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How do services respond to people with complex needs? Developing good practice in-house – Jess Plant (Homeless Link)
Group 1 (NHYC & LB Richmond Housing Policy)

Measuring & assessing client well-being

Well-being and social networks

Improving well-being through client involvement

· Embedding assessment as part of the process – formal and informal contact and assessment; daily e-briefs with the team so staff are aware what issues are arising.
· Social networks that extend beyond the project – understanding the client’s network and how this affects them, asking sensitive questions to build a picture of relationships with family, friends etc. Done over time, not with direct questions.

· Need to set boundaries with clients with personality disorder/complex trauma who make unreasonable demands on staff time.

· Working in an individualised way, but it takes time to give a personalised response.

· Need for a baseline of acceptable behaviour to create a safe atmosphere for clients – balancing the needs of the individual with those of the majority.

Group 2 (LB Richmond Housing Policy & St Mungo’s prison housing advice service)

Well-being, exercise and sport

Well-being and engaging in the arts

Well-being and nature

· Activities – look for existing community provision and know how to refer into activities.
· Prison provision of activities is pretty good – gym is most popular.

· Support of local stakeholders – looking for opportunities for provision of new activities.

· Promoting your project to other services.
· The importance of structured activity and routine (‘day programme’), activities need to happen when planned regardless of weather etc so that clients can commit knowing that it will happen.

· Identify what is of interest to the individual – don’t assume which type of activity will suit them best.
Group 3 (Margins Project & St Giles Trust)

Well-being and nutrition

Reducing stigma and raising awareness about mental health and complex needs

Creating psychologically informed environments

· Brief interventions – importance of getting signposting right as there is no on-going casework.
· Difficult personalising the response if service is on tight budget and reporting requirements, relying on other agencies to meet the full range of needs.

· A more structured service can be more personalised – need the contact that casework provides in order to know what is going on for people, what the right response is for that individual to meet their objectives.
Complaints – for some clients with personality disorder/complex trauma using the complaints procedure becomes a major part of their communication with staff. While the client may genuinely feel there are grounds for a complaint, this can place excessive and disruptive demands on staff time if one client is complaining several times each week. This can also have a detrimental impact on staff morale. 

Some agencies have responded by introducing an additional procedure for ‘persistent and vexatious’ complaints. Alternatively placing firm boundaries on the client can manage this e.g. client can only complain to the manager who will respond within a set time frame, so frontline staff can refuse to be drawn into the complaint.
