members of social organisations.

Involvement of professionals of the social sector.

Involvement of volunteers.

Involvement of REAPN staff.

Practical aspects

Participants

Eight administrators and six counsellors of social sector organisations that intervene in the
regional district of Setubal.

Duration

Four days

Funding

Costs shared by Social Security and Rede Europeia Anti Pobreza (REAPN)
Certification/accreditation

The VET provider is certified as training body by the DGERT - Direrccdo Geral do
Emprego e das Relag6es de Trabalho (Directorate General for Employment and Industrial
Relations).
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Quality assurance in the social care sector
The role of training

Advanced training in identity and leadership in third
sector organisations

Contact

Faculty of Human Sciences (FCH) of the Portuguese Catholic University (UCP)
Palma de Cima
PT - 1649-023 Lisboa

Patricia Ferreira pferreira@fch.ucp.pt

Focus

Key words/competences

Innovative leadership
Project description

Goal

Development of leadership competences of administrators of social sector organisations to
prepare them for new management models, bearing in mind tradition and the original
mission of organisations. Competences enabling them to innovate and adjust available
resources to their community needs should be developed.

Content
Part 1 Theory: one day per topic

e Critical perspective on third sector: the third sector in its current context; types of
organisations of the third sector; principles and philosophy.

¢ Organisational identity: fundamental identity issues; strategy and identity interaction;
construction of the organisation’s purpose; identity process management.

e Charisma and leadership: problems of leadership; the purpose of leadership in the
organisation’s success; leadership in complex systems.

e Leadership styles: lead versus manage.
Reputation and image of the organisation: operative concepts; integrated building of
relations; multiplicity of stakeholders; management issues.

e Integrated communication: communication strategies; internal communication; external
communication; targets, contents and channels; communication and new technologies.

e Fundraising in the third sector: management of stakeholders; social marketing;
fundraising.

Part 2 One-day study visit

Part 3 Two-day workshop
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The role of training

Quality

Innovative/good practice

e Content defined by scientific in the social care sector and in sociology.

e Multidisciplinary teaching team (social services, organisational management and
psychology).

Quality improvement

e Service organisations are asked to identify main obstacles in their daily activities.
University and public organisations promote development of competences: publish

studies and research in the field.
e Participant satisfaction measured at the end of each module (questionnaire).

Practical aspects

Participants

18 administrators, technical directors and managers of social sector organisations
Duration

10 days

Funding

Supported by the National Association of Families for the Integration of Disabled People
(AFID)

Certification/accreditation

UCP is recognised by the Ministério da Ciéncia, Tecnologia e Ensino Superior (Ministry of
Science, Technology and Higher Education). This training course confers six units of credit
(European credit transfer system — ECTS).

135



Quality assurance in the social care sector
The role of training

Training programme for social economy organisations

Contact

Professional management and improvement, in the framework of the ‘operational
programme of human potential’ (POPH)

Avenida Infante Santo n.° 2, 2° Andar

PT - 1350 — 346 Lisboa

Sonia Pereira sonia.pereira@poph.gren.pt

Focus

Key words/competences

Innovative leadership, knowledge transfer skills
Project description

Goal

Providing standard and individualised training to social economy organisations.
Professional management and improvement in the framework of POPH.

Content
Part 1  Standard training (up to six months)

e According to characteristics and needs common to the professional subsector of the
same and of similar in size organisation.

Based on the diagnosis of needs and strategic plans at sector level.

e Examples:

v" Project Q3: development of competences of staff organisations of the third sector
improving the quality of their performance and management effectiveness thus
contributing to their competitiveness and sustainability;

v' Qual Is: empowering and supporting social institutions at the level of the
development of organisational qualification;

v solidarity action training FAS: develop the capacity of social economy
organisations’ to improve service delivery to their target public.

Part 2 Individualised training (up to 12 months)
According to the recipients’ specific needs.
e Based on the diagnosis of their individual needs.

Define strategic plan of intervention responding to these needs. Administrators and
staff can attend training under the coordination of a trainer-consultant.
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Quality assurance in the social care sector
The role of training

Quality
Innovative/good practice

e Combination of training and consultancy.
¢ Organisations are free to delineate specific objectives.

Quality improvement

Involvement of managing body (POPH).

Involvement of beneficiary organisations.

Involvement of training recipients.

Evaluation at the end of each module (satisfaction, assessment of knowledge).
Project monitoring and evaluation sessions.

Practical aspects

Participants

701 staff members from social economy organisations
Duration

The project might last up to 24 months.

Funding

Supported by the programme manager POPH.
Certification/accreditation

The VET providers are certified as a training body by the Direccdo-Geral do Emprego e
das Relacdes de Trabalho (Directorate-General for Employment and Industrial Relations —
DGERT) and trainers must have the certificate of pedagogical aptitude (CAP).
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The role of training

Qualified education focused on housing pedagogy

Contact

NVC Bracke Diakoni
Box 21062
S - 41804 Gothenburg

Else Marie Hjert elsemarie.hjert@brackediakoni.se

Focus

Key words/competences

Empowerment
Project description

Goal

To promote pedagogical development work, acquired knowledge of relevant laws, social
medicine and social pedagogy, to respect valued attitudes, ethics, relationship processes
and partnership and get insights into working in other homes promoting independence and
integrity.

Content

To develop the ability to carry on pedagogical development work on:

o method development;

e documentation and evaluation;

e influence processes;

e network activities;

o thorough knowledge of current laws and their implementation;

e thorough knowledge of different disabilities and their consequences on personal, group
and society levels;

e thorough knowledge of social medicine and social pedagogy;

o definition of approach integrating ethical values, relation created processes,

participation and meet the person skills;
e how to work in an other's home and respect of the persons’ integrity and autonomy.

Method

e Working with real cases.
o Reflection group every second week.
e Four mentor discussions every year.
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Quality assurance in the social care sector
The role of training

Innovative/good practice

Connecting theory to practice.

Making use of socio-pedagogical methods to provide a deeper knowledge of work
development.

Covering various real situations and individuals. This is also reflected in the possibility
for students/participants to deepen in the topics of their choice.

Focusing on learning outcomes.

Inclusion of self-critical part.

Involvement of service users in teamwork.

Quality improvement

Using research and evidence-based changes.

Collecting student assessments systematically.

Students’ evaluation is presented and discussed in the leader group.
Evaluation of goals, guiding principles and plans.

Cyclic evaluation activities.

Practical aspects

Participants

20 participants: staff working in the field of disability or other vocational fields

Duration

Four school terms — education in two-week periods, where a total of four days dedicated to
practice

Funding

Students get a study loan via Central Study Board (CNS)
Contribution from the Authority for Vocational High Schools

Certification/accreditation

Yes
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The role of training

Teaching intellectually disabled pupils

Contact

Karlstad University
Estetisk-filosofiska fakulteten (special education)
S-65188 Karlstad

Karin Bengtsson karin.bengtsson@kau.se

Focus

Key words/competences

Knowledge transfer skills
Project description

Goal

To get inside knowledge of special schools for intellectual disability, their pupils, goals and
organisation. To learn how to promote participation and an environment encouraging
learning and interaction with pupils.

Content
Part 1 Special schools: pupils, goals and organisation

Learning plans: rules/laws/systems.

Ethics and the teacher.

Preparing for pupils with disabilities.

Participation.

Safety, respect and responsibility.

‘Salamanca declaration’.

Special schools as a possibility or limitation: user perspectives on participation and
integration.

o Consider difference as a resource.

Part 2 Learning and learning environments

Complicated school situations: pupils/teachers.

The future teacher.

Augmentative and alternative communication (AAC).
Motivation and working with motivation.

Special pedagogical viewpoints.

Sociocultural perspectives: to learn in practice.
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Quality assurance in the social care sector
The role of training

Innovative/good practice

Little training focused on intellectually-disabled pupils at school is available.

Training is forming ‘the future teacher’ for intellectually-disabled persons, which means
teachers who can work under various sociocultural perspectives considering
differences as challenges for enrichment.

Course on Internet platform and six meetings.

Heterogeneous student groups with people with different experiences.

Quality improvement

Involvement of the Faculty for Special Education, teachers, specialised teachers and
educators.

In the examination personal and group descriptions both verbal and written are used.
In the evaluation a three-score scale is used: (U), (G) and (VG) = failed, passed and
excellent. Constant follow-up of the learning conditions and goal-fulfilment takes place
both during and upon completion of the studies to ensure continuous improvement.

Practical aspects

Participants

25 teachers for pupils in special or inclusive schools

Duration

One year

Funding

Karlstad University

Certification/accreditation

Accredited university course (ECTS credits) at the Estetisk-filosofiska fakulteten (special
education) of Karlstad University
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The role of training

Children and youth at risk

Contact

Stockholm University, Institute for Special Education
Ralambsvagen 34B HUS H
S - 10691 Stockholm

Dr. Bozena Hautaniemi  Bozena.hautaniemi@specped.su.se

Focus

Key words/competences

Brokerage skills, transdisciplinary teamwork
Project description

Goal

To understand the importance of the environment, intervention and prevention. To provide
participants with the skills to explain and describe different aspects of child development,
discuss aspects of normalisation, divergency and problematic behaviour.

Content

e Cooperation between individuals and their environment: development of natural
support systems.

¢ Inclusion, acceptance by the ‘milieu’ one lives in.
Possibilities for intervention and preventive measures.
A holistic perspective on long-term and coordinated support in which different
authorities, activities and services are involved.

¢ Different problems in a multicultural environment.
Different aspects of child development.
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The role of training

Quality
Innovative/good practice

Focus on teaching the professionals how to be a broker in the care for children.
Working towards inclusion.

Focus on a target group at risk.

Divers composition of the participant group.

The cooperation between the different environments a child or youth lives in.

To make personal experiences visible and find solutions for children and youth at risk.

Quality improvement
Being aware of the participants’ needs, earlier experiences and viewpoints.

e Inclusion of expertise from the practical field and from different research and
development projects.

e On completion of the studies, participants assess the course literature, quality of
education and course content.

e Design of the next course is based on students’ opinions.
Reflecting on the role of professionals in this field in a changing society.

Practical aspects

Participants
20 professionals from various services for children: psychologists, social workers,
opticians, local government officers, eye nurses, pedagogues.

Duration

One year

Funding

Stockholm University
Certification/accreditation

The course is part of the master programme in special education at the special
Pedagogical Institution of Stockholm University.
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Postgraduate certificate in provision of health care
for people experiencing homelessness

Contact

Continuing Professional Development Centre

University of Oxford, Department for Continuing Education
Rewley House

UK-1 Wellington Square, OX1 2JA Oxford

cpdmail@conted.ox.ac.uk

Focus

Key words/competences

Brokerage skills, transdisciplinary teamwork, knowledge transfer skills
Project description
Goal

For professionals from all relevant disciplines, both clinical and non-clinical, to learn
together in an interdisciplinary environment, thus breaking down professional barriers and
improving transdisciplinary teamwork. To have an understanding of the full range of the
person’s complexity and to be able to communicate this to the full range of professionals
needed to address the person’s needs. Learning to read and evaluate research papers
and documents, to become more discerning and able to apply knowledge appropriately to
practice.

Content

Part 1  Three months online module

Module 1: Key concepts in provision of health care to people experiencing homelessness.
Key concepts: definitions of homelessness, causes and consequences, engagement,

interagency working, values based practice, harm minimisation, and risk management.

Part 2 Nine months face-to face modules
Module 2: Homelessness: exclusion from health care and from society

Module 3: Health care needs of people experiencing homelessness
Module 4: Organising health care for people experiencing homelessness
Module 5: Working with people with complex and multiple needs

Module 6: Seminar and conference presentations
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The role of training

Quality

Innovative/good practice

e This course is unusual in the extent to which clinical and non-clinical disciplines are
integrated. It is also addressed to an international audience.

e The course aims to be as inclusive as possible by supporting experienced workers who
have not obtained previously a university degree, to study at postgraduate level.

e The course uses work-based assignments to ground the academic work in the reality
of the workplace and to provide useful outputs for the student's locality.

e Partially online course which employs a range of techniques including reflective diaries,
online discussions, forums and e-mail-based tutor support.

e Students are encouraged to form a mutually-supportive learning community through
the initial online course, which extends into the rest of the year’s work. Online contact
and tutorials are utilised during Part 2 to link students between face-to-face sessions.

e The course was developed using input from a stakeholder group.

Quality improvement

o Evaluative feedback is encouraged in real time during the online module.

e Structured written feedback taken after the face-to-face sessions and a free text
summary of feedback is encouraged at the end of the course.

¢ Quality assurance is controlled by the Board of Studies of the University, to which the
course director reports every year. Course evaluations and results of assignments are
presented and scrutinised to ensure quality.

Practical aspects

Participants

20-50 on online course, 12-20 on face-to-face modules
Students from all disciplines that work with homeless people

Duration

Three months online module — Nine months face-to-face modules
Funding

Financing through individual student fees.
Certification/accreditation

Postgraduate certificate of the University of Oxford
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Home, homelessness and community

Contact

SAM Training and Consultancy Ltd
123 Fountain Road
UK-London SW17 OHH

Christopher Scanlon c.scanlon@btinternet.com
John Adlam john.adlam1@btinternet.com

Focus

Key words/competences
Transdisciplinary teamwork
Project description

Goal

To present in detail the difficulties of working with hard-to-reach homeless persons whose
place in society is defined by their marginalisation, whether voluntary or otherwise.

To address the psychosocial causes of social exclusion and the structural (societal),
objective violence that provides the context for or is the cause of the individual, subjective
violence towards self or others.

Content

Part 1

e Objective: elaborating on the difficulties of working with hard-to-reach homeless

persons.

o Content delivered from practitioners, service users and representatives of diverse
communities.

Part 2

e Objective: discussion and exploration of the meaning, and our experience, of
community, and of its potential contribution to personal, social and spiritual health, as
well as a consideration of the pain caused when communities become corrupted,
divided, damaged or fail.

e Method: groups and experiential exercises.
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The role of training

Quiality
Innovative/good practice

e Use of the paradigm of the ‘temporary learning community’ as an experiential trigger to
discussions about working with homeless or marginalised people.

e Use of a psychoanalytical and psychosocial approach to homelessness marginalisation
to encourage deeper knowledge and understanding of the homelessness experience.

e Deeply considered approach to service-user involvement.

Quality improvement

e Constant evaluation and development of the model from workshop to workshop,
varying lecture content, refining experiential exercises and adapting process work.

o During the workshops themselves, teaching/facilitating staff meet after each section of
the day to compare notes and where appropriate to adapt to the tone of the day and
the particular needs of delegates.

Assessment methods during training ascertain achievement of individual objectives.

e Feedback evaluation form which is analysed to assess effectiveness and quality:
trainer performance, pitched at appropriate level.

e Stakeholder evaluation from commissioning agency: staff performance and service-
user outcomes.

e Written evaluation forms at the end of the day.

Some delegates have entered into extensive e-mail correspondence with providers,
after attending the workshop.

e A detailed report is drawn up for the commissioning organisation and a debrief/
evaluation meeting.

Practical aspects

Participants

35-50 participants (twice a year): services users, care workers and policy-makers
Duration

One-day workshop, with plans to develop as two-day workshop

Funding

Financed from advance sales of places on the workshop or bespoke commissioning of the
workshop by a particular organisation

Certification/accreditation

Continuing professional development (CPD) certificates of attendance provided.
No external accreditation. In the UK, most professional CPD is organised according to

professionals’ personal development plans and certificate of attendance alongside
reflections about training attended are presented by individuals in their annual appraisals.
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Advanced professional certificate in working with
homeless people

Contact

YMCA George Williams College
199 Freemasons Rd
UK-London, E16 3PY

Lesley Buckland/ Mike Seal |.buckland@ymca.ac.uk

Focus

Key words/competences
Empowerment

Project description

Goal

To obtain an understanding of homelessness and its impact on people, groups and
communities. to synthesise and evaluate information/evidence and the significance of
theory and research, to develop the ability to work to a professional standard with
homeless people and agencies engaging with them and to make use of reflective practice
around ethics and values.

Content

Part 1 Definitions and concepts
e Historical legacies: the construction of homelessness and housing.
e The ethos and practice of working in housing and homelessness.

Part 2 Developing working relationships

¢ Examining the client-worker relationship.

¢ Networking, advocacy and interagency contexts.
e The management and support of workers.

Part 3  Structuring work

e Working contracts and caseloads (trade-off between time available and level of
support).

e Assessment, recording Information and support planning.

e The importance of risk assessment and health and safety.

Part 4 Developing our skills as workers: working with the process of change
e The 14-stage model of resettlement revisited.

¢ Prochaska and Diclemente’s theory of change.

e Cognitive work: cognitive interventions in a housing context.

¢ Emotional work: transitional theory and the exploration of change.

Part 5 Reflecting in and on practice

o Development in supervision and the exploration of professional practice.
e The place of self-assessment.
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Innovative/good practice

Emphasis on professionalism.

Underpinning of practice through understanding of evaluation of research and
evidence.

Emphasis on values, ethics.

Reflection in and on action (Schoén): thinking while acting and thinking back on your
actions.

Use of the educational paradigm as a model for interaction with clients.

Quality improvement

There is a programme committee which advises on development of the programme.
Employers, past participants and service users sit on the programme committee.

The evaluation method is based on open discussion, rather than on closed criteria.
Open discussion with students occurs at the end of each study-day plus a final
formative discussion at the end of the course, facilitated by teaching staff.

A final anonymous evaluation written by students takes place at the end of the course.
Evaluation is also undertaken with employers.

Practical aspects

Participants

20-30 experienced front-line workers in the homelessness field

Duration

This course takes one academic year, from September to July

Funding

Funded through employers mostly state-aided

Certification/accreditation

This is a HE level 5 course (second year of a degree) accredited by Canterbury Christ
Church University. It is also recognised by the National Youth Agency, the accrediting
body for youth and community work.
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The Homelessness Training Unit

Contact

The Homelessness Training Unit
88 Camberwell Road
UK-London SE5 OEG

John O'Neil John.ONeil@slam.nhs.uk

Focus

Key words/competences

Empowerment, knowledge transfer
Project description

Goal
To educate and train in mental health and associated areas, staff working in the
homelessness sector.

Content

Objectives

o Empowerment of staff: to improve the skills levels and knowledge base of staff who
work with vulnerable single homeless adults.

o Empowerment of service users by improving the effectiveness of the therapeutic
relationship, thus maximising positive outcomes for service users.

e Empowerment of third sector: to support and improve working relationships between
the voluntary and statutory sector.

Modules

Homelessness

Assessment skills

Mental health awareness and boundaries

Working with depression/schizophrenia/personality disorder/complex needs
Cultural awareness

Risk assessment and management

Motivational interviewing

Training the trainer

Key components
e The use of user/carer consultants in the delivery of the training.
e The use of local mental health practitioners as cotrainers to deliver the training.
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Innovative/good practice

Using the paradigm of mental health as an opportunity to improve the generic skills of
front-line staff working with people with complex and multiple needs.

Using the joint training experience to increase knowledge of the field more generally
and to empower all staff and improve their interdisciplinary work.

Specific inclusion and targeting of voluntary sector staff for joint training, with the
potential to improve communication between sectors and thus better outcomes for
clients.

The training represents a local response to gaps in available vocational education,
expressed and identified at local level, and as such demonstrates innovative practice,
in areas which are not provided by any national VET.

Quality improvement

Goals are set primarily by agencies requesting training and by members of the training
unit, including associated clinicians

Homelessness agencies are contacted after training is delivered for feedback on
outcomes

The unit is open to suggestions from agencies on new aspects/topics of training
required

Involved service users are debriefed and offer feedback in real time, plans for further
involvement in course development

Real time feedback and instant responses to requests for covering additional topics in
training sessions

Assessment methods during training ascertain achievement of individual objectives
Feedback evaluation form which is analysed to assess effectiveness and quality:
trainer performance, pitched at appropriate level

Stakeholder evaluation from commissioning agency: staff performance and service-
user outcomes

Practical aspects

Participants

300-400 staff working in the homeless field (hostels, day centres, outreach, etc.)

Duration

Modules range from one to four days

Funding

Funded by employers

Certification/accreditation

Courses are not linked to any accrediting body. However, the content has, in some cases
been mapped across to the national occupational standards for drugs and alcohol, and for
mental health. This enables participants to ensure that the learning fits with their personal
development plans.
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St Mungo’s learning and development programme

Contact

St Mungo’s Griffin House
161 Hammersmith Road
UK- London W6 8BS

Peter Coley Peter.Coley@mungos.org

Focus

Key words/competences

Empowerment, brokerage skills, innovative leadership
Project description

Goal

All staff members should attain a level of qualification appropriate to their job by 2010 and
most a recognised qualification by that date. Train its front-line workers in a wide range of
skills to equip them with sufficient knowledge and skills to manage clients with complex
and multiple needs.

Content

Part 1  Introduction programme
e Core skills for staff: behaviour and communication, safeguarding and protecting.
e Core skills for managers: supervision, recruitment and selection.

Part 2  Continuous development

Continuous development pathway depending on their job role in one or more of seven
areas:

working with our clients: recovery approach, person-centred planning;
legislation and procedures: domestic violence awareness, housing benefits;
mental health: mood disorder, self-harm;

personal development: assertive manager, time management;

health and safety: first aid, moving and handling;

communication: conflict resolution, handling complaints;

substance use: women and substance abuse, overdose;

CPD for managers: stepping up, coaching skills.

152



Quality assurance in the social care sector
The role of training

Quality
Innovative/good practice

e The organisation ensures that staff have the opportunity to improve their skills and
obtain recognised qualifications.

e A very organised and comprehensive approach to its staff training aims to produce
staff with a range of competences, suitable for working with clients with complex and
multiple needs. In particular, training staff around mental health and substance misuse
problems, which are prevalent in the target client group.

e The organisation provides accredited training in leadership and management for its
front-line managers.

Quality improvement

e Ongoing rolling evaluation by means of written and verbal feedback from individual
modules, plus focus groups of staff, managers and clients regarding the quality of staff
(and directly or indirectly, therefore, of the training and the impact of the training they
receive).

e Module content and delivery is constantly reviewed and adjustments are made.

Practical aspects

Participants

1000 mainly front-line support workers and managers in the homelessness charity, St
Mungo’s , receive training and development. Over 100 volunteers can access courses
online to update skills and also attend staff training. Clients also access training either as
part of an innovative apprenticeship scheme or as mentors and facilitators within projects.

Duration

Most courses are offered as one or two day workshops. Management modules form part of
a Continuous Development Programme for all managers within the organisation. All
courses designed and delivered are in line with the organisation competency framework.

Funding

Training by an in-house training team financed through the organisation of St Mungo’s
which is an NGO and housing association which receives a combination of State and
charitable aid.

Certification/accreditation

Staff may obtain the following formal qualifications:

national vocational qualifications in health and social care Levels 2, 3 and 4, with potential
DANOS accreditation (drug and alcohol national occupational standards). Also offered are
vocational qualification in other health care fields and a teaching award. In 2009 over 200
staff completed accredited courses in addition to attending other training.
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Interdisciplinary and interdepartmental strategies to

Contact

ensure a continuum of services

European Platform for Rehabilitation (EPR)

15,
B-

rue de spa
1000 Brussels

Nadege Jibassia nadege.jibassia@epr.eu

Focus

Key words/competences

Transdisciplinary teamwork

Project description

Goal

To

help participants in developing strategies for strengthening the continuum of services

for clients in their respective organisations.

Content

Part 1 One-and-a-half-day seminar

Lectures and discussions regarding client-centered services, the continuum of
services, change-based strategies for organisational change, and organisational and
professional challenges for organisational collaboration.

Outcome: the identification of two to three potential change initiatives, related to their
organisation’s strategic plan.

Part 2 Implementation of change initiative

Development of a change initiative plan and written approval from the centre director
(within 45 days).

Implementation of the change initiative through a five- to six-month period with monthly
communication between the seminar faculty and each group.

Submission of the change initiative outcome(s) to the seminar faculty 30 days before
the culminating seminar.

Part 3 One-and-a-half-day seminar

Reporting out of the change initiative including an analysis by the Centre Director. The
Centre Directors are invited to the presentations.

Analysing of the change initiatives and articulating the specific organisational changes
essential to insure a sustained focus on the client for the continuum of services.
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Quality
Innovative/good practice

o Format specifically designed for sustainability of the skills and practices acquired.
e Learning among peers, participation of the directors.

e Individual follow-up and tailor-made project development.

e Multidimensional approach to cross-departmental cooperation.

Quality improvement

Involvement of universities in the design of training.

Involvement of representatives of service-user organisations.
Gathering feedback from service users.

Evaluation of the course by collecting quantitative and qualitative data.
Participants give written anonymous feedback.

Annual evaluation meeting with EPR members.

Practical aspects
Participants
Five professionals dealing with people with disabilities
Duration
One-and-a-half-day seminar + six months implementation + one-and-a-half-day seminar
Funding
Training is financed by the annual membership of the EPR centres
Certification/accreditation

Not certified

155



Quality assurance in the social care sector
The role of training

Measuring and improving empowerment through the
Vrijbaan and Request methods

Contact

European Platform for Rehabilitation (EPR)
15, rue de spa
B - 1000 Brussels

Nadege Jibassia nadege.jibassia@epr.eu

Focus

Key words/competences

Empowerment, transdisciplinary teamwork, Vrijbaan, Request

Project description

Goal

To learn how to use tools to define, measure and strengthen empowerment of:
o the individual service-user (VrijBaan);
¢ the service provider (Request).

Part 1  Three learning group meetings

e Get an in-depth understanding of the six components of the empowerment concept
which are used as a touching stone to assess the ‘empowerment profile’ of the service
user and the empowering capacity of the organisation.

e Train participants as Vrijpbaan trainers in their own national settings:
v learn how to use the VrijBaan questionnaire;
v ability to compose and deliver tailor-made training modules to strengthen

empowerment.

The participants receive the material, software and license to use the VrijBaan method.
In between the three meetings, participants adapt and test the Vrijbaan tool in their
respective centres.

Part 2  Three-day in-house training

e Trainers visit participating centres.

¢ |dentification of gaps and weaknesses among service users, staff and organisational
environment to increase the empowering capacity of clients and organisations.

e Recommendations and improvement plan.

At the end of the training, organisations will be able to use Vrijbaan and Request as part of
their operations.
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Quality

Innovative/good practice

A double-sided approach to empowerment.

Measurement of empowerment.

Participants from an international context.

A training format focused on concrete implementation of the acquired tools and skills.

Quality improvement

Involvement of universities in design of the training.

Involvement of representatives of service-user organisations.
Gathering feedback from service users.

Evaluation of the course by collecting quantitative and qualitative data.
Participants give written anonymous feedback.

Annual evaluation meeting with EPR members.

Practical aspects
Participants
Five to eight professionals dealing with people with disabilities

Duration
Three meetings, adaptation and test in own organisation + three days in-house training

Funding
Training is financed through the annual membership fee of EPR centres.

Certification/accreditation

Not certified
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Full participation in society is a fundamental human right and an ultimate goal
of the European Union.

It is a right applying to all European citizens, irrespective of their physical,
mental, economic, social or ethnic background, so everyone can maximise
their own potential and also be of benefit to society and the economy.

With rising unemployment, highly demanding jobs and population ageing, the
social care sector is called upon to alleviate the negative impacts these trends
have on people’s lives and on those who become increasingly vulnerable and
threatened by poverty and social exclusion.

In parallel, as the health and social care sector in Europe is facing its own
difficulties mainly due to budget restrictions, it is crucial to deliver quality care
efficiently.

It is against this background that Cedefop carried out the present study on the
competences required for front-line staff and leaders of ‘new’ community-
based services, confronted with people with multiple, complex and enduring
needs.

Literature review, focus group discussions in five Member States representing
a different social model tradition, namely Germany, Poland, Portugal, Sweden
and the UK, served to point out the latest changes in our European societies
and define the generic competences required for responding to them
adequately.

These competences have been further analysed by studying 18 innovative
training and lifelong learning cases focusing on their quality and transferability
aspects..
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