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Housing Support Staff Job Performance Scale
Relative’s Version
This scale is designed to help relatives assess the job performance of housing support staff supporting their family member 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 relatives contains 27 questions about the essential requirements of a member of housing support staff, as judged by a panel of relatives.  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 relative.  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 relative completing this scale
	

	Name of staff member being assessed
	

	Date of completion of this scale
	


1. How forward planning and organised is the staff member?



1                    2                    3                    4                      5                   6                    7


2. To what extent does the staff member work in partnership with parents and families?



1                    2                    3                    4                      5                   6                     7



3. How committed to the job is the staff member?



1                    2                    3                    4                      5                   6                     7




4. To what extent does the staff member do things ‘with’ people rather than ‘to’ people?



1                    2                    3                    4                      5                   6                     7



5. How trustworthy, honest and genuine is the staff member?



1                    2                    3                    4                      5                   6                     7


6. To what extent does the staff member actively promote a healthy lifestyle?



1                    2                    3                    4                      5                    6                      7


7. How caring is the staff member?


 1                   2                    3                    4                      5                    6                     7


8. How reliable is the staff member?



1                   2                    3                    4                      5                    6                    7






9. To what extent does the staff member proactively, constructively, and imaginatively encourage the person to do what they want?



1                   2                    3                    4                      5                    6                    7

10. To what extent does the staff member introduce new opportunities to the person?



1                   2                    3                    4                      5                    6                    7

11. How clean and appropriately dressed is the staff member for the support they are providing?



1                   2                    3                    4                      5                    6                    7

12. How tactful and diplomatic is the staff member?



1                   2                    3                    4                      5                    6                    7


13. To what extent does the staff member support the person to be clean and dressed in their own style?



1                   2                    3                    4                      5                    6                      7



14. How willing is the staff member to integrate the person with dignity?



1                   2                    3                    4                     5                    6                       7


15. To what extent is the staff member able to manage stressful situations?



1                   2                    3                    4                      5                    6                       7



16. To what extent does the staff member manage finances honestly and in the interests of the person?


1                   2                    3                    4                     5                    6                       7

17. How much does the staff member enjoy being with people?



 1                  2                    3                    4                   5                     6                       7


18. How well does the staff member get to know the person?



 1                  2                    3                    4                   5                   6                        7


19. How willing is the staff member to learn?



 1                  2                    3                    4                 5                   6                         7


20. How aware and respectful is the staff member of sexuality issues?



1                    2                   3                   4                5                      6                         7

21. To what extent is the staff member aware and respectful of spirituality, religious and cultural issues? 



 1                   2                  3                    4                   5                      6                      7


22. To what extent is the staff member an effective advocate?



1                   2                  3                    4                   5                      6                      7


23. How enthusiastic is the staff member about practical tasks?



 1                   2                  3                  4                   5                      6                       7

24. To what extent is the staff member able to seek support?



 1                   2                  3                  4                   5                       6                    7

25. To what extent does the staff member respect the person’s privacy?



 1                   2                  3                  4                    5                       6                   7

26. To what extent is the staff member able to admit mistakes and learn from them?


 1                   2                  3                  4                    5                      6                   7

27. To what extent is the staff member aware of their own prejudices?



 1                   2                  3                 4                    5                      6                   7

Summary Score Sheet
	Question
	Score 1-7

	1. How forward planning and organised is the staff member?
	

	2. To what extent does the staff member work in partnership with parents and families?
	

	3. How committed to the job is the staff member?
	

	4. To what extent does the staff member do things ‘with’ people rather than ‘to’ people?
	

	5. How trustworthy, honest and genuine is the staff member?
	

	6. To what extent does the staff member actively promote a healthy lifestyle?
	

	7. How caring is the staff member?
	

	8. How reliable is the staff member?
	

	9. To what extent does the staff member proactively, constructively, and imaginatively encourage the person to do what they want?
	

	10. To what extent does the staff member introduce new opportunities to the person?
	

	11. How clean and appropriately dressed is the staff member for the support they are providing?
	

	12. How tactful and diplomatic is the staff member?
	

	13. To what extent does the staff member support the person to be clean and dressed in their own style?
	

	14. How willing is the staff member to integrate the person with dignity?
	

	15. To what extent is the staff member able to manage stressful situations?
	

	16. To what extent does the staff member manage finances honestly and in the interests of the person?
	

	17. How much does the staff member enjoy being with people?
	

	18. How well does the staff member get to know the person?
	

	19. How willing is the staff member to learn?
	

	20. How aware and respectful is the staff member of sexuality issues?
	

	21. To what extent is the staff member aware and respectful of spirituality, religious and cultural issues? 
	

	22. To what extent is the staff member an effective advocate?
	

	23. How enthusiastic is the staff member about practical tasks?
	

	24. To what extent is the staff member able to seek support?
	

	25. To what extent does the staff member respect the person’s privacy?
	

	26. To what extent is the staff member able to admit mistakes and learn from them?
	

	27. To what extent is the staff member aware of their own prejudices?
	


A total score can be calculated by simply adding up the scores for all 27 items 

The staff member happily cooks an interesting new meal they think the person will like.








The staff member cooks reluctantly and makes the same dish as yesterday which is a microwave curry. 





Cooking a meal. The staff member takes pleasure in shopping for the ingredients. They visibly enjoy cooking an interesting and nutritious meal. They try out new recipes that they think the person may like. The person joins in preparing the meal, because the staff member is enthusiastic. 











The staff member does not offer to accompany the person to the interview. The person attends the interview alone, and agrees to work weekends for the same hourly rate as weekdays.











The staff member offers to accompany the person to the job interview. They help the person to check contract terms and conditions, and notice that the person is being asked to work weekends, for the same hourly rate as weekdays. 





The person is applying for a job. The staff member offers to accompany the person to the job interview. They help the person to check contract terms and conditions, and notice that the person is being asked to work weekends, for the same hourly rate as weekdays. They talk to the service user about what would be acceptable to them, and support them to approach the employer with their terms. 














The staff member talks to a Muslim member of staff for advice on potential needs. The staff member plays it safe, by only suggesting places to eat that are halal.











The staff member does not try and find out about Muslim culture around food, and takes the person for a pub lunch.








The staff member supports a person from a Muslim community to go out for lunch. The staff member talks to a Muslim member of staff for advice on potential needs. The staff member talks to the person about where they would like to go, and if there are particular things to think about in terms of their culture and religion.








The staff member listens to the person about this desire and tell them that wanting a sexual relationship is okay. The staff member thinks carefully about what help they might need.  





The staff member just warns the person about the risks of pregnancy and sexually transmitted diseases. 








The person wants to have sex with their boyfriend, who also wants to engage in a sexual relationship with them. The staff member listens to the person about this desire and tells them that wanting a sexual relationship is okay and that they are happy for them. They ask the person what help they want, and think carefully about what help they might need.  











The staff member does not feel they need any training, and refuses to go to training events.








The staff member is willing to attend and engage in training events suggested by their manager.








Training is available to the staff member. The staff member thinks about their training needs and asks their manager for training in these areas. They are open to opportunities for new learning suggested by others. They choose training that will help them to support the person, rather than thinking of their own career.  











The staff member ignores gestures or facial expressions they do not understand. They miss opportunities to get information from people who do know the person well.











The staff member talks to people who know the person well, including family and other staff, about the person’s preferred way of communicating. They check the person’s records for information about their communication skills. They listen to what the person says and watch their body language and facial expression.








Getting to know someone who moves in. The staff member talks to people who know the new person well, including family, friends, and other staff, about the person’s preferred way of communicating. They check the person’s records for information about their communication skills. They listen to what the person says and watch their body language and facial expression. They try different ways to communicate eg. flashcards, photographs and role play.











The staff member watches TV with the person.











The staff member goes to the kitchen alone and turns the radio up. They read the newspaper and do their paperwork.











Things are quiet and the person is watching TV. The staff member sits watching TV with the person, chats about the TV program and enjoys a cup of tea with them.





The staff member chooses where to go for the meal, and expects the person to pay for everyone. 








The staff member helps the person to choose an affordable place to go. They clarify with the person who will pay for themselves and whom the person wants to pay for, before going for the meal.











The person wants to take a relative, a friend, and a staff member out for a meal. The staff member asks the person where they want to go, and contacts the restaurant for information on prices. They discuss prices with the person, to see if they are affordable and whether the person can afford to pay for everyone. They clarify with the person who will pay for themselves and whom the person wants to pay for, before going for the meal. They discuss budgeting with the person, to save money for the meal.











The staff member stays calm and helps the person to leave the shop minimising upset to the person and other people nearby. They remain calm and do not make the situation worse.








The staff member panics, upsetting the person further so they become more aggressive. They loudly and publicly tell the person off. They take the person outside and leave them, while they go for a smoke to calm down.


�






The staff member is shopping with a person who becomes aggressive in a busy local shop. They stay calm and take control, and look for possible reasons for the aggression. They take steps to diffuse the situation by taking the person aside discreetly, and talking to them calmly. They know that for this person, distracting them will probably mean they can finish the shopping.











The staff member takes part in the gym activity, using the gym equipment alongside the person. They introduce themselves and the person to other gym users.








The staff member takes the person to the gym as part of a large group, and when the gym is not open to the public. They do not use the gym equipment alongside the person. 











Using the local gym. The staff member takes part in the gym activity, using the gym equipment alongside the person. They look for natural opportunities to introduce themselves and the person to other gym users, and chat with them. They help the person to develop an exercise program with a gym instructor.








The staff member goes shopping with the person and helps them to buy clothes the person likes.








The staff member chooses and buys clothes for the person when they are not there. The staff member chooses clothes that the staff member likes.





When helping the person to buy new clothes, the staff member talks to them about the types of clothes the person likes, and what they feel suits them. They take an interest in the types of clothes and fashion style the person likes. They investigate the best places to go for these clothes. They go shopping with the person to these places and help them to buy clothes they like. 








The staff member talks to the person one to one in a way that is supportive and understanding. They suggest a mouthwash. 








The staff member tells the person, in front of visitors, to go and brush their teeth because their breath smells. 








The person has bad breath. The staff member talks to the person one to one in a way that is supportive and understanding. They ask the person if they are worried about their breath. They explain that a lot of people have bad breath, and ask the person if they would like any help or advice. They help the person to get some mouthwash. If the person still has bad breath, they talk to them about seeing their dentist.  











The staff member dresses in a way that is clean and tidy and does not draw attention.








The staff member wears a uniform and a name badge to the pub lunch. 








Going out for a pub lunch. The staff member dresses in a way that is clean and tidy and sympathetic to the person they are supporting. They ask the person what they will be wearing to the pub lunch. They dress in a way that is in keeping with the setting and occasion.





The staff member takes the person to play a sport without asking them. 





The staff member asks the person if there are any new sports that they would like to try. The person chooses trampolining. The staff member accompanies them to the first class. 








Introducing a new sports activity. The staff member looks at local sports facilities, and asks the person if there are any sports they want to try. The person decides to try 4 new sports, and from these chooses trampolining to pursue. The staff member accompanies them to the first class and joins in. 








The staff member enrols the person on a course without consulting them.








The staff member goes to the local college and finds out what courses are available. They talk to the person about the range of courses available and encourage them to decide what they want to do.





Choosing a college course. The staff member talks to the person about what they want to get out of a course, plus their interests and aspirations. They go to the local college with the person and find out what courses are available. They talk to the person about the range of courses available and encourage them to decide what they want to do. They think about ways of overcoming any obstacles.








The staff member telephones to let the person know they will be late. They drive the person to their woodwork class, and they are five minutes late.





The staff member does not telephone to let the person know they are stuck in a traffic jam. When they do arrive they decide to cancel the woodwork class because the person will miss the first part.








The staff member almost always arrives to work on time or early. On this occasion they are stuck in a traffic jam, and the person is waiting for them to help them at a woodwork class. They telephone the person to let them know why they are delayed, and ask a colleague to drive the person to woodwork to save time. The person is on time for their class, and the staff member meets them there.








The staff member asks the person how they feel and listens carefully to their needs. 








The staff member sees that the person is upset, but ignores them.











The staff member finds the person to be upset. They talk to the person to find out how they feel, and ask them if there is anything they need or want. They take notice of body language, and sensitively respond to the person’s emotions. They listen carefully.





The staff member provides opportunities for the person to try new appetising healthy foods by purchasing a range from the supermarket. 








The staff member always cooks the person’s favourite meal, steak and chips, without considering balance in the person’s diet.





The staff member provides opportunities for the person to try new appetising healthy foods by purchasing a range from the supermarket. They go to the library with the person to look at accessible healthy eating cookery books. They cook some new recipes from the books with the person. They go on a healthy cookery course with the person.








The staff member replaces the ornament before the person returns.








The staff member says they do not know anything about the breakage.  











The staff member breaks the person’s ornament while the person is away. When the person returns the staff member admits to them what they have done, and goes to buy a replacement ornament with the person.





The staff member goes to the chip shop and orders the person’s dinner, without asking the person what they want.











The staff member discusses with the person what they want for dinner.  The person chooses fish and chips, so the staff member goes to the local chip shop and orders what the person wants.











When getting a takeaway the staff member discusses with the person what they want for dinner.  The person chooses fish and chips, so the staff member discusses which chip shop to go to, and goes with the person to that chip shop.  They help the person to choose what they want from the menu by talking through the options with them.











The staff member stays behind to help finish making dinner, covering for a colleague whose car has broken down.





The staff member is not flexible in their time management, and does not cover for other staff members or rearrange shift times to suit the person’s leisure interests.











Regarding time management flexibility. The staff member had planned to go to see a film with two tenants and a colleague, but their colleague’s car breaks down and they are late. They stay beyond their shift so they can all go to a later viewing of the film. 











The staff member consults the person’s family before booking a holiday to see if the parents have made any plans around the potential holiday dates. 








The staff member does not consult with the family about booking a holiday, and the holiday is booked when the dates clash with a family wedding.








When booking a holiday the staff member consults the person’s family to see if the parents have made any plans around the potential holiday dates, and to ask if the person has been on holiday anywhere they really enjoyed. The staff member supports the person to choose if they want to go on holiday with their family, a staff member or friends, and checks out with the family how they would feel about going on holiday with the person.





The staff member looks through holiday brochures with the person, to decide what holiday they want.  They check that the person has the finances available.  They go with the person to book the holiday in advance, and get a holiday that is acceptable to the person.








The staff member collects some holiday brochures, and looks through them with the person.  They leave it too late to book a holiday the person wants, so they take any holiday that is available at the right price.











When organising a holiday the staff member discusses early on with the person where they want to go, and what they want to do.  The staff member looks through holiday brochures with the person, to decide exactly what holiday the person wants.  The staff member checks that the person has finances available, and that the dates do not clash with anything else important. They check that all aspects of the holiday are accessible to the person.  The staff member and the person book the holiday with plenty of notice, to get the exact holiday the person wants.











The staff member goes and get advice from a colleague and talk to their manager, about ways to resolve the disagreement.








The staff member has a disagreement with the person. They go and get advice from a colleague and talk to their manager. They think about their part in the conflict and discuss ways to resolve the disagreement. They practice a way of sorting out the disagreement with the person, with their manager.
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The staff member avoids working with the person in the future.








Helping the person to get up on time. The staff member discusses with the person how they would like to be woken up in order to get to college on time. They knock on the person’s door and wait for a response, before opening it to see if the person is awake. They talk to the person about using an alarm clock. 








The staff member knocks on the person’s door and waits for a response, before opening it to see if the person is awake.








The staff member walks into the person’s bedroom without knocking.








The staff member is abrupt with a colleague. They apologise to their colleague and explain that they were feeling stressed at the time, and admit that they should not have taken it out on them. They agree to talk to their colleague before they get so stressed in the future. During supervision with their manager they work out a stress management program for themselves.








The staff member blames their colleague.








The staff member apologises to their colleague and explains that they were feeling stressed at the time, and admit that they should not have taken it out on them. 











Sharing household chores between male and female tenants. The staff member notices that they have got into the habit of assuming the women are best able to do the washing up, and the men are best able to wash the car. They talk to all the people in the house about a rota, so that everyone can take turns at the household chores.








The staff member expects the women to always do the washing up, and the men to always wash the car. 








The staff member notices that they have got into the habit of assuming the women are best able to do the washing up, and the men are best able to wash the car. 




















