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Introduction

This Resource Book has been provided as a course companion to the CLS Support
training course "Casework under Contract - an introduction to the key issues".

The Book is broadly divided into two sections:
1. Materials that will be referred to during the course:

These cover both SQM and NfP Contract issues and indicate some of the main
points to take account of when running a case, from first contact with a client, to case
closure. Some of these materials may also previously have been published as Email
Bulletins (bulletin@asauk.org.uk). These materials will be referred to directly
throughout the course and there is also an optional case study to test and develop
learning further after the course.

2. The NfP Contract - Key Concepts:

This guidance, written by CLS Support, is intended as a reference to areas of the
NfP contract which will not be fully explored during the course, but which are
nevertheless important. ltems in this section provide a brief summary and
explanation of many of the more conceptually difficult aspects of the Contract, mostly
in 1 - 2 page 'bulletin’ format, which include references to further information and
reading.

CLS Support hopes that you find this Resource Book useful, and we invite you to
share it with your colleagues as appropriate.

Patrick Torsney
Project Consultant
CLS Support Project
April 2004
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RELATIONSHIP

The framework for the NfP contract was created
by the Access to Justice Act 1999

a

The Act established the Community Legal Service
(CLS), to ensure that the need for legal services is
effectively assessed and that public money is targeted
on the cases that need help most

. !

The LSC uses the CLS fund to buy services for the
public under a contracting scheme. Only service
providers with a contract are able to work under the
scheme. To hold an LSC contract, a provider is
required to hold the Specialist Quality Mark. This
enables budgets to be strictly controlled and helps to
ensure quality of service

!

In order to ensure that members of the community

have access to legal services that meet their needs,

the LSC believes it is fundamentally important that
they should be assured of the quality of those services

!

The Specialist Quality Mark (SQM)
provides the quality assurance framework within which
all contracted organisations operate
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Who | need to be — SQM Procedural Requirements

| can demonstrate how
I know when to
signpost and refer
(B1.1)

I have a document
that tells me who we
all are, what our jobs
are and who is in
charge of who

(C1.1)

All my responsibilities
and objectives are
documented

(D1.2)

I have my own training
& development plan
which is reviewed at
least annually

(D2.3)

| allocate & am
allocated cases based
on skill competency &
capacity

(D4.1)

I know my limits &
when | need to call in
the supervisor
(D4.3)

I keep up to date with
changes in law practice
& procedure

(D4.5)

| have access to the
latest CLS Directory

(B1.4)

| have a document that
tells me who has key
roles and decision-
making responsibility
(C1.2)

I have a performance
appraisal at least
annually

(D2.2)

All the training that |
do is recorded in my
training record
(D2.4)

I supervise effectively
& am supervised
effectively

(D4.2)

I have ready access to
legal reference
materials

(D4.4)

As a c/worker | attend 6
hours per year CPD (or
equivalent) training of
which at least half is in
the subject I work in
(D5.1)

As | do c/work | have
either a proper legal
qualification or conduct
at least 12 hours c/work
or equivalent per week
(D5.2)

My Office Manual is
available to me &
everyone else who
delivers a QM service

(G4.2)

© Patrick Torsney for the CLS Support Project April 2004 3
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a)

b)

c)

d)

e)

f)

9)

h)

)

K)

Case Study 1

It's a nice sunny day and you are feeling particularly motivated. A case
record with the client’s original documents is passed to you. It seems that
the client attended a drop-in session and was referred internally. There is
no CW1 on file, but as you are in a good mood this does not bother you

You spend some time reading the documents. It seems to be an
interesting case and this makes you ponder for some 20 minutes on the
relative merits and options available to the client

You write to the client setting a suitable appointment and asking them to
bring some particular items of correspondence that you believe necessary

On the day of the appointment the client is late so you have to hang about
for 15 minutes drinking chicken soup with croutons before they arrive

You spend 3 hours interviewing the client and in this time you do the
following: interview and take instructions agreeing what action you will
take on the client’s behalf, complete the CW1 and assess the client as
eligible, write out a letter confirming instructions, and put the considerable
correspondence the client has brought in relation to the enquiry into some
order.

It perplexes you this case. It is unusual but fortunately Gribble, one of
your colleagues, is back from her holidays and has a particular expertise in
this area so you discuss the case with her and agree how you need to
proceed

You telephone the client to arrange another appointment but the client
doesn’t have time to come into the office on the day you suggest as they
wanted to take in the sun and try and get a bit of a tan.

As a consequence you decide to do a home visit. It takes you about 2
hours to drive there as your car is very slow. When there you spend time
going through the case with the client and decide that you need to write to
the aggrieved third party setting out the clients’ case

Back at the office you sit down and begin to write the letter. You put on
some calming music and burn some incense, which helps you come up
with what you believe to be an excellent letter. Although only three
quarters of a page long it is worthy of an award due to its brevity and
cohesive argument. It takes in total 15 minutes to write.

Some days later the third party sends you a reply. It takes some time to
read and consider, being approximately 8 pages long and containing quite
a lot of technical information. You realise that you have spent some 4
hours in total on the case so far and the client has not yet provided proof
of income so you write to the client asking them to provide proof to
confirm eligibility

The client writes back saying that due to an unexpected return on their
investments in a Cornish gold mine the matter is resolved and they do not
require any more help. The client encloses a photocopy of their signing on
card and a letter from their accountant detailing their recent tax
assessment and financial position

Happy that it has all worked out well for the client due to your incredible
expertise you take the rest of the day off and go home whistling....
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Case study 2 (optional)

It's Kiefer the caseworkers’ last day at the office. Things haven’t been
going so well although he is looking forward to his new life working as
an auditor for the Legal Services Commission. He has one final client left
to see so he is determined to do an excellent job which he will be able to
tell his grand-children about.

a. Kiefer’s client is 30 minutes late for the appointment so he reads
through the file again and has a cup of tea. He makes a note on
the file that he has spent 30 minutes considering the options
available.

(Is this reasonable? If considering options how might you evidence it on file?)

b. The client arrives and Kiefer asks them to complete the CW1
before they go any further

(When would you complete the CW1? What does the contract say about claiming
time for completing a CW1 and when it might be completed during an interview?)

C. The client is upset and very emotional and spends 15 minutes
crying before Kiefer finally manages to get them to talk. Kiefer did
this by rapping the clients’ knuckles gently and repeating the
words ‘things can only get better’ again and again. Kiefer doesn’t
claim this 15 minutes when completing the case record.

(Would you have claimed this time? What does the contract say about clients who
are distressed or where there are other reasons why dealing with a particular
client may take longer than usual?)

d. It appears that the client is having a big problem with Third Party
Ltd. Kiefer decides to give them a quick ring. No one answers the
phone so he hangs on the line. After a further 15 minutes he gives
up, but by now the client seems cheered up so he thinks it wasn’t a
total waste of time.

(Is this time claimable? What does the contract say about telephone calls
generally? Could he simply lump the time within the interview time? Would there
be any likely problems if he did this?)

e. After advising the client at some length and preparing a number of
documents for them, Kiefer thinks he is on a sticky wicket and as it
can’t be sorted out today he will have to refer the client to another
agency. He looks in the Yellow Pages and gives the client the
address of an advice centre the other side of town on a
compliments slip

(Is there a better place to find out about other advice providers? Was it enough
simply to give the name and address of the other advice centre? What does the
SQM say about signposting and referral?)

f. Kiefer closes the case and reports the matter to the LSC by posting
off the monthly returns. The next day the client rings back and
Kiefer advises them further on the ‘phone for about another 35
minutes.

(Can he claim this? If so would he claim it as part of the original matter? What
does the contract say about clients who return for advice on the same matter?)
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Email Bulletin (Contracting No.17 and Quality Mark
No.9): A Body Of Evidence - Attendance Notes And Case

Recording
1 Introduction
1.1 Differences in how caseworkers in the Not-for-Profit (NfP) sector have

1.2

1.3

1.4

1.5

1.6

2.1

2.2

traditionally evidenced work and how the Legal Services Commission
(LSC) expects evidence requirements to be met when providing contract
work may be a cause of problem and misunderstanding at audit.

In particular, even where NfP caseworkers and the LSC agree on the
interpretation of specific contract terminology, there may be subjective
differences in opinion between what a caseworker believes is sufficient
evidence of work that has been carried out on a file, and the view of an
auditor when assessing the time claims for that work.

Therefore, this bulletin identifies good practice points for NfP caseworkers
on meeting those evidence requirements within the General Civil Contract.
It will also be made available to LSC audit staff. All contract references
are to the NfP contract specification although good practice points may
also be of interest to Solicitor contract holders.

The Bulletin should be read in conjunction with other guidance produced
by CLS Support, particularly:

e Email Bulletin (Contracting) No.7: Incoming and Outgoing
Correspondence

e CLS Support Contracting Briefing No.6: Controlled Work and Contract
Compliance

Please note, any casework examples used in this Bulletin are for
illustrative purposes only and are not meant to represent an accurate or
full exposition of the law or of how you, as a caseworker, should apply the
law to any particular case. Also, a number of case notes are written in full
without use of abbreviations - but see Section 7 of this Bulletin: “*Can I
use abbreviations in my case notes?”

The Policy and Legal Department of the LSC has approved the content and
accuracy of this Bulletin.

What kind of evidence will the LSC ask for?

The LSC stipulate that you should keep a timed and dated attendance
note of any activity that you intend to claim time for on the case file itself
(see section 3 of this Bulletin).

In addition to this, you should also keep any additional evidence that work
has been performed such as copies of correspondence, statements,
calculation sheets etc., in the case file in order to further support your

© Written by Patrick Torsney for the Advice Services Alliance February 2004 12



2.3

2.4

2.5

3.1

3.2

3.3

3.4

3.5

13

time claims for work done. This is what the LSC describe as “appropriate
supporting evidence” (see section 4 of this Bulletin).

For what reason?

At a Contract Compliance Audit LSC auditors will consider your attendance
notes together with other supporting evidence of work done in the case
file to assess whether the work is allowable under the contract, and
whether time claimed is reasonable. If the evidence is insufficient (or
there is no evidence at all of that work) then an auditor may either reduce
or disallow the time claim, on the basis that you have failed to produce
effective objective evidence that the work has been done (see NfP
specification 6.6).

Please note that it is a Specialist Quality Mark requirement, and may be a

quality requirement of your agency or particular network, that you make a
note of any work that you do on behalf of a client and of any contact with

that client or others on their behalf.

It is also good practice to maintain records to a sufficient level of detail to
enable another caseworker or supervisor who had not had previous
involvement in the case to take over the file, for example in the event of
sickness or holiday absence.

What are timed and dated attendance notes?

In order to claim the time for a casework activity that you have performed
on behalf of a client, the LSC state that there must be evidence of that
activity on the case file in the form of a “timed and dated attendance
note” (NfP specification 4.2(1)).

This means that for each activity you intend to claim, the case file
must contain:

(a)An attendance note describing what activity you have
performed

(b)A corresponding date showing when the activity was
performed

(c) The time you are claiming for performing that activity

An “attendance note” (or, case note/case record) is a written record of an
interview, meeting, or telephone call with the client or other third party,
or of any other activity for which time is being claimed.

Therefore, in order to evidence the work you have done, you should make
a concise written note of each and every activity for which you are going
to claim time and the date on which it was performed, even if additional
evidence of that activity might exist elsewhere, such as a copy of a letter
you have written.

You also need to make sure that it is apparent from the case file what
time claim(s) you made for those recorded activities.

© Written by Patrick Torsney for the Advice Services Alliance February 2004



3.6

3.7

3.8

3.9

3.10

3.11

You can choose to either keep a note of the time claim next to the written
record of each activity or, on a separate ‘time sheet’ where the dates of
the time claim(s) correspond to the dates of the activities detailed on the
particular file. If you use a computerised time recording system then the
dates of the time claims on this system also need to correspond with the
dates of the notes of the activities on the file.

If I perform a number of separate activities whilst working
on a case, do I need to detail an individual time claim for
each activity or just the total time they took?

If you get a client’s file out to work on without the client being present,
perhaps because you have a review date in your diary, and you perform a
number of different casework activities before you put it away, then you
must make a note of each activity you have performed and detail the time
it took to perform those activities.

In this type of situation it is your choice whether you itemise the time
claims for the individual activities separately or choose to describe one
time claim that is the total time it took to perform all those activities
during the period in which you worked on the particular case.

However, CLS Support believes that it is in your interests to record the
time claims for individual activities separately, even where you perform a
number of them before putting that file away (see paragraph 3.11 below
for an example).

This would make it clear to an auditor what times you were claiming for
each activity and so help avoid any misunderstanding at audit. It would
also provide you with more detailed information with which to challenge
any reduction(s) made at audit at any later review or appeal if this
became necessary; the breakdown would allow you to be much more
specific about how you believed you evidenced any individual time claim
or of how the total time claim for any number of activities carried out
whilst working on a case file were made up.

For example:

Date

15/06/04 Telephoned client — he has received letter and has 1

Case Record Time
(units)

decided to go
ahead. Drafted letter to [opponent] setting out
actions required

otherwise will commence court action on 17/07/04 - 4
see copy
Copied to client. Review diarised: 17/07/04 1

3.12 The same principles would apply if you interviewed a client and performed

a number of activities during that interview, such as writing out a letter
and making a telephone call to a third party whilst the client was present.

© Written by Patrick Torsney for the Advice Services Alliance February 2004 14



4.1

4.2

5.1

5.2

5.3

15

How do I use my case notes to refer to supporting
evidence elsewhere on file?

This supporting evidence might be made up of copies of letters you have
written or received, or documents you have had to read through in order
to understand and progress the case. It could also include any other items
or documents related to a case, such as copies of telephone messages or
notes of case law you have considered, or notes you made during an
interview.

There are three key factors when thinking about preparing an attendance
note that refers to supporting evidence of work done which is elsewhere in
the file:

(a) Balance: the amount of supporting evidence may mean that the
attendance note need not be as detailed or lengthy as it would be if
that evidence did not exist

(b) Cross-reference: attendance notes should cross-refer to any
supporting evidence on the file and direct whoever is reviewing the file
to that evidence

(c) Sufficient summary: The attendance note should contain a sufficient
summary of what the evidence is. For example, it would not be good
practice to make a note which simply said: “drafted letter — see copy”,
as it would not necessarily be clear from this note who the letter was
to or what it was about. This would be particularly problematic if the
copy of the letter subsequently went astray.

A more appropriate way to refer to the preparation of such a document
would be: “drafted letter to Housing Benefit disputing overpayment - see
copy (dated 15.03.03)".

How much detail do I have to record in my
attendance notes?

What the LSC say:

The LSC say that any individual time claim over 24 minutes (4 units)
should contain some detail showing the instructions taken, the advice
given, or how the case was progressed (NfP specification 4.2(7)).

This would certainly be necessary if the time claim was for an interview or
long telephone call, where the only real evidence of the activity might be
the note you made explaining what had happened. However, if the time
claim was for preparing or reading something that actually exists on the
file, such as a copy of a long complex letter you have prepared, then the
letter itself would provide the substantive evidence and so the note would
usually not need to be as detailed or lengthy.

This means that you do not need to write out the contents of a letter you
wrote all over again, or the content of a document you have considered;
you would simply refer to it in the way described here at paragraph
4.2(3).
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5.4

5.5

5.6

5.7

6.1

6.2

Where you perform an individual casework activity that takes less than 24
minutes you should still make a brief note of what was asked, what you
said and/or of what you did. This is because there must be evidence of all
time claims, however short!

What if I have discussed a standard procedure or area of
law?

You will frequently spend a large amount of time with clients discussing
particular areas of law or standard procedures that affect them and their
case e.g. the appeals procedure for disability living allowance or housing
law for people with assured shorthold tenancies. This does not mean that
you should write out all of that standard procedure or detail exactly that
area of law; this is standard information that can always be accessed by
an auditor from other sources if s/he felt there was any need.

From both a quality of advice and NfP contract perspective, the important
thing is to make sure that your attendance note:

(a) Identifies the particular area of law or standard procedure you
discussed or considered

(b) Explains how it applies specifically to, or affects your client and the
particular circumstance of their case

For example:

e "I went through and explained the DLA appeals process with the
client, and from this...

e "Identified and agreed the following areas of concern and further
actions [insert areas and actions] ”

So how do I record interviews and other casework
activities?

Interviews

An interview with a client will normally be quite time consuming, as it will
be at this point that you will listen to what the client has to say, give
advice and/or assistance and decide on what you will do next, whether
this is an initial interview or a later one during the case. The longer the
time claimed for an interview, the more information you will need to
supply to support the claim. So, if for example a routine interview took
longer because the client had a disability and this had a bearing on the
length of time taken, this should be recorded on the file.

Work done at interview will usually be evidenced by some or all of the
following:

e The case record itself (for a concise but detailed record of the
interview)

e A letter to the client confirming advice with a brief summary and
reference to any other relevant documents e.g. a statement
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e Copies of documents that you considered during the interview on file,
with a reference to them and the fact that you did consider them

e Handwritten (or typed) notes prepared during the interview. If they
are not clear enough then a brief summary of them on the case record
plus ‘see interview notes’ should be sufficient

6.3 If you were relying on your case record to provide the bulk of the
evidence of a time claim for an interview (of say, 1 hour), rather than
anything else on the file such as a detailed and lengthy letter you might
have written, then it should include the following aspects:

(a) Enquiry: an outline of what the client asked, for example:

"Client has been having a problem with ex-landlord trying to get him
to return £500 deposit. Client wants to know what to do next and
whether any way that she can force the ex-landlord to pay the
money?”

(b) Relevant information: any further information or factors which are
important, for example:

"Client was on fixed term assured short-hold tenancy of 6 months that
expired 2 months ago on the date when client left property and moved
in with her partner. No tenancy or other advice issues other than non-
return of deposit by landlord. Landlord not claiming bond in lieu of any
damage. Client has copy of letter from landlord received 2 months ago
confirming he will return the full deposit 4 weeks from that date - see
copy. Despite 3 telephone calls by client monies still not received and
no satisfactory explanation”.

(c) Diagnosis and advice: what you advised and why, for example:

"I advised that client entitled to full return of monies on information
available. Fact that landlord admits no damage to property in writing
supports view that is a strong case should it go to court. Went through
options and client agreed that if unable to persuade him to return the
deposit she would consider pursuing the matter as a small claim. Went
through court procedure with client including sending a letter before
action and giving ex-landlord a reasonable time to pay the monies
prior to issuing proceedings — hopefully this letter would have desired
effect and further action will not be necessary. Drafted L to landlord -
see copy.

(d) What next: any actions outstanding and time limits/key dates, for
example:

“"Asked client to update me if landlord contacted her. Said that I would
review in 28 days if no contact - diarised. Said would look at whether
help to issue summons necessary then”.

6.4 If you usually evidence your application of the sufficient benefit test in
your case notes then in addition to the above you might include:

"Benefit to client £500, average case with good prospects of success
so estimate all work within 3 hours (£150) and SB on this basis”.
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6.5

6.6

6.7

6.8

When writing up your case record there is no need to use headers for
these different aspects as we have done here nor to record them in the
order described; however, it might be useful for you to do this in
situations where the interview or events were very complicated or to help
you focus on recording the important points of what had occurred after a
long or difficult interview/attendance.

If the bulk of the evidence of an interview existed elsewhere, such as in a
letter confirming advice or progress to the client, then rather than take
any significant time writing it all out again on your case record, it would
be more time and cost effective to simply refer to the letter on the case
record and take a few minutes to briefly identify the key elements such
as:

e What the client asked

e What was decided

e What you did

e What remains to do - including a date when you would review the
matter

For example:

‘Problem with ex-landlord re: £500 deposit

e Client on fixed term Assured Shorthold Tenancy, ended 2 months ago
when client moved in with partner. No other issues. Landlord not
alleging damage. See letter from Landlord [date]. Client rang Landlord
3 times but no joy.

e Advised client that entitled to money back on information available.
Advised re: small claim procedure. Discussed enforceability. Warrant
to Landlord’s home address may be best bet. Drafted letter before
action - see copy.

e Client to let us know if Landlord contacts her or will review in 28 days
- diarised chase up or pre-close letter [date]

e £500. Average case. Good prospects. 3 hours maximum. Sufficient
Benefit Test ok.

Other casework activities

As a case progresses you may frequently perform ‘smaller’ casework
activities in order to progress the case. So in addition to the date on
which the activity occurred and the time you are claiming for the activity,
you should make concise notes of:

(a)What has happened or what you did:

"Client telephoned as concerned that they still had not heard anything
from the appeals service”:

(b)What you said/did:

“"Advised that I had spoken to them and they would be sending further
information directly to me within the next 14 days” or,

(c) What next - wherever appropriate, you should identify any
further actions required or requested:
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6.9

6.10

6.11

6.12

6.13

7.1

7.2

7.3

19

“"Said would update her in 14 days or upon receipt of this letter if
earlier - diarised [date]”

Of course, if you undertake a ‘larger’ activity such as interviewing the
client again or getting involved in protracted telephone negotiations, then
in the absence of sufficient supporting evidence elsewhere on the file, the
level of detail in your case notes should be increased to reflect what went
on and so justify the time you claim you have spent on that activity.

Can I claim time for copying out or typing my attendance
notes?

Where the attendance notes are lengthy and detailed then you may claim
a reasonable amount of time to copy them up more neatly or to type
them out providing you are the caseworker who saw the client (NfP
specification 4.2(2)).

The NfP specification is silent on how many units you can reasonably
claim for this however, as a rule of thumb you could claim one to two
units per page which is the figure indicated in the Solicitor Contract
(Solicitor specification 4.2(2)). The LSC will, however, judge the
reasonableness of the time claimed on a case-by-case basis.

Please remember that there is no concession for being a slow typist. If
you choose to type out the notes rather than copy them up more neatly
by hand your time claim should be dictated by the time it would take a
reasonably competent typist to do it (NfP specification 4.2(11)).

This will inevitably become a bigger issue as a large number of
organisations move towards computerised case management systems,
such as AIMS and CASE, where this point on the proficiency of typing
skills on the time it might take caseworkers to type documents (whether
attendance notes or otherwise, e.g. letters) would also apply.

Can I use abbreviations in my case notes?

Although the examples given earlier in this document do not use
abbreviations, it will most likely be common practice for you to use them
when writing out your own case notes. It will certainly save time avoiding
writing out commonly used words or phrases continually throughout a
case file, and this kind of ‘shorthand’ is something most caseworkers have
been doing long before the introduction of the NfP contract.

There is no specific contract rule that covers the use of abbreviations,
however it is implied that case notes should at least be legible and
understandable to someone other than the person who has written them,
both to allow the quality of the work to be assessed, for example by a
supervisor, and also to allow proper audit of that work at a contract
compliance audit.

The majority of abbreviations will have come from sources that are
written down whether in the agency or elsewhere such as on pro-forma or
time recording/case management software or, that are used commonly by
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caseworkers from many other agencies and other institutions, e.g. "DLA”
for disability living allowance. Others are simply commonsense and their
meaning should be understandable from the context of the case note,
such as “"CL"” for ‘client or “"SBT"” for ‘sufficient benefit test’. Ideally all
caseworkers within an organisation should use the same abbreviations for
the same word or phrase.
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Sample Client Information Form (use BLOCK CAPITALS to complete)

Date Matter Initial Adviser: Caseworker: File Ref: Issue: Date Matter Closed:
Opened:
SURNAME:..............coiiiie Title:.............. ETHNIC MONITORING (for Total time spent on

statistical Equal Opportunities matter:
FORE NAME (S) ..................................................... monitoring purposes 0n|y) tick
ADDRESS: one box only: KEY DATES:

.......................................................... White: (Delete and initial when

....................................................................... W Br}tish actioned)
................................. Post Code:..................... Q lrish 1 /)

Q White Other _— — —
Can we contact client at this address: *YES/NO . 2 /|
If ‘NO’ detail any alternative contact address: Black or Black British: —_— —

Q Black Caribbean 3 / /

Q Black African —_———
TELEPHONE: O Black Other 4 /o
Home: (.............. ) PP Mixed: ; ) |
Can we speak to anyone else? Q  White & Black Caribbean — —
(Inc. leaving message on answer-machine):  *YES/NO Q  White & Black African 6 /|

a White & Asian _—— —
Can we contact client at work? *YES /NO 0O White and Mixed Other 7 /o
Work: (coevvininnnns )PP Asian or Asian British: 8 / /

Q Indian _—— —

. ) . ) Q Pakistani

ClientD.OB: _/ / ClientNINo: /[ Q0 Bangladeshi 9. [ _ | __
HOUSEHOLD: Q Asian Other 10. / o / o

Q Chinese

No. of dependent adults & relationship:

No. of children & ages:

a Client declined

DISABILITY MONITORING (for statistical Equal Opportunities monitoring purposes only): The Disability
Discrimination Act defines disability as: a physical or mental impairment with long-term, substantial effects on a person's

ability to perform day-to-day activities. Does your client consider himself or herself to have a disability?

YES/NO

OTHER RELEVENT INFORMATION *(e.g. special contact details or original document storage information):

Other party details (for potential conflict check):

Enter date of action

1. Conflict of Interest check done: YES /NO/N.A.
2. Client consents to LSC Audit of case file (non-contract cases only): YES /NO/ N.A.
3. Leaflet on Complaints Procedure given: YES /NO/N.A.
4. Advice / instructions in writing completed and copy on file: YES /NO/ N.A.
5. Experts / Disbursements Procedure followed: YES /NO/N.A.
6. Referral Procedure followed: YES /NO/N.A.
Referred from:........oooooiiii Referred to:.....ovviiiii
7. Original documents returned to client on closure: YES /NO/ N.A.
8. OUTCOME (S):

9. CLOSED - file check for supervisor (date completed and initial):

10. CLOSED - administration destroy file date (i.e. not before):

File Review dates: detail these overleaf & make a note of any action taken on the file following File Review

21




NfP contract: Key Concepts

Direct Casework Time

The terms of the NfP contract only allow you to be paid for what is called “Direct
Casework Time”. This is defined in the Contract Standard Terms as "“time reasonably
spent by Approved Personnel* in providing Controlled Work** to clients in
accordance with the provisions of this Contract”. For an explanation of the
highlighted terms, please see below.

Direct Casework Time can be broken down into:

(@ Preparation and attendance: this will include preparing and reading
documents and time spent interviewing the client.

(b) Advocacy: this is the time that you would actually spend in any hearing.

(©) Letters and telephone calls.

(d) Travel and waiting: ‘waiting’ could include time spent waiting in court for a
hearing to come up in which you are providing Help at Court.

Only work directly involved in the provision of contracted legal services by an adviser
to a client can be counted. Time spent on administrative work (see NfP contract
paragraph 4.8 and 4.9) is not counted as Direct Casework Time.

Administrative work is work that is not directly involved in the provision of legal
services to clients. It includes all work conducted by non-advisers or non-approved
personnel. Thus you should not claim for time spent on letters written, telephone
calls made, or messages taken by secretaries, receptionists, or other administrative
staff. Please note that some work carried out by an adviser could in itself be
‘administrative work’ and therefore should not be claimed.

You may count actual time spent on each item of work in minutes (ie the actual time
taken) or you may record in ‘units’ of 6 minutes and record each activity to the
nearest unit or 6 minute block. Either way, any individual item of work where the
time spent is under 6 minutes should be recorded as 6 minutes or one unit. One unit
is the minimum that can be recorded, as fractions of units are not recognised by the
LSC. As such, a standard letter or telephone call would be recorded as one unit.

*Approved Personnel: means: any or all of your staff who are approved by the
LSC to carry out Contract casework.

**Controlled Work: means: (a) Legal Help; (b) Help at Court; and (c) Legal
Representation in Mental Health Review Tribunal
proceedings and proceedings before an immigration
adjudicator or the Immigration Appeal Tribunal.

Further information: NfP contract specification (pages 124 - 134)
CLS Support Training Course ‘Making Every
Minute Count: 2004!"
CLS Support Briefing (Contracting) 6: Controlled
Work and Contract Compliance
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NfP contract: Key Concepts

What is the Sufficient Benefit Test?

The Sufficient Benefit Test (SBT) is a Funding Code criterion that
applies to all Legal Help provided by caseworkers working under either
the Solicitor or NfP General Civil Contract.

The Funding Code criterion 5.3 (3A-025) states that: “Legal Help may
only be provided:

e where there is sufficient benefit to the client,

= having regard to the circumstances of the matter,
= including the personal circumstances of the client,
= to justify work or further work being carried out.”

There is additional general guidance on the SBT within the NfP
specification which can be found in the NfP specification at rules 3.4 to
3.12 inclusive, and also rules 7.3 and 7.5, which concern providing
Help at Court. The category-specific sections of the specification also
contain further useful guidance on the application of the test to
particular types of cases within individual subject categories.

The test only needs to be applied when a caseworker is considering
providing Legal Help to a client. This means that it does not need to be
applied by non-approved personnel, such as generalist caseworkers or
any other staff who might take a role in filtering which cases are
referred to a specialist before Legal Help is provided.

It is expected that all caseworkers providing Legal Help to clients apply
the test at the appropriate stages of individual cases — both at the
outset and when any further need might arise throughout the case,
e.g. where something happens that might significantly increase the
original estimate of how much the case would cost in terms of Legal
Help.

The LSC points out at paragraph 3.4(2) in the NfP specification that
because the funding of Legal Help comes from a fixed budget, and this
budget is public money, then a caseworker must take this into account
when providing Legal Help to clients to ensure that the caseworker’s
time is used to best purpose.

The LSC goes on to say that in practice, the application of the test
should weed out those cases that do not merit public funding.

This does not just mean identifying cases that do not merit funding at
the outset; it also covers situations where during the life of a case
circumstances arise that should indicate that you should limit or cease
further work.
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NfP contract: Key Concepts

1.10 Itis important to remember that the Sufficient Benefit Test does not
only apply to the question of whether or not the work should be
carried out, but also to the amount of time that it is reasonable to
spend in dealing with the matter, including whether any individual item
of work was necessary and added some value to the case (see NfP
specification 3.12(8)).

1.11 Ultimately, the test should not be applied in such an overly restrictive
fashion so as to exclude those clients who might benefit most from
your help. Where the LSC is confident from assessing your casework
that you are aware of the costs of Legal Help that you provide to
clients by working to ensure that you provide an effective cost-efficient
service, then it is more likely to appreciate your application of the test
on individual cases where any doubt may arise.

Further information: See references in text above and also,
CLS Support Briefing (Contracting) 7:

Sufficient Benefit Test — Principles and
Practice
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NfP contract: Key Concepts

Separate matters

Many NfP agencies are used to thinking that a client’s case will include all
the problems presented, and all the agency’s work in assisting to resolve
them, rather than separating out individual issues from each other. There
is nothing wrong with this in principle. However, the Legal Services
Commission (LSC) assesses the cost of time spent providing assistance
under contract in units of measurement known as ‘matters ’, that very
roughly means individual issues that are not directly connected.

In practice, this means that you need to be able to distinguish between
assistance provided either in relation to separate issues within the same
category of law or, in relation to issues that fall within separate categories
of law. In either of these situations this could mean that you have more
than one matter open at the same time for a client. You will have some
flexibility in assessing which issues should be treated as separate matters.
However, it is important to know how to make these distinctions in order
to avoid having to justify to auditors or contract managers what might
seem to be unreasonably long periods of time spent on what are
apparently ‘single’ issues.

Assuming you have the competence and are otherwise entitled under the
contract to do so, you can continue to assist the client with the various
problems they present. However, the Contract specifies situations where
you should consider whether individual issues would be better dealt with
as separate matters. Doing this does not mean that you have to change
the nature of the service that you would otherwise have provided to the
client.

As well as distinguishing separate matters at the outset of a case, you
may also decide in the course of providing assistance to a client that an
aspect of what was originally presented should now be treated as a
separate matter whilst the ‘original matter’ is progressing. For example,
something that initially seemed to be peripheral to the main enquiry at
the outset, has now ‘taken on a life of its own’ and so might be better
managed as a separate matter.

The requirements allow a degree of latitude, particularly where the
amounts of work involved on secondary or subsequent issues are not
large. You should bear in mind that it might be confusing for a client to
receive separate client care letters where issues could be appropriately
resolved ‘together’. Equally, you should make judgements based on a
balance between the extent to which you need to treat an issue as a
separate matter and the additional bureaucracy this will generate for your
agency.

As soon as you identify that an issue should be treated as a separate
matter the client should be asked to sign another application for
Controlled Work (CW1 form) in respect of this additional matter, which
should also be reported separately to the LSC. As with any fresh
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NfP contract: Key Concepts

application for Controlled Work, the client’'s means must be re-assessed
and the sufficient benefit test applied in relation to this separate matter.

You should identify and record on the file any point at which the work you
are performing for a client becomes a separate matter. However, you
should not duplicate claims for individual periods of time claimed ‘across’
separate matters, as the nature/amount of work undertaken under one
matter may affect how the ‘reasonableness’ of work on subsequent
matters is assessed by the LSC.

Example (see contract 14.1.3):

You provide initial advice and assistance to a client in relation to
problems experienced with their Income Support claim, which have
a knock-on effect on their Housing Benefit. As the issues are closely
interlinked, you treat them as a single matter (matter 1). Some
time later, after having resolved the original 1IS/HB problems, but
before you have closed the matter and reported it to the LSC, the
client presents a further complex HB problem, which is completely
unrelated to the original one. You decide to treat this as a separate
matter (matter 2), and begin by providing two hours of initial
assistance. As you have decided to open a separate matter on this
new HB issue, the time claim of 2 hours should be claimed on this
new matter and not as additional time on the previous matter start.
Also, as you have opened a new matter then you should not
duplicate the time claim and claim it on the previous matter as well
as on this new one. You should not duplicate claims for time across
separate matters in any circumstances and certainly where they
relate to the same client — you may only claim once for the work
that you do.

Where a matter has been reported to the LSC as closed, and the client
then returns for advice on the same issue, any further assistance will need
to be treated as a separate matter and a fresh application for Legal Help
made. If the client returns within three months of the matter being closed
for advice on the same matter, and you have not yet reported the original
matter as closed to the LSC, then you may treat any further assistance
provided as being part of the original matter and effectively ‘re-open’ that
file.

Please note that the contract also contains category specific guidance on
separate matters which you should familiarise yourself with.

Further information: NfP Contract Specification (pages 115 — 117,

141 — 142 and 171 — 185)

26 © Patrick Torsney for the CLS Support Project April 2004



NfP Contract: Key Concepts

Level 1 work

The Legal Services Commission (LSC) describes Level 1 matters as “very
short pieces of Legal Help that do not require an assessment of financial
eligibility”. All Level 1 matters must be completed at the first meeting
with the client. You cannot claim for any time spent providing Help at
Court as Level 1 work.

You can spend up to 10% of your overall contract allowance on Level 1
matters. This means that if your Contract Schedule specifies that you
should perform 1100 hours over the year, then you would be able to
perform a maximum of 110 hours as Level 1 work over that same period.

Generally, Level 1 advice should not be given for more than 20 minutes. If
the work is to continue beyond that point, you must normally conduct the
eligibility test. Exceptions to this are situations where you think that the
issue could be resolved within a further 15 minutes, or there are
exceptional circumstances justifying more than (the first) 20 minutes
being spent with the client prior to establishing eligibility. This might be,
for example, where the client is particularly distressed or where there are
language or communication difficulties.

Examples:

1. A client has an enquiry concerning a housing issue. Even
though the case law relating to the enquiry is complex, you are
able to answer the client’s questions in 18 minutes with no
further assistance being necessary. You may class this as Level
1 work, claim the time it took, and there would be no need to
complete a CW1 form or assess eligibility

2. In the course of dealing with a client’s enquiry you realise that
nearly 20 minutes have elapsed. You judge that you will be able
to answer the enquiry and conclude your involvement in the
next few minutes and so decide not to complete a CW1 and
assess eligibility. It takes a further 10 minutes to conclude the
matter. As the total amount of time you have spent with the
client is still within the total of 35 minutes allowable and this
was a one-off piece of advice with no further involvement on
your part necessary, then you may class the work as Level 1
and claim the total time taken (in this example, 30 minutes).

When dealing with a client at first contact you might decide that you will
need to provide assistance that exceeds the Level 1 time boundaries.
Assuming you have assessed the client as eligible, there would be no need
to complete a separate Level 1 record. You can simply complete the
Controlled Work application (CW1 form) and deal with the client’s issue as
‘standard’ contract work, claiming all the time you have spent on the
matter from the commencement of the interview.

© Patrick Torsney for the CLS Support Project April 2004 27



NfP Contract: Key Concepts

You do not need to see a client in person to be able to claim the time it
took to deal with their enquiry as Level 1 work. It is also possible to claim
for work as Level 1 where, for instance, you deal with an enquiry made to
you over the telephone or respond to a written enquiry.

You must both log the time spent on each individual piece of assistance
dealt with as Level 1 work and maintain an ongoing central record of the
total amount of time spent on Level 1 work over the 12-month period of
each Contract Schedule. The LSC do not intend that the Level 1 allowance
should be used as a means of providing significant amounts of Legal Help
to ineligible clients. Therefore they will monitor the time spent on Level 1
work, both in terms of duration of individual enquiries and the amount of
overall Level 1 work carried out as a proportion of your total contract
allowance.

Further information: Clause 2.1 and 2.9 NfP Contract
Specification
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Eligibility

Other than in certain limited circumstances you can only provide “Controlled Work”
assistance (Legal Help, Help at Court or Controlled Legal Representation) to clients
who meet certain financial eligibility criteria. Please see the section on Level 1 work
for exceptions to this. A client is treated as making an application for assistance
funded under the Legal Aid scheme when:

= They approach you for assistance, and

= You agree to help them, and

= The client signs a Controlled Work 1 (CW1) form Legal Help and Help at Court
(or a Controlled Work 2 form for Legal Representation).

The Controlled Work form also acts as a record of other information such as the date
initial instructions were given to you by the client and confirmation that you have
agreed to act on the client’s behalf.

It is your responsibility to decide whether you can assist a client under the Legal Aid
scheme (which means in effect that you are ‘granting funds’ to the client), so you
must ensure that the financial eligibility test and other conditions on the form are
met. All relevant boxes on the form, including the client’s details, must be
completed in full. The client should also sign and date the declaration.

If you do not assess the client’s eligibility, if the client is ineligible, or if the client
does not sign the declaration on the form, then you cannot claim for the matter as
Contract Work except as Level 1 work (see NfP contract rule 2.9). Detailed guidance
on how to perform the eligibility test is included as Annex D of the Specification
section of the NfP contract. At the time of writing, the LSC is also piloting an online
eligibility calculator, which can be found on its website: www.legalservices.gov.uk

The client must supply “satisfactory evidence” in support of their means - details of
what will amount to satisfactory evidence are set out at Annex D of the NfP contract.
Written evidence of meeting the eligibility criteria on income grounds is normally
required, but such evidence regarding capital is only required in cases of doubt. If
you fail to obtain evidence of the client’'s means, then you may only claim for a
maximum of two hours time spent assisting the client as contract work on the file
concerned. This does not mean that you would always have to obtain evidence
within the first two hours, although it would be advisable for you to attempt to do so.

You are not required to insist that the client provides evidence of income where their
personal circumstances make it impracticable for that evidence to be supplied at all.
This might be because the client is homeless or suffers from a mental health or other
disability. However, where you have relied on such an exception, you should make a
note on the CW1 explaining this.

Further information: NfP Contract Specification (pages 100 — 106)

and,
Annex D, NfP Contract
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Disbursements

Advisers will often incur out-of-pocket expenses for individual goods or
services when performing Controlled Work for a client under a Legal Aid
contract. Typical examples include the costs of commissioning a medical
report or hiring an interpreter. These costs relate directly to the individual
client and differ from general office overheads such as telephone or
electricity bills. In certain circumstances, the Legal Services Commission
(LSC) will refund these costs to your agency. These refundable costs are
known as “disbursements”.

When can you claim disbursements?
You can only claim a disbursement where:

(a) The disbursement is of a type that is authorised by the Contract; and

(b) It is in the client’s best interest to incur the disbursement; and

(©) It is reasonable to incur it for the purpose of providing Controlled Work
to the client; and

(d) The amount of the disbursement is reasonable

You must always check that the disbursement you claim is for an activity that
falls within both the definition of Controlled Work and the terms of your
agency’s particular contract, e.g. your contract may not entitle you to carry
out Controlled Legal Representation.

Disbursements where you have not given advice

There have been instances of non-contracted agencies asking contracted
agencies to obtain and pay for, e.g. a medical report, even though the non-
contracted agency intends to retain full responsibility for the case. Please
note that in order for you to be able to claim for the cost of a disbursement,
it must be your agency that “has conduct of the case”, i.e. you must be
responsible for progressing the matter for which the disbursement is
requested.

Further information: NfP contract rule 3.17 (page 117 — 123)

CLS Support (Contracting) Briefing 4: Disbursements
(August 2002)
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Help at Court

Help at Court is a level of service involving particular forms of help and
advocacy for clients in relation to court hearings, without formally acting
as a legal representative in the proceedings. Help at Court is therefore
akin to mitigation.

Example: assisting an eligible client at a mortgage possession
hearing

The client has no defence to the proceedings (such as disputing liability
for a mortgage or alleging misrepresentation on the part of the claimant),
but wishes to apply for a suspension of the possession order on the
undertaking that they pay an affordable amount to the claimant every
month in addition to their mortgage payment. In such circumstances, it
would be possible to attend the court hearing with the client to mitigate
on their behalf in order to apply for a suspension of the possession order.

Help at Court is not the same as Controlled Legal Representation, or Legal
Representation. Subject to the conditions listed in the paragraph below,
you may provide Help at Court to any client who is eligible for Legal Help.
If you have already provided Legal Help to the client in relation to the
same matter, you do not need to complete a second CW1 form in order to
provide Help at Court.

You may only provide Help at Court when:

(@) The criteria for a Legal Help application are met (including the
assessment of means and the Sufficient Benefit Test); and,

(b) Advocacy is appropriate and will be of real benefit to the client due
to the nature of the proceedings and the circumstances of the
hearing and the client; and,

(© Help at Court is more appropriate than Legal Representation. For
guidance on Legal Representation see contract specification clause
5.

A non-exhaustive list of the types of hearings where it might be
appropriate for you to provide Help at Court is given in the NfP contract at
rule 7.4 pages 148 — 149.

Further information: NfP Contract Specification (pages 147 — 150)
CLS Support Briefing (Contracting) 6:
Controlled Work and Contract Compliance
CLS Support Training Course: Making Every
Minute Count: 2004! for time claim issues such
as travel and waiting time
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Guidance on Tolerances

What are tolerances?

The Legal Services Commission (LSC) allows agencies with a Legal Aid
contract to undertake work under tolerance in certain categories of law
even though they do not hold contracts in these subjects.

Some subject areas are "tolerance-barred”, namely family and clinical
negligence. This means that you cannot carry out contract work in either
of these categories unless you have a Specialist Quality Mark (SQM) and a
contract in the subject. You can only perform work in the categories of
mental health and immigration as part of your tolerance allowance where
the LSC has expressly agreed this in advance. This would only occur in
exceptional circumstances. Your contract schedule will state the categories
of law in which you can undertake tolerance work.

When should you use tolerances?

It is a good idea to have a policy that outlines the circumstances in which
your organisation agrees to perform work in the categories of law in which
you will provide advice under tolerance. You could include these details
with the information that you provide in your business plan (see SQM
requirement Al.1 - Details of the Services to be Delivered).

You may wish to consider:

¢ whether there are other agencies that are in a better position to do
this work in terms of their skills, experience and resources;

e how you will support these cases;

e whether you will only undertake tolerance work for existing or
previous clients as part of a holistic service or alternatively, will
include new clients with only issues in the tolerance categories.

How much tolerance work can you perform?

You can carry out up to 10% of your contract work under tolerance, so
you need to keep track of how much you have done as a proportion of

your contract allowance. For NfP specification contracts this represents

10% of your contract hours.

Who can perform tolerance work?

It is wise to have a list which states which tolerance work particular
caseworkers are willing and competent to undertake. The work must not
fall outside the competence of either the staff being supervised or the
supervisor (see SQM requirement D4.3). If you have any doubt about the
ability to advise properly you should signpost or refer as early as possible.
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Do you always have to establish whether your client is financially
eligible before undertaking tolerance work?

Not necessarily. If you have an NfP contract, you can choose to carry out
tolerance work as level 1 work (see rule 2.9 LSC manual pages 103 NfP
volume). If it counts as level 1 work you can advise a client without first
checking whether they are financially eligible.

Please note that Level 1 work only applies to NfP contracts, solicitor
contractors are unable to perform nor claim for Level 1 work.

Who supervises work carried out under tolerance?

The person supervising work carried out under tolerance need not meet
the category specific requirements as specified at Annex A to the SQM .
Consequently, caseworkers that are competent in welfare benefits could
advise in this subject as a tolerance even if their supervisor does not have
a minimum of 350 hours case involvement in welfare benefits cases in
each of the last three years (or 1050 over 5 years if they have been acting
in a part-time capacity).

Please note that the SQM guidance on tolerances recommends that
wherever possible the supervisor should meet the SQM requirement D3.3
regarding generic supervisory skills. You should also ensure that you take
into account the need to supervise tolerance work when you make
arrangements relating to the time necessary to carry out supervision and
the number of staff being supervised (requirement D.3.5 SQM).

Who reviews the files containing tolerance work?

Normally a supervisor reviews the files in the subject they supervise. In
the case of tolerance work the supervisor will often not have the detailed
legal knowledge to do this properly, yet someone must still review the
files concerned. The guidance on tolerance work suggests nominating (a)
the worker who best knows the tolerance area, (other than the individual
performing the work) to conduct the file review. If this is not possible, you
could use (b) a worker with relevant experience and expertise in the case
type. If there really is nobody else apart from the worker conducting the
case you should consider the guidance given for sole practitioners (SQM
Guidance E2.3).

How many files do you review and how often?

The LSC gives non-mandatory guidelines for the number of files to be
reviewed per person, per legal category, per month or quarter. This
provides a starting point for choosing a number of files and determining
the frequency of review in a particular category of law (see E2.1 (a) SQM
Guidance). As you will not have a specialist supervisor for tolerance work
and you need to ensure that file review is effective, the LSC suggests
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treating all tolerance work as one category of law and to consider the
guidelines for numbers of files reviewed as a minimum (see "Additional
guidance on tolerance work for organisations holding a General Civil
Contract (Solicitor and NfP)" Appendix 4D SQM).

Your organisation must still be able to justify the frequency of file review
and the number of files looked at. These must be based on the adviser's
experience, expertise and any findings that have implications for their
work (requirement E2.1 SQM).

Although you would normally choose an adviser's files on a random basis
for each category of law, you are allowed to target particular cases or
issues, eg cases of a type that are new to the adviser or are unusually
complex or those which have a large file (see E2.1 (b) SQM Guidance).
Over the course of a year you must be able to demonstrate that the
sample of work you review is "representative” of the adviser's "overall
caseload" (see requirement SQM E2.1). Therefore, if an adviser performs
work under tolerance in four different categories of law, your file review
should seek to examine files in all four subject areas. You would not
necessarily need to cover all four subjects in each file review but over the
year the file review should seek to reflect the nature of all the tolerance
work actually performed.

How can you maintain the competence of advisers in the tolerance
categories?

A supervisor could regularly review the following issues:

¢ Records of specific training in tolerance areas;

e Previous experience in tolerance areas;

e Statements of access to second-tier services; ie which specialist
support agencies are available and how have they been used;

¢ Details of any types of cases which would not be undertaken, eg
judicial review;

e Amounts of tolerance work undertaken;

e Names of individuals undertaking tolerance work.

(See Appendix 4D SQM Standard)

Further information: Please refer to contract specification and SQM
references in main text
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Getting further help:

0870 770 0447

CLS Support consultancy line:

CLS Support email queries:

Network contacts:

cls.support@asauk.org.uk

Management Helpline
Dial UK

St Catherine’s Hospital
Tickhill Road, Balby
Doncaster DN4 8QN

James Kenrick
Youth Access

1a Taylors Yard
Alderbrook Road
London SW12 8AD

Law Centres
Federation

18-19 Warren Street
London W1P 5DB
(020 7387 8570)

(01302 310123) (020 8772 9900)
Development Team Manager | JJ Costello Citizens Advice
Advice UK Shelter Cymru Myddelton House
12" Floor New London 25 Walter Road 115-123 Pentonville Rd.
Bridge House, 25 London Swansea London N1 9LZ
Bridge Street SA1 5NN
London SE1 9ST (01792 469400) Bureau Management
(020 7407 6622) Consultancy Line:
John Edwards Shelter 0845 120 2035
Age Concern England 3" Floor Ludgate
1268 London Road Chambers, CLS consultancy line:
London SW16 4ER Ludgate Hill 020 7833 7046 / 7134
(020 8765 7468) Leeds LS2 7THZ

(0113 2455030)

Legal Services Commission Regional Office Contacts:

You can also contact your regional LSC office.

If you aren’t sure which area

you live in, any regional office should be able to direct you to the one for your
area. For queries about the Quality Mark only, you can email the LSC at:
sdg.issues@legalservices.gov.uk

London:
020 7759 1500

North Western:
0161 244 5000

South Western:
0117 302 3000

South Eastern:

North Eastern:

East Midlands:

01273 878800 0191 244 5800 0115 908 4200
Southern: Yorkshire & Humberside | Wales:

0118 955 8600 0113 390 7300 029 2064 7100
Eastern: West Midlands: Merseyside:
01223 417800 0121 665 4700 0151 242 5200

Office of the Immigration Services Commissioner (OISC):

020 7211 1500

The Office of the Information Commissioner:

01625 545 745
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