	Managing a project for people with complex needs: key issues

	Training and induction
	· Long induction (fortnight), with experienced staff and managers on site.

· Continuous training – in-house, look for free/cheap local authority and voluntary sector courses, external agency briefings in team meetings.

	Support and supervision
	· Regular e.g. 6 weekly with additional support as needed, annual appraisal.

· In-depth discussion of client interactions, communication styles, approaches to keywork e.g. Outcomes Star, motivational interviewing, cycle of change.

· A safe space for workers to talk about their concerns, where things aren’t going well, talk through doubts – and to be reminded of their skills and successes.

· Keep personal development to the fore, including career development.

· Set objectives and follow up – complex needs clients need the same quality and focus in support, outcomes might be smaller steps but there should still be a focus on positive change.

	Team meetings
	· Space for team to come together (especially if not working on shift together).

· Check-in and positive of the week – measure of team morale.

· Acknowledge problems, obstacles, then discuss solutions.

· Refreshments, discussing work/life balance, informal atmosphere.

	Celebrating successes
	· Manager keeps track of positives as frontline workers easily forget.

· Not denying difficult issues.

· Supervision and appraisals, team meetings.

· Sharing successes with the wider organisation.

	Stakeholder relations 
	· Support for complex needs clients relies on partnership working.

· Multi-agency forums, networking.

· Key part of manager’s role – external facing, strategic.

· Community, funders, external agencies.

· Clarity to team about stakeholders’ roles and influence.

	Joint working &
in-reach sessions
	· Joint working protocols to clarify information sharing and communication.

· External agencies providing in-reach.

· As much benefit for staff as clients – informal learning, skills sharing.

	Delegations and responsibility
	· Give workers external facing roles – break from client work, skills and good practice sharing, recognition from other agencies.

· Responsibility and personal development improves staff retention.

	

	

	Incidents and debriefs
	· Clear procedure for handling incidents, giving staff confidence to act (e.g. use of temporary exclusions) and to call emergency services and/or manager.

· Prioritise staff debriefing, for serious incidents hold 1-1s with entire team.

· Clients may also need to be debriefed (can be informal e.g. morning coffee).

	On-call manager
	· There should always be a manager on-call.

· On-call managers need to understand how the project operates.

	Management input with clients
	· Balance between respecting and supporting the way staff work with clients, and providing adequate management input.

· Discuss with staff how to respond after incidents, case by case basis.

· Look for compromise – a less authoritative approach to management.

	Outcomes and audits
	· Close working with commissioners at all times.

· Identify where QAF or other outcomes are problematic for complex needs client group.

· Be proactive in suggesting alternative outcomes or evidence.


Groupwork questions

· What are some of the issues for you/staff when working with clients with complex needs?

· What has worked/how have these issues been overcome?

· What practical steps can you take in your project to improve the support given to people with complex needs and/or to the staff supporting them?

· Useful resources?

· Any further support you require from Homeless Link/other agencies to help you?
