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Introduction

1. In Adult and Community Services (ACS) the Workforce Planning Team has responsibility for ensuring the learning needs of the workforce are analysed and that training and other development opportunities are commissioned to provide a skilled workforce to deliver high standards of service. ACS is also represented at the Corporate Learning and Development Board.

2. The model used for gathering and analysing the learning and development needs is through service led commissioning. This means that the team gathers information from a range of sources within the service to inform the needs of the workforce. By adopting this model we are well placed to learn from the experience of customers, employees, specialists and partners to commission learning that might bridge the gap between the experience and the service offered.

3. The service has commissioning groups established to cover all areas of service delivery as it is recognised that some skills may be generic but others are specific to service areas or customer groups.

Main Body of Evidence
4. As the services we provide are changing there is a need to constantly review the learning we offer to equip staff to be competent, confident and safe when carrying out their jobs and, as a result, for customers to have the highest level of service. The development of services and the drive to engage with more citizens through access to everyday life opportunities is undoubtedly creating a greater challenge for front line staff.

5. Citizens who access the services are increasingly those with more complex needs and in some circumstances with more challenging behaviours. As a result our workforce encounters a broader range of customers in a wider breadth of service delivery points. 

6. A Customer Care Handbook (Appendix 1 Annex 1) is available within the service and has been used to develop staff in Adult and Community Services and those involved in the learning associated with the Enhanced Customer Service provision. This sets out some excellent standards for delivering customer service. Staff from ACS are able to access the Customer Service training offered by CSD.

7. Many staff providing services have had training under the Disability Discrimination Act. This however was concerned with access and legal process than gaining an understanding of conditions and how they affect peoples’ behaviours.

8. The nature of the services offered by Adult and Community Services means that inevitably some service users demonstrate extremely challenging behaviours which may at times be overtly aggressive and potentially pose a risk of harm to themselves and our staff.  Others may approach the service with less obvious but non the less challenging circumstances which need to be understood and responded to appropriately if staff are to provide services that respect customers dignity and difference. Some behaviour presented by some customers is not actually challenging but is sufficiently unusual as to be interpreted as so by people who do not understand their needs and the cause of their behaviour. 

9. Traditionally it has been relatively simple to identify job roles where the level of risk is high and to the greatest extent we have been able to anticipate learning needs, commission and deliver training opportunities that support customers and staff in these situations. An example of this is the Unisafe training provided by CSD which is a valued resource that enables staff in specific roles to learn and apply a range of techniques, appropriate to their role, for managing and averting challenging behaviour. This programme of learning has been modified to suit the needs of specific services such as libraries and business support roles.

10. We work closely with colleagues in Health and Safety roles to ensure learning arising out of Incident Reports is understood and where appropriate amend existing or commission new learning in response. This may be in respect of a particular customer or a customer group. The availability of information from incident reports is critical to this activity.

11. It is more problematic to identify and assess the learning needs of staff in roles where the customer interface poses a quite different, but non the less challenging situation for them.  These roles might include those where staff are not, as part of their ‘professional’ training, expected to develop sophisticated interpersonal or communication skills that may support the job. Examples of this may be those staff employed in front line business support roles where customers may vent frustrations or have specific communication needs arising out of sensory impairment or the symptoms of learning disability or mental ill health. 

12. Staff may also be presented with challenging behaviours from customers who, for a range of reasons may present anti – social behaviour or other acts causing concern e.g. using the public spaces in council buildings or grounds to gather in intimidating groups or take drugs or alcohol.

13. Without the confidence to understand customers needs and being unable to communicate effectively with customers can lead to anxiety for staff and frustration for customers. It is likely that these issues also impact on staffs willingness to embrace changes to services if they are likely to be exposed to such circumstances. Whilst managers in the service already respond to support these staff there is a need to better understand how to support their learning to develop personal confidence and skill in engaging with some of the customer needs identified. 

14. In Adult and Community Services we intend to review all jobs roles to identify particular areas of risk, challenge or communication need and establish recommended learning for each of these. The high level roles are already being reviewed and this activity will extend to other roles over the next couple of months. The need to ensure access to, and take up of appropriate learning has been highlighted and we will work closely with managers and learning providers such as Unisafe to develop management information to address problem areas and keep under review the model of learning to ensure it is fit for purpose.

15. Managers in the libraries service have already drawn together a group of staff to discuss and inform strategies to support them in managing antisocial behaviour and commissions are being worked up to provide ‘ inclusion’ learning to raise awareness, and enable them to develop better understanding of the needs of some customer groups. Understanding of conditions is not just about re-assuring staff it is also about providing a comfortable environment and meeting customer needs. As we wish to develop better access to the community we may need to broaden out this awareness / inclusion training to other groups. 

16. To support communication skills resources have been set aside to provide staff with specific learning e.g. British Sign Language and Makaton. Interest in, and take up of this area of learning will be monitored and reviewed over the coming year.

Potential Recommendations:

17. The review and audit of job roles being planned in ACS, to identify those where there is ‘risk’ arising out of challenging behaviour or requiring specific communication skills, may be considered appropriate for application across the County Council.

18. Consideration may be given to whether some aspects of learning, and at what levels, should be made mandatory for similar roles across the council, this would go some way to ensuring consistency of learning provision and standards of practice, particularly where staff well-being is concerned.

19. The process to link ‘incidents’ that have impacted on Health and Safety should be rigorous and used to inform learning and development needs. A route for this may be to include recommendations from the Corporate Safety Management Board for consideration by the Corporate Learning and Development Board.

20. It may be appropriate to agree and promote corporate standards for customer service so learning can be commissioned that will meet these.
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