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Housing Support Staff Job Performance Scale
Manager’s Version
This scale is designed to help managers assess the job performance of housing support staff supporting people with learning difficulties. 
This is one of four scales developed to assess the job performance of housing support staff (see website XXXXXX):

· A scale for managers to rate housing support staff they are managing.

· A scale for people with learning difficulties to rate housing support staff who are supporting them.

· A scale for relatives of a person with learning difficulties to rate housing support staff who are supporting their relative.

· A scale for housing support staff to rate their own job performance.
This scale for managers contains 23 questions about the essential requirements of a member of housing support staff, as judged by a panel of managers.  For each question, you need to rate whether the staff member you are assessing displays the essential requirement at work, on a scale from 1 (the worst possible rating) to 7 (the best possible rating).  Please circle a number on the scale from 1 to 7 to indicate staff member’s level of performance.

To help you in your rating, each rating scale has 3 examples of the type of behaviour you would rate at three levels; unacceptable, acceptable and superior.  The arrows point to the average scores on the scale for each scenario as rated by a panel of managers.  The scenarios described are examples, and are not the only behaviours that could reflect the person’s job performance in each particular area.  To make the scenarios easier to read, the person with learning difficulties being supported in the scenario is referred to as ‘the person’ or ‘the tenant’.
These scales have been developed by the Institute for Health Research, Lancaster University, as part of a research project for the Department of Health – England.  The scales and supporting information are available on the website XXXXXX

	Name of manager completing this scale
	

	Name of staff member being assessed
	

	Date of completion of this scale
	


1. How much does the staff member respect the individual and their home?



1                    2                    3                    4                      5                   6                    7


2. How much common sense does the staff member have?



1                    2                    3                    4                      5                   6                    7



3. How honest and trustworthy is the staff member?



1                    2                    3                    4                      5                   6                      7



4. How much does the staff member understand confidentiality and its limits?



1                    2                    3                    4                      5                   6                    7



5. How friendly and approachable is the staff member?



1                    2                    3                    4                      5                   6                    7



6. How open minded to change and ongoing development is the staff member?



1                    2                    3                    4                      5                   6                    7



7. To what extent does the staff member listen and engage with an individual, and enable communication in any form?



1                    2                    3                    4                      5                   6                    7


8. To what extent does the staff member promote a positive image of the tenant, the service and themselves? 



1                    2                    3                    4                      5                   6                    7



9. To what extent is the staff member willing to learn and reflect from their own experience?



1                    2                    3                    4                      5                   6                    7



10. How much does the staff member demonstrate a good work ethic?



1                    2                    3                    4                      5                   6                    7




11. How reliable is the staff member?



1                    2                    3                    4                      5                   6                    7


12. How person centred is the staff member, and whole-heartedly focused around tenants rather than their own agenda?



1                    2                    3                    4                      5                   6                    7



13. To what extent does the staff member take ownership and responsibility for their own actions?



1                    2                    3                    4                      5                   6                    7


14.  To what extent does the staff member understand inclusion values and how discrimination can exclude or impact on people?



1                    2                    3                    4                    5                   6                    7



15. How non-judgemental is the staff member?



1                    2                    3                    4                      5                   6                    7



16. How much does the staff member promote independence emotionally, socially and practically?



1                    2                    3                    4                      5                   6                    7



17. How much does the staff member understand their roles and responsibilities? 



1                    2                    3                    4                      5                   6                    7



18. To what extent is the staff member able to work in a team and independently?



1                    2                    3                    4                      5                   6                    7



19. How much does the staff member manage risk in a safe and responsible way, but also in a way that is empowering and enabling?



 1                    2                    3                    4                      5                   6                    7




20. To what extent is the staff member a ‘can do’ person, motivating self and others to remove barriers rather than create them?



 1                    2                    3                    4                      5                   6                   7


21. How much does the staff member have practical daily living skills and the ability to promote these in others?



1                    2                    3                    4                      5                   6                    7




22. How flexible is the staff member in their working practices?

  

1                     2                    3                    4                     5                   6                    7



23. To what extent does the staff member manage finances in the service of the person? 



1                    2                    3                    4                      5                   6                    7


Summary Score Sheet
	Question
	Score
1-7

	1. How much does the staff member respect the individual and their home?
	

	2. How much common sense does the staff member have?
	

	3. How honest and trustworthy is the staff member?
	

	4. How much does the staff member understand confidentiality and its limits?
	

	5. How friendly and approachable is the staff member?
	

	6. How open minded to change and ongoing development is the staff member?
	

	7. To what extent does the staff member listen & engage with an individual, and enable communication in any form?
	

	8. To what extent does the staff member promote a positive image of the tenant, the service and themselves? 
	

	9. To what extent is the staff member willing to learn and reflect from their own experience?
	

	10. How much does the staff member demonstrate a good work ethic?
	

	11. How reliable is the staff member?
	

	12. How person centred is the staff member, and whole-heartedly focused around tenants rather than their own agenda?
	

	13. To what extent does the staff member take ownership and responsibility for their own actions?
	

	14.  To what extent does the staff member understand inclusion values and how discrimination can exclude or impact on people?
	

	15. How non-judgemental is the staff member?
	

	16. How much does the staff member promote independence emotionally, socially and practically?
	

	17. How much does the staff member understand their roles and responsibilities? 
	

	18. To what extent is the staff member able to work in a team and independently?
	

	19. How much does the staff member manage risk in a safe and responsible way, but also in a way that is empowering and enabling?
	

	20. To what extent is the staff member a ‘can do’ person, motivating self and others to remove barriers rather than create them?
	

	21. How much does the staff member have practical daily living skills and the ability to promote these in others?
	

	22. How flexible is the staff member in their working practices?
	

	23. To what extent does the staff member manage finances in the service of the person?
	


A total score can be calculated by simply adding up the scores for all 23 items
When calling at a person’s house the staff member acts as the tenant’s visitor. They ring the doorbell and wait for the person to answer and invite them in. The staff member asks permission to make a cup of tea and asks if the person would like one. They let the person answer the telephone. They assess what the person can do, and only help when the person wants them to. 








The staff member acts as the tenant’s visitor. They ring the doorbell and wait for the person to answer and invite them in. They ask permission to make a cup of tea and ask if the person would like one. They let the person answer the telephone.








The staff member walks straight into the tenant’s house, and makes a cup of tea without asking them. They make a telephone call without asking the person first.








When doing laundry on a hot sunny day the staff member helps the tenant to hang out all the washing in the sunshine. They ask the person if there is anything else that needs washing given the weather is so good for drying. They both make some cold drinks and sit in the garden to enjoy the weather.








The staff member helps the tenant to hang out all the washing in the sunshine.











The staff member puts some washing in the tumble dryer, and leave some in the machine for the next shift to sort out. 








Going for a pub lunch with a tenant. The staff member has a £5 meal allowance for their meal. They only spend what is needed. Their meal costs £7, so they contribute the extra £2 from their own money. They collect receipts for the meal and take these back for the finance records or their manager.





They only spend what is needed. They collect receipts for the meal and take these back for the finance records or their manager.








They order a dessert for the person that the person doesn’t want, and the staff member eats it.  They do not collect receipts for the meal.








The tenant receives some bad health related news and wants to confide in the staff member. Before the person confides in them, the staff member warns them that they may have to pass the information on to certain other people. They ask the person who else they want to know their news. They ask their manager for guidance. They only talk to people who they feel need to know.








The staff member only talks to people about the news that they feel they need to know.








The staff member chats to staff in other houses about the person’s news. They don’t consider it an issue of confidentiality because all persons are supported by the same organisation.


�






The tenant is unsure walking outside and needs reassurance – linking arms with a staff member is suggested in their Person Centred Plan. The staff member walks through town with the person. The person communicates that they feel unsteady so the staff member asks them if they would like to link arms. They are aware of the person’s boundaries and personal space. 








The staff member walks through town with the tenant. The person communicates that they feel unsteady so the staff member asks them if they would like to link arms.








The staff member links arms with the tenant whenever they are outside, just to be on the safe side.








Due to a family crisis another tenant is moving into the house at short notice. The staff member is immediately welcoming to the new person, making them feel comfortable, offering them a drink and chatting to them. They mediate the relationship between the new person and the existing tenants. They encourage other people to welcome the new tenant. They aim for everyone’s needs to be met by asking for extra staff cover.  











The staff member is immediately welcoming to the new tenant, making them feel comfortable, offering them a drink, chatting to them, and introducing them to existing tenants. 








The staff member becomes angry and demands the new tenant’s risk assessment. 








When choosing some food for dinner the staff member asks the person questions about what they would like to eat. They give choices using food from the cupboard, fridge and using pictures. They don’t just accept the person’s first answer, but double check and pay attention to body language, gesture and facial expression. Later they record how the person communicated. 








The staff member asks questions about a couple of different food choices paying attention to gesture, body language and facial expression.





The staff member chooses what everyone will have for dinner, without asking the tenant. They observe the person pushing food away and assumes that they are not hungry. 











The staff member is accompanying the tenant to the theatre. Prior to the theatre visit the staff member checks the venue has appropriate facilities. The staff member arrives on time in appropriate clothing, and spends some time talking to the person and involving them in buying the tickets and programme. They are subtle and discreet eg. finding a quiet spot to help the person eat an ice cream. 








The staff member arrives on time in appropriate clothing. They spend some time talking to the tenant and involve them in buying the tickets and programme.








The staff member arrives wearing shorts and a T-shirt and too late to spend time talking to the tenant. They buy the tickets and programme without involving the person.











A tenant gets upset and starts breaking things. The staff member questions themselves and their impact honestly, looking at the situation from all perspectives. They record the event using the appropriate forms and respectful language and phone their manager to discuss the situation. They analyse what happened and decide if there were things that could have been done differently, which would change their approach in the future.








The staff member records the event using the appropriate forms and respectful language, and phones their manager to discuss the situation. They analyse what happened and decide if there were things that could have been done differently, which would change their approach in the future.








The staff member blames the tenant, and uses critical language to fill in the forms. They refuse to talk about or try to understand the situation. 








The tenant wants to stop using life-supporting medication, which is administered by staff. The staff member listens to the person (what they want and why). They are non-judgemental, and value the person as an equal. They work to a person centred approach, and promote the person’s independence. They are aware of their duty of care and their responsibility. They are aware of policy and procedure. They are aware of confidentiality and its limits. They seek advice. 








The staff member is aware of confidentiality and its limits. They seek advice.











The staff member is obstructive rather than constructive in their attitude. 


�






When attending a tenant’s review meeting, the staff member arrives punctually and have prepared for the meeting. They communicate and listen well during the review and record information accurately.  They demonstrate awareness on sensitive issues. They are able to focus on the person’s needs. They can be depended upon to report information, and follow instructions but also to be flexible and work from their own initiative.  











The staff member arrives punctually. They have prepared for the meeting. They communicate and listen well during the review and record information accurately. They are able to focus on the person’s needs. 








The staff member is late for the review and has not prepared. They are unaware of the impact of this on the tenant and other team members. They show a lack of respect for the review procedure. They cannot be depended upon to follow instructions.








A tenant expresses a wish to leave a residential group home to live in a more independent supported setting. The staff member “hears” what the person is saying. They accept that the person has dreams and aspirations, and encourage and support them to move the idea forward and take action. They support the person to gather necessary information, speak to the appropriate people, and find their desired place to live. They understand the relevant protocols.








The staff member encourages and supports the tenant to move the idea forward and take action.








The staff member dismisses the request, changing the direction of conversation. They do not explore options, or inform anyone else of the tenant’s request. 








The staff member forgets to administer a tenant’s medication. They are aware of the impact on the person’s health of not taking the medication. They are aware of the procedure and protocol surrounding medication. They seek medical advice. They complete all the relevant paperwork, and pass the information on to necessary people. They devise a system to make sure they don’t forget in the future.








The staff member seeks medical advice. They complete all the relevant paperwork, and pass the information on to necessary people.








The staff member puts the tablet down the sink and doesn’t inform anyone of the mistake. They deny any knowledge of this happening. They tell the person the forgotten dose won’t make any difference.


�






Previously the staff member had taken a large group of people to the theatre to see a musical, but was asked to leave because a number of them were singing along and disturbing others. They plan the next theatre trip with one or two people. They choose a musical production that encourages audience participation. They consider booking tickets for a box, so if they want to sing along there will be no one sat directly next to them. 











The staff member plans a theatre trip with only one or two people. They choose a musical production that encourages audience participation.








The staff member decides that they should not go to see musicals again because they may cause more disturbances.  











Working with a tenant whose history of challenging behaviour often precedes them. The staff member doesn’t pre-judge on the basis of the person’s history or listen to gossip about them. They make their own mind up about the person based on their own interactions with them.








The staff member makes efforts to treat all tenants as equal. They are not too opinionated.








The staff member pre-judges and uses the tenant’s history against them. They ask to be moved somewhere else after hearing gossip about the person’s behaviour.








A tenant changes from one service to another. The staff member ensures that the level of support given to the tenant is in accordance with their needs identified in their Person Centred Plan. The Person Centred Plan would be followed to promote independence emotionally, socially and practically. The staff member encourages the tenant to carry out as many tasks as they are able from their person centred plan.











The staff member follows the Person Centred Plan to promote independence emotionally, socially and practically. They encourage the tenant to carry out as many tasks as they are able from their person centred plan.








The staff member gives the tenant no choice and no emotional support. They complete all tasks for the tenant without giving them a chance to complete the tasks independently.








The staff member has a copy of their job description for reference. They attend training. They read relevant departmental policies and procedures eg. role of key worker. They engage in supervision. They ask for guidance from their manager when needed. They accept tasks allocated at team meetings and can be relied upon to carry them out.








The staff member accepts tasks allocated at team meetings and can be relied upon to carry them out.











The staff member does not attend the team meeting and forgets to read the communication book, so miss tasks allocated to them.











The staff member stands back and listens to other team members’ views. They share information by speaking at team meetings and writing messages in the communication book. They share the allocation of team tasks.  When working independently they prioritise tasks and can manage their time. They inform the team of their whereabouts, and check that they are contactable.  





The staff member shares information by writing messages in the communication book. They share the allocation of team tasks.  When working independently they prioritise tasks.











The staff member is working alone and puts their feet up to watch a video, leaving the shopping and collection of benefits for the staff member on the next shift. The next staff member also has to go to college with the tenant.








A tenant wants to start going to college on the bus on their own. The staff member talks to their team about the plan and draws up a risk assessment. They assess the risks by accompanying the person to college on the bus. They look into ways of minimising the risks. They write a graded plan into the service user’s Person Centred Plan. They steadily reduce their support on the bus at a pace agreed by the person and the team.  











The staff member talks to their team about the plan and draws up a risk assessment. They steadily reduce their support on the bus at a pace agreed by the tenant and the team. 








The staff member continues to take the service user to college in the car, because it is quicker and safer.








The staff member is watching a programme on rambling with the tenant. The tenant says it’s something they’ve always wanted to do, but not been able to because they use a wheelchair. The staff member contacts the local rambling club and asks if there are any groups running that are suitable for wheelchair users. They look for wheelchair accessible country paths on the internet. They accompany the tenant on a walk along a canal towpath. They talk to the team about the person’s wish, and gets regular rambling written into the person’s Person Centred Plan.











The staff member accompanies the tenant on a walk along a canal towpath. They talk to the team about the tenant’s wish.











The staff member tells the tenant they should consider more realistic pastimes.








Shopping. The staff member inspects the fridge and freezer to see what stocks are running down, and asks the tenant to do the same in the food cupboard. They throw away any food that is out of date. They write a shopping list together. At the supermarket the staff member pushes the trolley and encourages the tenant to choose and weigh food. They encourage the tenant to pay. At home they unpack and store the food together. 








The staff member goes to the supermarket with the tenant and asks them what they need. At home they unpack and store the food together. 








The staff member goes to the supermarket and leaves the tenant at home. They don’t check what food stocks are running down, and buy too much perishable food which can’t be eaten by its sell by date. 








Going with a tenant to a football match. The staff member talks to their team about moving their shift to later in the day. They start and finish their shift later than planned to go to the match with the tenant. At the match the tenant meets a friend who suggests going for a drink after. The staff member agrees which means finishing even later. After the pub they give the tenant’s friend a lift home. The staff member records the extra hours in the lieu time book to take back at a later date.  








The staff member talks to their team about moving their shift to later in the day. They start and finish their shift later than planned to go to the match with the tenant. 








The staff member leaves the match at half time to take the tenant home, and finishes their shift on time.











The staff member records monies spent in the finance book. They make a record of regular household expenses against income and monitor this regularly. They spend in accordance with the tenant’s budget. They speak to the person about budgeting and saving. They set money aside to save every week. They suggest incentives to the person to save eg. for a holiday or a car.  





The staff member records monies spent in the finance book. They spend in accordance with the person’s budget.











The staff member books a holiday for the tenant without checking their finances first. When the staff member realises the person can’t afford it, they lose their deposit.
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