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Welcome
Welcome to Sheffield Visiting Support, part of DISC registered charity, this handbook is provided to help you with relevant information, if you need it in another format please tell us.

We hope that this handbook will give you the information needed to settle into the support offered by the project and help you to make the most of your support from us.  Please read this handbook carefully and if you have any questions then please talk to a member of staff. We have tried to include information that will be helpful for you.

If you have any comments about this handbook, or if you can think of things that you would like to see included, then please tell a member of staff as your opinion is important to us. Feedback from people who use our services help us to ensure that we are getting it right, if you feel this isn’t so, then let us know.

DISC
DISC is one of the largest and most successful home-grown charities operating in the North of England. Our services are designed to help people make the changes that will enable them to live independent and fulfilling lives. With over 26 years of experience, we place our service users at the heart of what we do – we are committed to service user consultation throughout the organisation at every level.

At DISC we are committed to meeting the complex needs of the people who use our services, those who are often considered the hardest to help. As one of the largest third sector providers in the North of England we have established ourselves as a key provider of services for adults, children and families. Our services cut across criminal justice, drug and alcohol recovery, learning and employment, housing, children and families and personalised budgets. We believe that everyone who helps to achieve success for our service users is a partner, be they:-

     the customer and their support worker,

     the parent, carer or wider family,

     our commissioners,

     organisations we contract with and to,

 
the network of agencies and community groups that our staff work with every day

 
those agencies with which we have formed very successful formal partnership arrangements.

Project Mission Statement
Sheffield Visiting Support provides support to single people or couples (without children) and families (with children) who have had

experience of  substance misuse (including alcohol) and  are in need of housing related support.

Project Aim & Objectives
We aim to enable you to live independently.

Client Group
The  service  is  accessible to  adult  men  and  women  who  have  a history of problematic substance misuse or are currently struggling with  or  likely  to  struggle  with  substance  misuse  issues  and  are entitled to Sheffield residency.

Staffing and Cover
The service is staffed by a Project Manager, Project Leader, Project Workers and Administration staff. We also have opportunities for placements, volunteers and peer mentors.

The service office is staffed between 9am to 5pm Monday to Friday, though  should  you  need  an  appointment  outside  of  these  time please contact us to discuss this further.  Service delivery is co-ordinated by staff meetings and all staff receive regular supervision and training appropriate to their roles.

Out of Hours Phone
This service is for emergencies only should you feel you need the support of a worker not in office hours, we can give you over the phone support. The service operates between 9am to 9pm Monday to Friday and 10am to 6pm Saturdays and Sunday the contact number is 07818 595898 

Current Staff Team
The current staff team is  made up  of  a  Project Manager –  Jane Steele, Project Leader, Administrator and Project  Workers
Conduct of Our Staff
What will my Project Worker do?
Everyone receiving the service has a Project Worker (sometimes called a Support Worker). They will talk with you about the help you’d  like  and  agree  a  Support Plan  which  shows how  these things will be achieved. They will visit you regularly, usually in your home.

Your Project Worker will help you to be independent and build up a support network. They will guide and help you do things like filling in benefit forms and work or training applications.

Your Project Worker will help find out about local events, things to do, community groups, education, training and employment services.  We can help find services for things that DISC doesn’t provide, and help you get in touch with them.   Lots of these agencies are listed at the back of this booklet.

Your Support will Include
Support is based on your individual needs but could include support with:

     Making phone calls to agencies

     Understanding your tenancy agreement

     Debt problems

     Developing budgeting skills

     Benefit and grant applications

     Getting help with healthcare

     Help to link with other services, family, friends

     Sorting out home repairs

     Handling letters and forms

 
Moving into a property, getting furniture and setting up gas and electric

 
Getting in touch with other organisations including specialist services for mental health or substance misuse issues

     Gaining independent living skills

     Developing skills to find work and training

     Accessing places of worship

     Accessing legal advice

     Out of hours help when needed

Your Project Worker’s ‘Professional Boundaries’
We have a ‘Code of Conduct Policy’ that describes how staff should support you safely and professionally. This includes the things staff should and shouldn’t do, called ‘Professional Boundaries’. You can have a copy of our ‘Code of Conduct Policy’ if you like. Professional Boundaries protect you and our staff. They are important as we visit you at or in your home, often alone.

The info on page 5 tells you how staff should support you. It is important that you also know the things our staff should not do:

     Take or borrow money from you, give or lend you money

     Accept or give gifts

 
Have a personal relationship with you, being friends or having a sexual relationship

     Meet or contact you outside working hours

     Ask you to sign things you don’t understand

     Take control of things you can do yourself

     ‘Care’ services, like washing or dressing

 
Abuse you in any way. The types of abuse are listed on the next page; they include physical, sexual, emotional, financial abuse or neglect

The Safeguarding section on further on tells you more about abuse, and the things we do to keep you safe. These include training our staff, properly supervising them and checking their work.

If you think your Project Worker may be breaking Professional Boundaries, please discuss this with the Project Manager, Jane Steele on 0114 2722497.

If you are worried about abuse, please use the contact details on the page under ‘’Safeguarding’’. The information also tells you what support you will receive if you raise a concern.

Support Plan
When  you  first  receive  support  you  will  be  allocated  a  support worker and will be asked to participate in developing your support plan.

This will help us to work together to meet your needs in a way that you are happy with. Your Support worker will help you to ensure that the things that you have agreed in your plan are achieved.

A review of your plan will take place on a regular basis, though no longer than every 12 weeks.

Any support plan can be reviewed and revisited by you or your support workers request, for example should something significant happen that would warrant a change.  You will be asked to sign that you agree with the plan. We provide support that promotes independent living, including:

 
Assistance   with   learning   independent   living   skills   to maintain a successful tenancy,

     Advice and assistance with claiming welfare benefits and

Housing Benefit,

 
Advice and assistance with budgeting and managing your bills,

 
Assistance   with   reporting   repairs   to   your   home   and managing your tenancy,

     General support with day to day living,

     Contacting other agencies involved in your care and welfare.

All clients will be assessed in an appropriate method to determine their needs and aspirations. You will be fully involved in the assessment, planning and review process and will be supported to make decisions about your life.   All service users will have an individual plan to meet their assessed needs.

Independent Legal Advice
Should you wish independent legal advice then the Citizens Advice Bureau would be best placed to give you initial support, their details are below.
 
Advice Sheffield Assessment Line – 0114 2055055 they will be able to direct you to your local Citizens Advice Bureau.

Your Safety and Security
What to do if there is a fire (in the office)
If you discover a fire:-
     Raise the alarm by operating the nearest alarm point.

     Leave the premises by the nearest exit.

     Contact the emergency services.

If you hear the fire alarm:-
     Leave the premises by the nearest available exit.

     Close all doors behind you.

 
Report to the person in charge at the assembly point. You assembly point is the car park over the road next door to the Cathedral of the service.

DO NOT:-
     Run or shout. This tends to cause panic.

     Re-enter the building until told to do so by the Fire Brigade.

     Put yourself at risk.

Telephone:-
Ring 999 (mobiles can use 112) and ask for the Fire Brigade. When answered let them know there is a fire and give them the address.

Safeguarding and Protecting Vulnerable Adults & Children
It is our responsibility to protect people from abuse whilst at our scheme, this is sometimes called Safeguarding. Safeguarding is everyone’s responsibility and is about services working together to lower the potential for abuse of adults and children. Abuse is when harm is caused, a person’s rights are violated, or when harm isn’t stopped.   There are different kinds of abuse including physical, emotional, financial, and sexual and neglect.

 
Physical abuse could include hitting, pushing, pinching, shaking, misusing medication, restraint and hair pulling

 
Emotional abuse could be threats of harm, being stopped from seeing people, humiliation, controlling, being scared, harassment, hurtful words

 
Financial abuse could be   theft, fraud or   exploitation, pressure in connection with wills, property or inheritance, possessions or benefits

 
Sexual abuse could be rape, sexual assault, or sexual acts that haven’t been agreed to, pressurising someone into sexual acts they don’t understand or feel they can’t refuse

 
Neglect could be ignoring care needs, preventing access to health, care or education or withholding food, drink and heating, not looking after someone properly

Adults and children can experience abuse, and abuse can be caused by anyone – a family member, partner, carer or someone else. If you are worried about Abuse staff can help you discuss this, though should you have immediate concerns you can contact the following:

 
If you, or another adult or child are in danger now, call the police on 999.

 
If it’s about a member of staff you can call the service or drop  in  as  ask  to  speak  to  the  Project  Manager  –  Jane Steele.

     If you feel this is inappropriate you can contact the Senior

Manager David Targett 0161 2035615.
     Or if you would prefer you can contact: Sheffield - Adults

Social Care   -   0114 2736870 and Children's Social Care –
0114 2735490
What Support will I get if I tell you I’m worried about Abuse?
Our staff are trained to listen to concerns about Safeguarding and support you to link in with services that can help. This might be by contacting local Safeguarding teams, filling in a CAF (Common Assessment Framework) form to get extra support, or sharing information with services you are in touch with.   We’ll keep you informed about what happens after this.  In nearly all cases we will ask you to agree to us sharing information, but sometimes we must share even without consent to protect you or others from abuse. Your Project Worker will talk you about when we might do this.

However if you suspect that another service user is being abused, you are being abused or you want advice around the subject of abuse let a member of the staff team know as soon as you can, if you do not want to tell a member of the staff team, you can ask to speak to the Project Leader or the Project Manager, you may prefer to speak to a member of DISC staff who does not work at the service. In this case, please contact the Senior Manager as above.

Once an allegation has been reported, the police, and local authority will be notified as appropriate. Each local authority has its own Protection   of   Vulnerable Adults   policy   and   procedures.  Social Services may ‘take over’ and lead any investigation.

A copy of the policy and procedure for this area can be provided on request from any DISC Worker.

If the report is made against another service user, they may be offered other temporary accommodation whilst the report is investigated depending on the seriousness of the allegation.   Your concerns will be addressed promptly and with sensitivity.  Once an a report has been investigated, if there is a case to answer, the police or local authority will be notified as appropriate. Should an allegation be made about a visitor, the person will be excluded from the service whilst it is investigated.

Preventing Abuse
Amongst a range of activities we try to make sure that the service is as safe as possible, we do this as follows:

     All staff have Criminal records Bureau (CRB) disclosures
 
We train & supervision our teams so that staff work safely with you, help you recognise and respond to abuse

     Our staff will help you reduce risks to you and others

 
We have a clear complaints policy, and will tell you how to complain – or assess your feedback

 
The  work  of  our  teams is  checked by  service managers, DISC’s quality team and the council’s Housing Independent Services

 Your Rights
Right to Information
Occupants are entitled to information about the services available to them and about our performance.   On request, we can provide additional information in full on the following policies and procedures:
     Complaints

     Confidentiality

     Protection of Vulnerable Adults

     Code of Conduct

Appropriate ways will be devised of informing you about key aspects of service performance.

You also have the right of access to information held about you.  If you would like to see the records we keep please speak to your Support worker who will arrange an appointment for you to view them. You will not be allowed to take the file off the premises but you are welcome to have a copy of any of the documents that relate to you if you wish.

Right to be Consulted and to Participate
We aim to ensure that the service is truly accountable to clients, through the provision of information about the services provided, consultation over any proposed changes to the service, and the opportunity to complain or comment about those services. You will be consulted on the provision of services, changes to and amenities.

You will have the opportunity to participate in annual service business planning and day-to-day management. You personally can be involved in several aspects of scheme including; recruitment, as a Service User Rep, peer mentor, attending meeting mentioned above, by making suggestions and giving us feed back.

Right to Complain
DISC aims to handle complaints in a proportional and timely manner. Low level complaints should be resolvable immediately, or within 1

or  2  working  days,  relate  to  issues  on  the  periphery  of  service delivery not requiring investigation.

In the case of a medium level complaint, the investigation should be completed by the Project Leader.   In the case of a high level complaint, the investigation should be completed by the Project Manager or Senior Manager.  No member of staff can investigate a complaint about themselves.

Through investigation, information may alight that raises the Level of complaint from medium to high.  Where this occurs, the complaint should be re-classified at the new level and investigated as such from that point forward. Complaint Handling Summary Chart is on the next page.

	Complaint
Level
	Who can
Receive

the

Complaint?
	Who
Handles and

(at med/high level only) investigates the Complaint?
	Timescale
for

Resolution?
	Who
Handles an

Appeal? (Stage 2)
	Who
Handles

an Appeal (Stage

3)
	Timescale for
Resolution?

(Appeals at

Stages 2 and

3)

	High
	All Staff
	Project Manager or Senior Manager
	20 Working

Days
	Senior Manager or
Operations

Director
	Panel
	20 Working

Days

	Medium
	
	Project

Leader
	
	Project

Manager or Senior Manager
	
	

	Low
	All Staff
	Any

member of

staff (No investigation required)
	1-2

Working

Days
	N/A
	N/A
	N/A


Right to Confidentiality
We will always handle confidential information in such a way that preserves your right to privacy and dignity.   We treat information passed to us as being confidential to the whole organisation. Information  will  only  be  revealed  to  external  agencies  on  very specific grounds or where there is a legal obligation to do so.

You will be asked to give your permission to share information in respect of your housing, care and support services.   You have the right to refuse this permission except on the following grounds:

 
Where there has been a serious violent incident and other agencies need to know in order to minimise their own risk.

 
Where  the  member  of  staff  has  been  informed  or  has observed a crime being committed.

 
Where a member of staff has good reason to believe that there is a risk of a client abusing a child or a vulnerable adult.

 
Where someone  would  be   put  at   serious  risk  if  the information were not passed on.

     Where you require urgent medical attention.

     Where a member of staff is under subpoena.

If information is disclosed under any of these circumstances, you will be told unless it is judged that this would put members of staff at risk.

In addition we will only store your information in compliance with the Data Protection Act 1998 which sets out how we should hold and use your information. This means the information we hold about you will be:

     Needed for us to support you.

     Not used for anything else than delivering the service.

     Kept up to date and only kept for as long as needed.

     Kept safe in locked cabinets, or held safely on computers.

For more information please ask your Project Worker for our

Confidentiality and Data Protection Policy.

Right to be treated as an individual
We are keen to meet and support you individual needs in any area. Such areas could be around your individual cultural or religious needs.

A couple of examples of this could include, buying different food types, helping you to access places of worship or engage with local forums  around  your  nationality  or  culturality.  Please do ask a member of staff should you need further support.

Additionally DISC Sheffield Visiting Support Service aims to ensure that nobody is treated less favourably because of their gender, age, marital status, disability, race, colour, ethnic or national origin, sexuality or religion.

We believe people are Individuals with different needs, but should be treated equally. Everyone should have the same chance to access the service based on their needs, and should all receive a high quality service.

If you feel that you have been discriminated against by DISC staff, please follow the complaints procedure.  If you feel you have been discriminated against by another person or organisation, please inform you’re Project Worker and they will be able to advise you on the best action to take.

For further information about Equality and Diversity please ask your

Project Worker for our Equality and Diversity policy.

Supporting People
DISC   Sheffield   Visiting   Support   Service   is   commissioned   by

Supporting People. Supporting people services can be categorised as

‘short-term’ and ‘long-term’.
Sheffield Visiting Support Service is Short Term.
Short-term schemes last for up to two years with the intention of moving clients on to independent living or increasing the ability to live independently. All short-term housing related support services are free.

Supporting People programme is committed to providing a better quality of life for vulnerable people to live more independently and

maintain their tenancies. The programme provides housing related support to prevent problems that can often lead to hospitalisation; institutional   care   or   homelessness and   can   help   the   smooth transition to independent living for those leaving an institutionalised environment.

Supporting People aims to provide:

A programme that delivers quality of life and promotes independence.   Services that are of a high quality, strategically planned, cost effective and complement existing care services. The planning and development of services that are needs led. A working partnership of local government,  probation,  health,  voluntary sector organisations, housing associations, support agencies and service users.
Should you require it Sheffield Support people can be contacted at the following details:

     Jane Stevens

     Jane.stevens@sheffield.gov.uk
     Sheffield Housing Independent Services Supporting People

Team

Sheffield City Council

PO Box 1918

Sheffield

S1 2XX
Should you have any queries about anything in this handbook please do ask a member of staff.
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 Local Contact Numbers and Addresses 
	Benefits

	Housing Benefit
	-
	0114 2736633

	ESA
	
	0800 055 6688

	JSA 
	
	0844 496 8000

	
	
	

	Health

	A&E
	Northern General,    Herries Road, Sheffield     S5 7AU
	0114 2434343

	Hospital
	Northern General
	0114 2434343

	Hospital
	Royal Hallamshire, Glossop Road, 

Sheffield S10 2JF
	0114 271 1900

	GUM Clinic 
	Royal Hallamshire
	0114 271 1900

	Jessop Wing
	Tree Root Walk,

Sheffield, S10 2SF
	0114 226 9292

	NHS 111
	-
	111

	Dental Emergency
	-
	111

	GP Walk In Centre
	Rockingham House,

75 Broad Lane,

Sheffield S1 3PB
	0114 241 2700

	
	
	

	Leisure


	Central Library
	Surrey Street,

Sheffield S1 1XZ
	0114 2734712

	Leisure Centre
	Ponds Forge,

Sheaf Street

Sheffield S1 2BP
	0114 223 3400

	
	
	

	Drug & Alcohol Services

	Community Drug Team
	Fitzwilliam Centre, 

143-145 Fitzwilliam Street, Sheffield S1 4JP
	0114 3050500

	Community Alcohol Team
	44 Sidney Street

Sheffield S1 4RH
	0114 3050550

	
	
	

	
	
	

	Religious Worship

	Anglican
	Cathedral Church of           St Peter & St Paul,

Church Street

Sheffield S1 1AH
	0114 275 3434

	Baptist
	Sheffield Cemetery Road Baptist Church

11 Napier Street

Sheffield S11 8HA
	0114 272 2179

	Latter Day Saints
	Church of Jesus Christ of Latter Day Saints, 

Sheffield 1st Ward, 

Occupation Lane,

Sheffield S12 4PL
	0114 348 7300

	Methodist
	Victoria Hall, Norfolk Row, Sheffield S1 2JB
	0114 272 1749

	Muslim
	Muslim Welfare House
10 Severn Road, 

Sheffield S10 2SU
	0771 036 5870

	Roman Catholic
	Cathedral Church of St Marie

75 Norfolk Road,

Sheffield 
	0114 272 2522

	
	
	

	Crime

	Police 
	Emergency
	999

	Police
	Non-Emergency
	101

	Victim Support 
	Helpline
	0845 303 0900

	
	
	

	Training & Education

	Northern College
	Wentworth Castle
Stainborough

Barnsley S75 3ET
	0122 6776 000 

	Sheffield College
	Head Office
Granville Road

Sheffield S2 2RL
	0114 260 2600

	
	
	

	
	
	

	Housing

	Sheffield City Council
	Howden House
1 Union Street

Sheffield S1 2SH
	0114 293 0000

	Homelessness Assessment Service 
	Howden House
1 Union Street

Sheffield S1 2SH
	0114 293 0000

	Places for People
	Bank Street
Sheffield S1 2DS
	0114 252 5900

	South Yorkshire Housing
	Wellington Street
Sheffield S1 4HF
	0114 290 0200

	Housing Ombudsman Service
	London
	0300 111 3000

	
	
	

	Transport

	Rail
	National Rail
	0845 748 4950

	Bus
	First Transport
	01709 566000

	Bus
	Stagecoach
	0114 2465555

	Taxi
	City Taxi
	0114 2393939

	
	
	

	Local Advice Lines

	Alcoholics Anonymous
	Carter Road 

Sheffield S1
	0114 2701984

	Citizens Advice Bureau
	Sheffield Advice Line
	0114 2055055

	Gamblers Anonymous
	Sheffield S1
	0114 2620026

	Samaritans
	272 Queens Road
	0114 2767277

	
	
	

	National Helplines

	Drink line
	Alcohol Helpline
	0800 917 8282

	Talk to Frank
	Drugs/Alcohol Helpline
	0800 776 600

	Release
	Legal Helpline
	0845 4500 215

	Marijuana Anonymous
	Helpline
	07940 503438

	Lone Parent Helpline
	
	0800 018 5026

	Families Anonymous
	
	020 7498 4680

	Lesbian and Gay Helpline                  
	
	03003300630

	Terence Higgins Trust  
	HIV / Sexual Health

	0808 802 1221

	Saneline
	Mental Health Issues
	0845 767 8000

	Equality & Human Rights
	
	0845 604 6610

	
	
	

	Voluntary Work

	Voluntary Action Sheffield
	The Circle
33 Rockingham Lane

Sheffield S1 4FW
	0114 2536600
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Meeting Timetable

	DATE
	TIME
	LOCATION

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


Action Plan
	DATE
	TIME
	LOCATION
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