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Introduction:

The Adults with Incapacity (Scotland) Act 2000 makes provision as to the property, financial affairs and personal welfare of adults who are incapable by reason of mental disorder or inability to communicate, and for connected purposes.  Its aim is to help adults (aged 16 years or over) who lack the capacity to make decisions on some or all aspects of their lives and enables others to have legal powers to make decisions pertaining to the financial and welfare needs.

There are several parts of the Act which provide for the needs of adults dependant on their specific requirements.  The purpose of this project is to focus on Part three which deals with the access to funds scheme.
The general principles provide guidelines to be pursued when making decisions on behalf of an adult with incapacity and must:

· Benefit the adult;
· Adopt the least restrictive option pertinent to the needs of that particular adult;
· Take account of the present and past wishes and feelings of the adult; 

· Take the account of the views of the nearest relative; primary carer; named person or relevant others, and
· Encourage the adult to use existing skills or where possible to develop new skills.

Intromission with Funds:

Part three of the Act, as intromission with funds (IWF) operated from 02 April 2001 until 31 March 2008.  It was anticipated that some 20,000 applications 1 would be lodged with the Office of the Public Guardian annually but it has not been possible to determine how this figure came to be or to obtain evidence to support this figure.
The following graph provides an illustration of the number of IWF cases registered with the Office of the Public Guardian and it can be clearly seen that the uptake has been disappointingly low.
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Note 1 – Undetermined – Apparently passed by word of mouth

This low uptake trend was noted and steps were taken to identify the reason and following a stakeholders day in early 2005, the views of a wide range of professional partners were taken and following discussion with the Scottish Government, Part three of the Act was rewritten, apart from section 32, in its entirety and on 01 April 2008 was introduced as legislation.  Section 58 of the Adult Support and Protection (Scotland) Act 2007 substituted the original Part Three legislation.
The changes identified below show the steps taken to address the issues which, according to the stakeholders, were too rigid and were restricting the use of the scheme.
Obstacles Addressed:

· Private individual only could apply - now two or more individuals or a body may apply

· Only one individual could apply - now joint applicants may apply and a reserve can be appointed when necessary
· Countersignatory requirements were restricted - now the requirements are more flexible

· No access to account information permitted - access to information to allow consideration of use of the scheme permitted

· An account was necessary to use the scheme - now the scheme allows accounts to be opened

· Access to only one account permitted – any accounts in the sole name of the adult may be accessed

Access to Funds Scheme:

As indicated the legislation governing the new access to funds scheme came into operation on 01 April 2008 and it has now allowed a more flexible approach to be taken.  The scheme has a number of different options available resulting in seven application forms being available, dependent on the needs and requirement of the particular individual. 
ATF(1) – Request account information

ATF(2) – Open account(s) and/or access funds

ATF(3) – Addition of joint withdrawer

ATF(4) – Identify reserve withdrawer

ATF(5) – Vary certificate of authority

ATF(6) – Renewal of authority

ATF(7) – Transition of authority

The team has been involved over the past two years interacting with local authorities and charitable organisations providing initially a theoretical aspect to the scheme with four workshops nationally followed up by numerous presentations to a wide range of organisations on a more methodical approach.  Considerable time and effort is put into providing advice, guidance and assistance to all our customers which can be evidenced.
Cases registered in 2008/09
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Cases registered in 2009/10
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To bring the level of applications into perspective, for comparison purposes, access to funds; variation of certificate; renewal of authority and transition would have, under the IWF system, been classed as new applications.  In the example shown below, a sample period from 2006/07 till 2009/10 has been taken to illustrate more accurately how IWF would have looked using the old criteria.  The ATF figure below excludes the cases registered which would not have been permitted under the original legislation.
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Applying the above criteria in year one of the ATF scheme the level of cases increased by some 86% with a further increase of some 16% to the year ended 31 March 2010. 

Without going into great detail the above statistics show that the flexibility of the access to funds scheme has improved the uptake but only marginally and is not in keeping with the anticipated uptake following on from the consultation with stakeholders.
Aim:

The main aims of the research were to assess the effectiveness of Part 3 of the Act, including the uptake, benefits to the adults, to acknowledge the experiences of the key stakeholders using the legislation and to make recommendations on any action needed.  The project team comprised members of the access to funds team, deputy public guardian (operations), technical training officer and the information and outreach manager.
Objectives:

As indicated the take up of the new Part three has been disappointing to say the least.  Applications from lay persons have not increased significantly with the change to the legislation and organisations are not making applications in the numbers anticipated.  The objectives of this project are to look at a number of issues relating to the scheme.  The following, which is not an exhaustive list, provides the main concerns, namely:
· Is the scheme meeting its objectives

· If so how can it be extended and expanded for use by more people/organisations

· If not meeting its objectives, what are the barriers

· What can be done to break down the barriers

· Why are some local authorities using the scheme while others are not

· Why are the charitable organisations not using the scheme

· Does the legislation require further amendment

· Should payment be considered for organisations to put in place and operate the scheme

· Can the application process be more simplified

· Do the application forms need to be changed

· Stakeholders indicated a need for change but are not using it in large numbers

Methodology:
In considering the research to achieve the objectives we adopted methods to ensure as wide a spread of consultation to provide both quantitative and qualitative information.  To this end we employed both questionnaire and face to face consultation to gather information.  Specific methodology did differ between groups examined to achieve the necessary information and this is identified in the appropriate categories.  

Consideration was given to groups we might wish to consult with and, in no particular order, the following were identified:
· Banks

· Social Work Officers ie front line staff MHO’s etc

· Carer Groups

· Solicitors

· OPG staff

· Sheriffs

· Existing withdrawers

· Potential withdrawers

· Local Authorities – particularly legal, social work and finance at senior level

· Charitable/voluntary group organisations

· Department of Works and Pensions

· Care Home staff

· Relatives of incapable adults

From the above list the team decided to focus attention on the following key groups, however, others would not be lost to the research and resultant recommendations if it was felt necessary to include them at a later stage.
· Charitable/Voluntary Organisations

· Social Work Officers
· Mental Health Officers
· Solicitors

· Potential Withdrawers

· Local Authority Senior Office holders, particularly in legal, social work and finance sections
Research Findings:
Each group is identified with a brief précis followed by methodology used and followed by the summarised findings which are identified in the section of this document under the heading Individual Findings.
Summary of Findings:

Throughout the research for this project there were several common themes which became apparent:

Charitable/Voluntary Groups

· Some organisations had not heard of the scheme while others were unaware of the dedicated team available to provide guidance and assistance

· Some organisations were representative agencies and not case working organisations so had no need to consider the scheme

· Some organisations client base had impairment since birth consequently only received benefits and the scheme was not required

· Many organisations use alternative methods such as DWP appointeeship; financial guardianship or provide support to clients who have sufficient capacity to operate their finances

· ATF should not lie with the service provider as this could damage the support relationship

· Existing workload and tight financial constraints are an issue to the additional burden of operating the scheme

· Some organisations were critical of the hindrance caused by banks in their failure to understand the scheme or train their staff appropriately

Social Work Officers

The thoughts of Social Work Officers are conveyed in the sections covered by Mental Health Officers and Local Authority Senior Office Holders groups.

Mental Health Officers

The responses in this area came from officers who worked for local authorities where in some instances the scheme was operating; where fitness was achieved but had not yet used the scheme and where no fitness was in place and the scheme could not be used.

· A minority were unaware of the existence of the scheme

· Approximately 50% of those responding were not aware of the guidance and assistance provided by a dedicated team 

· Other legitimate methods of dealing with adult’s funds were being used where possible, for example DWP/Corporate Appointeeship or guardianship.  The scheme was now being considered more for use rather than guardianship

· Their employers i.e. the local authorities were not geared up with policies and proper procedures within the organisation and this was causing undue delays 

· Staff training was an issue

· Undue delay after certification was an issue mainly caused by banks not understanding or accepting the authority granted under the legislation

· A national policy and procedure could be prepared rather than individual local authorities having to do so where the content differs between organisations

· The method of budgeting for ongoing needs of the adult was too restrictive (suggest this is more a lack of understanding of the scheme)

· Larger authorities need to have a centralised point of contact/designated person to deal with the scheme

· More outreach work required from staff in OPG

· Local Authorities need to implement procedures more quickly

Solicitors

The response from solicitors was extremely poor considering that some 18% of applications are received via a legal representative.

· The scheme was taken into account when considering an appropriate level of intervention into an adult’s financial needs

· None present saw the lack of payment of legal fees or remuneration as an issue (this may well not be representative due to the poor response)

· The scheme focuses too much on specific financial issues rather than management of the adult’s financial affairs

· It is easier to deal with banks under guardianship than it is with the scheme

· ATF is well intended but seems to have failed and a factor may be with costs of caution being considerably less guardianship is more attractive and less restrictive to operate

· Clients who have used the scheme are positive about the help and assistance provided by the ATF team

Potential Withdrawers

This group provided valuable information which shows that once the authority is granted that is not the end of the process. It is very much the beginning.

· A large proportion of customer calls related to existing cases, for example, difficulties with banks, changing financial needs for the adult 

· Assisting customers with completion of forms was an important aspect of the work carried out by the team

· Providing guidance on the best way forward for the adult’s needs.  In many instances DWP Appointeeship was a legitimate form of intervention

· Some customers expressed a wish to visit the office and speak directly with a team member rather than do so over the telephone

· Predominantly, access to funds is the main process applied for, followed by the need for varying the authority granted.  This is often required because the level of capital has an impact on the costs of an adult particularly if in a care home setting

· Reserve withdrawer is not a popular or well used option, indeed the team suggest joint application as a more appropriate route to pursue

· Joint applicants tend to be identified at entry stage rather than later

· Transition from guardianship has not been as effectively used as was anticipated

· While referrals were made via several organisations OPG is not a well publicised organisation in the bigger picture

· In many instances enquiries were not followed up because other arrangements were being put in place or some other circumstance had occurred, for example, death of the adult concerned

Local Authority Senior Office Holders   

A cross section of local authorities provided findings and these were based on the level of experience of each organisation and where they were in relation to the operation of the scheme.

· Lack of understanding what the scheme can be used for, for example not suitable for use with the direct payment scheme

· There was no specific evidence of high numbers of adults waiting to be subject of the scheme. Indeed the numbers suggested were relatively low

· Some authorities considered themselves as “withdrawer of last resort” hoping to find some other suitable person to act for the adult

· Staffing/funding was an issue and being able to charge some form of fee might address this issue

· Problems existed with banks failing to recognise the authority and not understanding what to do with it causing major delays in putting into operation

· The opening of individual designated accounts was a problem following on from above and the use of a corporate account would be less problematic and provide better security

· Centralising of ATF casework was seen as a positive way forward for control and supervision

· Lack of training given to staff to operate under a scheme which was alien to them

· Authorities which can operate are still finding their feet with the operation of a new scheme

· It is problematic in getting the various departments to pull together, for example, who deals with what

· Perception that the scheme is complex and difficult to manage

Conclusion:

At the commencement of the project we were asked to consider a number of issues which hopefully would take the ATF scheme forward successfully.

Based on the information provided in this document the following observations and recommendations have been suggested:
	Issue
	Response



	Is the scheme meeting its objectives?
	The scheme is meetings its objectives but whether it is meeting its potential is another matter.  There is little evidence that there are large numbers of people queuing up to be subject to this scheme but it is of note that there has been a 16% increase in case work during the past year.


	If so, how can it be extended and expanded for use by more people/organisations?
	Other processes are being used in line with the least level of intervention in relation to the needs of the particular adults.  There are, however, many cases where ATF is seen by the OPG as a more appropriate level of intervention rather than guardianship but the latter, for whatever reason, has been appointed by the sheriff.  There is no doubt that other means of dealing with adults funds are being employed on the basis of encouraging the adult to use existing skills in line with the principles of the act.


	If not meeting its objectives, what are the barriers?
	The barriers do not solely exist in the application process but extend to the setting up of the scheme with the banks.

There is a high rejection rate in terms of the scheme due to application forms not meeting the registration requirement.  However, banks are creating difficulties by not being fully aware of how the scheme operates and by choosing not to pursue the specific authority outlined and setting up alternative procedures. 



	What can be done to break down the barriers?
	There is clear evidence that applicants do not read the code of practice or the guidance notes provided.  Additional steps are in place to ensure common mistakes are not replicated, for example, use of check list immediately prior to lodging the application.  This assists in some instances but in most it is not used. Education and assistance by this team does help but there are logistical and financial implications as to how far we can go in this area.


	Why are some local authorities using the scheme while others are not?
	There are 32 local authorities in Scotland.  There is no central point of contact as such and each authority is considering use of the scheme on a one by one basis.  Each who intend using the scheme are at different points on the way.  There is no doubt from the evidence gathered that many do not have the necessary policies and procedures in place to allow use of the scheme nor do they have the staff or funding available to progress this quickly.  From discussions with staff it appears that change is a constant for local authorities and all have various implications which have to be prioritised.


	Why are the charitable organisations not using the scheme?
	There are a number of charitable organisations making use of the scheme but not as many as anticipated.  Feedback suggests other methods are being used to deal with the finances of adults and where this cannot be done organisations are beginning to make use of the scheme.  



	Does the legislation require further amendment?
	In many instances, lack of understanding of the scheme, makes it difficult to take forward.  A change to allow a corporate account to be used as a designated account for organisations would certainly defuse the difficulties and considerable delays which they are having in setting up arrangements with banks.  This was not anticipated to be a problem and in theory should not be.  However, at operational level for organisations this does create major difficulties.  There is a lack of understanding/communication within the banks particularly at branch level and indeed different branches within the same bank apply different rules.


	Should payment be considered for organisations to put in place and operate the scheme?
	Several organisations made mention that this might be more attractive.  However, we are not convinced that this would be a major element in attracting more people to apply for and make use the scheme.

 

	Can the application process be more simplified?
	The application process is dealt with appropriately within the office.  Applications have to meet registration requirements and intimation periods have to be complied with.  The process is straightforward but failure to answer the questions and complete the form seems to be a major issue, whether it be a solicitor, social work officer or some other lay person.  



	Do the application forms need to be changed?
	The application forms are straightforward provided the necessary guidance is followed.  The application forms replicate the legislation which is far reaching.  It would not be practical nor feasible to produce a form tailor made for every individual.  Staff assist with forms providing guidance and will, if need be, complete a form for the customer.  As time goes by suggestions and ideas are recorded on how forms can be adjusted for the future, however, none of them are specifically to make the forms more user friendly from the customer’s perspective.  There are many well completed forms received at the office which provides all the information required.  In others it is apparent from question 1 that the author has not read the guidance.

    

	Stakeholders indicated a need for change but are not using it in large numbers.  Why?
	There is frustration and concern amongst some of the operational stakeholders that their particular organisations are being tardy in setting up procedures.  However, this does not appear to be a major issue as there is no suggestion of large numbers of adults sitting in the background waiting to be involved with the scheme.



Recommendations:

There are three areas to consider in respect of the scheme.

(a) In the application process it is difficult to specifically identify the changes which require to be made since many of the problems exist in getting the customers to read (not necessarily understand) the code of practice, guidance to completion of forms, the actual questions and the ancillary checks which would make the application process much clearer.  The access to funds team staff are committed to supplying a first class service to customers whether it be individuals or organisations.  However, the following may assist.

Recommendation: Outreach training to be offered to staff in organisations to provide them with some element of understanding of the scheme and the application process.

Recommendation:  Reassess the information we make available to our customers via the OPG website to ensure that we (a) properly promote the availability of our dedicated team to assist all customer, and (b) provide a simple step by step guide, incorporating a flow chart, as an aide to customers.
(b) In the post application process it is important that the correct procedures are put in place to ensure that the scheme is up and operating quickly and correctly on behalf of the withdrawer.  Banks are creating particular difficulties and delays in setting up the necessary processes for operation of designated accounts.

      Recommendation: Banks require to accept their responsibility in the   

     chain of operations and the link between the legal departments and 

     operational branches requires to be stronger, more robust and  

     consistent.   Approach to be made to banks through the auspices of 

     the Committee of Scottish Clearing Banks and possibly the British  

     Banking Association. 

(c) Prior to this project and during the project there have been some 

      suggestions that local authorities be permitted to use a single   

      corporate accounts rather than having to open single designated 
      accounts in respect of each adult they hold funds for.  This would 
      reduce the difficulties in getting designated accounts open and of the 
      need to supervise numerous accounts where it could all be operated 
      from one account.  The legislation does not allow this at present but 
      several authorities have provided evidence of how they operate 
      corporate appointeeship using the corporate account model and it 
      could be used effectively and safely for the access to funds scheme. 

Recommendation:  A change in the legislation to allow organisations to operate designated accounts in the form of one single corporate account.

Individual Findings:
Charitable/Voluntary Group Organisations

It was felt that a suitable starting point would be with the group of charitable/voluntary group organisations who attended the original stakeholders day in early 2005.  This was on the basis that this group were mainly responsible, by way of information supplied, in shaping the new Part 3 legislation.  A total of 97 letters were sent out to this group, mainly comprising charitable and voluntary group organisations.   
Methodology

A questionnaire letter was sent out to the organisations concerned and they were invited to respond.

The questionnaire asked the following questions:
· What barriers are preventing your organisation from using the scheme?

· How can such barriers be overcome?

· Can the scheme work for you?

· What problems, if any, exist in the operation of the scheme?

· How could the scheme be improved upon?

· Is staffing/funding an issue for you in using the scheme?

· If an issue, how do you think it can be overcome?

· They were also encouraged to comment on any other aspect about the scheme, for example, application forms and process?
A copy of the questionnaire is shown at Appendix ‘A‘.  

Findings
Considering this group had responsibility for the reshaping of the scheme the response was poor at 9.7%.  Those who did respond provided more general information rather than specifically answering the questions asked.  Those who responded were:

Greater Pollok Carers Centre

This organisation assists family carers through the ATF process but would not be applying as an organisation.  They found the process to be time consuming.

They suggested that a small grant be paid to organisations for helping and supporting carers with this process.

Quarriers

This organisation has achieved fitness for purpose but to date have not been required to make use of the process as alternative options are available, for example, appointeeship and guardianship where finances are complex.

They anticipate making use of the scheme in the future and while it is now more flexible it is felt that the planning in advance for expenditure needs is a constraint.

The Pensioners Voice

This is a representative agency for older people and not a case working organisation, consequently, it does not have a need for using the scheme.

ENABLE Scotland

This organisation has identified that time and staff costs are constraints against operating the scheme.  They would require to make an investment in training and developing their staff but the budget for such is extremely limited although it has been highlighted that some funding could be found for this purpose. 
They further indicated that a dedicated helpline and clearer guidelines with step by step guide and check list with timescales could be provided.  (These currently exist)

They were also critical of the banks and their failure to train their staff appropriately.

SAMH

Most of this organisations cases involved managing finances outwith the AWI legislation, ie appointeeship.  They have indicated that they will only use the AWI legislation when no other options exist.
They feel that ATF should not lie with the service provider as this can damage the support relationship with the service user and that responsibility should lie with the local authority instead.

Scottish Federation of Housing Associations

Few housing associations responded but those who did confirmed that, not having heard of the scheme, they were unaware of its existence,

British Association of Social Workers

This organisation responded stating that it had contacted its members and arranged to have discussions on the questionnaire letter.  However, no further response was received which was somewhat disappointing as feedback would have been extremely helpful and well as valuable.
However, other approaches have been made in respect of Social Work staff and this is commented upon elsewhere in this document.

Capability Scotland

Generally there is no requirement for using the scheme at present as service users either have sufficient capacity to operate their financial affairs or are under guardianship.  Some managers are now aware of the scheme and the organisation recognises the need to extend this knowledge.

They highlight that the existing work load and tight financial constraints do make it difficult for them to consider as a way forward.

They have identified the merit in the scheme in that it ensures the rights of service users but when co-working with Social Work staff the scheme has not been brought up as an option with the result that they feel there is not a wide understanding of the scheme in the market place.

Finally it is felt the forms are extensive and numerous and suggest that a flow chart be made available (this exists in the code of practice) and there is confusion as to which is the appropriate approach to be applied.
Sense Scotland

This organisation indicated that they are a provider of support services across Scotland to adults with incapacity, the majority of whom were born with impairments.  As their main source of income is from benefits they operate as corporate appointees and part three is not relevant to them.
Turning Point Scotland

This organisation operates in a similar manner to Sense Scotland and as such do not see the requirement to make use of part three at this time.

Social Work Officers

While this was seen as one of the main groups who have access to and work closely with the client base which we would be likely to encounter it was felt that their views and thoughts would be effectively collected from the series of meetings with the local authority senior officers group.

The meetings arranged specifically incorporated social work staff as part of the group and it was an excellent opportunity to see the impact of their views on other parts of their organisation.

In addition, Mental Health Officers, who operate within Social Work units were the subject of a separate information gathering exercise.

The project team felt that there would be no specific advantage in seeking additional views as this area was being adequately covered.

Mental Health Officers
There are some 682 MHO’s in Scotland of which 525 are actively practicing and operating in the 32 Local Authority areas in Scotland 2.  By virtue of the nature of their work they come into contact with the client base which is most likely to be closely connected to the Adult with Incapacity (Scotland) legislation and be the subject of some form of intervention, whether it be access to funds, intervention or guardianship order, albeit mostly in respect of welfare needs.   Of all the groups this was the one which provided the most responses.   

Methodology

A proforma questionnaire was placed in the MHO newsletter which is a regular on line journal for MHO staff and indeed it has carried many articles regarding the changes and use of the new scheme on behalf of the OPG.  Staff were invited to respond.  Unfortunately, due to some difficulties outwith our control this was not a successful venture and it was followed up by the authors of the journal writing out to every Local Authority inviting responses.
A copy of the questionnaire is shown at Appendix ‘B‘.  

Findings
From this group, at the time of publication of this document 42 responses were received, a response of some 8% of those actively operating.   Those responding were not required to identify themselves, but of those who did, it was established they worked for the following local authorities:
	Local Authority
	Fitness for Purpose Obtained

	Aberdeenshire Council
	Yes

	Angus Council
	No

	Dumfries and Galloway Council
	No

	Dundee City Council
	Yes

	East Ayrshire Council
	No

	East Lothian Council
	No

	Edinburgh City Council
	Yes

	Falkirk Council
	Yes

	Midlothian Council
	Yes

	Perth & Kinross Council
	Yes

	Renfrewshire Council
	No

	Shetland Islands Council
	No

	South Lanarkshire
	No

	West Lothian Council
	Yes


Note 2 -Table 3.3 MHO Staffing Complements, MHO Services, Structures & Supports

Responses to the questions tended to follow the same theme

Question 1: Are you aware of the options under the amended scheme?

Response:  A minority were unaware of the scheme and those came from authorities which have not been given fitness for purpose.
Question 2: Are you aware that the OPG has a dedicated ATF team?

Response: Approximately 50% of respondents were aware of the team.
Question 3:  Do you consider ATF as an option when advising clients?

Response: Those unaware of the scheme could not consider this as an option.  Of those who did know of the scheme, only one indicated it was not a consideration and that was because his/her local authority did not yet subscribe to the scheme.
Question 4: What other options do you consider?

Answer: In the main the response was to make use of the appointeeship scheme under DWP rules or make use of parts 2, 4 and 6 of the AWI legislation applying minimum level of intervention as appropriate.

Question 5:  If you found the scheme not suitable please indicate reasons?

Response:  Several did not respond to this question, two indicated there was a lack of guidance or operational instructions on the matter (not sure if this is internal organisation guidance/instruction but the response to the next question tends to affirm this) and others indicated other more suitable arrangements were being applied such as appointeeship where adult’s affairs are solely benefits/allowances etc; and guardianship where affairs are more complex.
Question 6: Are there any barriers you know of which makes the scheme an unsuitable option?

Response: The majority of responses to this question were that the local authorities were not geared up to take this role on board, for example who should have responsibility for the funds, finance department or social work department, and there was considerable frustration amongst MHO staff, particularly in the areas where fitness for purpose had not been sought.  A minority of staff indicated barriers after authority had been provided by OPG and cited difficulties in the banks setting up arrangements for organisations.
Question 7: How could the scheme be further adapted to make it more accessible?

Response: There was little or no comment on how the scheme could be adapted but responses indicated a clear need for staff training and understanding.  One indicated rather than each local authority preparing its own guidelines there should be a national policy guideline prepared and all authorities would require to comply with that guidance.  Many had not had the opportunity to operate the scheme so did not have the benefit of experience to answer this question.  One or two highlighted that the budgeting process was too restricted and inflexible but from the manner in which the response was given I suspect it is more a lack of understanding of the operation of the scheme.  
Question 8: Do you have any other information/suggestions which may be relevant?

Response: The majority of respondents did not answer this question but of those who did it was clear that the process was demanding on staff time and on staff who needed training, guidance and assistance.  One indicated more outreach work from OPG staff particularly on the scheme while another was extremely frustrated that a useful and helpful scheme could not be implemented due to tardy local authorities.  A final point raised was the need for local authorities to appoint a centralised point of contact/designated person to deal with the scheme.  
Solicitors

There are approximately 10,000 solicitors operating from some 1,238 legal firms in private practice 3.   It is not uncommon for solicitors to lodge applications following instruction from clients but it is clear from the standard of such applications that they do not have a full understanding of the scheme or appreciate that the scheme is designed as a low cost financial arrangement to deal with the adults funds.   The chart below shows the number of cases lodged by solicitors on behalf of their clients during the period of the survey and registered by this office.

[image: image6]Methodology:

A questionnaire was placed in the August 2009 edition of the online journal of the Law Society of Scotland.  It was designed as an easy to complete form with response being automatically sent to this office on completion.  
The information requested from this group was to learn the views from the legal profession regarding the use of the scheme and if in fact they actively consider this as a least restrictive option.   
A copy of the questionnaire is shown at Appendix ‘C‘. 

At the conclusion of the project period 2 responses were received.  However, in October 2009 the Faculty of Solicitors in Kilmarnock requested a presentation be made to their group on the operation of the scheme.  Following upon that a further six responses were received to the questionnaire.

Findings:

Owing to the disappointingly poor response it is difficult to take any meaningful information from this group.  However, from those who did respond it was identified that:

Note 3 – Information supplied by the Law Society of Scotland

· they were aware of the options available under the amended scheme and did bear it in mind  as an appropriate level of intervention into an adult’s financial affairs when considering the way forward  

· lack of payment of legal fees or remuneration was not identified as a problem albeit a cap on legal fees for work done has been identified as problematic in the past 
· the amendments to make the scheme more flexible were needed, however, it does not cater for the changing needs of an adult and potential applicants are still reluctant to pursue this route.  
· the bureaucracy and cost of an application was not significantly less financially than that for a guardianship in return for very significantly less powers and almost non existent ongoing flexibility.  The scheme focuses too much on specific financial issues rather than the management of the adult’s affairs
· it is much easier to deal with banks where guardianship exists
· ATF is well intended but seems to have failed and a factor may be the success of guardianships particularly now that the cost and administration of caution is becoming less of an issue

· Clients who have used the scheme are very positive about the help and assistance they received from the access to funds team                                                                                                                            

Potential Withdrawers

During the first year of operation of the access to funds scheme, evidence gathering identified that there was considerable interest from potential withdrawers particularly by way of telephone enquiries.  However, it was noted that this was not being replicated by way of receipt of applications.   The reason for such was not clear but it was thought that alternative forms of intervention were being used, for example, DWP appointeeship, guardianship or some other form of informally accessing the funds was being employed.

Methodology:
To provide more meaningful information, between the period 01 June and 31 October 2009, the team employed an information gathering system to examine:
· The number of and a breakdown of the telephone calls received in the team

· The number of and a breakdown of the needs of visitors meeting with team members

· The type of forms lodged
· The number of application packs sent to potential customers 

· How did customers find out about OPG
· The number of application forms returned and when not returned within a specific time period the reason why

Findings:
The total number of telephone calls received from customers during the monitoring period was 1,534.   The breakdown of calls is shown below and as recorded in Appendix ‘D’. 

[image: image7]
In the original research period, apart from the final month, there was no category for bank problems.  However, due to a noticeable increase in queries for this area as time progressed there was a specific category set to catch this information for the final month.  The number of calls in the final month related to some 4% of all calls. This figure has been used in representing the whole research period. 
ATF Visitors

During the period some 54 visitors were dealt with relating to a combination of gaining information about the scheme, the application process the completion of application forms.  In a very small minority of cases, staff from the office visited the customers as they were unable to travel to Falkirk and it was clear that assistance was necessary.
Type of Applications Received

The number of application received did not form any pattern during the period with level of applications fluctuating.
Applications processed during the period are shown below but predominantly relates to form ATF2 – access to funds 4.
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It can be seen from the data that the level of applications for addition of a reserve withdrawer is nil.  In application form ATF2 during the monitoring period no requests were made to have a reserve withdrawer identified let alone appointed.  In such instances applicants preferred to apply for joint applications, which is in fact less complex now, and does not require further communication with OPG to appoint an identified reserve at a later stage.

Potential New Enquiries

During the period 102 new enquiries were made and forms were either sent out or instruction was given on how to download them from the OPG website.  54% of forms from new enquiries were hard copies sent out by this office while 46% were downloaded from the website.   The method of recording this information is shown in Appendix ‘E’.
Note 4 – Statistics obtained from ATF Team cases intimated
How Referred

At the time we asked the question “How did you learn about the OPG?”  More than 50% were directed to OPG by local authorities, mainly Social Work offices.  Other referrals came via:

· The Pension Service/Department of Works and Pension 

· Solicitors

· Citizens Advice Bureau

· Nursing Homes

· Hospitals

· Accountant of Court Team and Multi Function Teams

Reminder Letters
Of the 102 who were issued with application packs, reminder letters were sent to 35 as no responses had been received.  This resulted in 22 responses of which 11 indicated they were still intending to make an application.  The reasons cited for not continuing with the applications were:

· Adult had recovered

· Other suitable arrangements in place

· Appointeeship now in place

· Not a family member so no longer willing to apply

· Adult had since died

· ATF not sufficient to manage financial affairs 
· Main bills set up for payment by direct debit and adult encouraged to manage own pocket money

A copy of the letter is shown in Appendix ‘F’.

Transition of Authority

While this did not specifically appear as part of the project, it would be remiss not to make mention of it at this time.  By 05 October 2009 curator guardians were required to reassess their authority to deal with the financial affairs of adults for whom they had responsibility in line with the principles of the Adult with Incapacity (Scotland) Act 2000.  It was anticipated that as part of this process quite a number would consider using the transition process to move to operating under the scheme.   Prior to the need to reassess their authority there were some 464 curator guardians and as the year progressed the majority applied to the courts for renewal of their authority under guardianship.
Indeed between 01 April 2008 and 31 March 2010 only 9 transition cases were registered 5. 

Note 5 - – Statistics obtained from ATF Team cases intimated
Local Authority Senior Office Holders

There are 32 Local Authorities in Scotland 6 at present and at the time of drafting this document 19 have achieved fitness for purpose in terms of section 27D of the Adult Support and Protection (Scotland) Act 2007 and are using the access to funds scheme in varying degrees.  The list provided below covers the period 01 April 2008 till 31 March 2010.
	Local Authority
	Achieved Fitness
	Usage of Scheme

	Aberdeen City Council
	02 December 2009
	No cases as yet

	Aberdeenshire Council
	07 November 2008
	4 cases

	Clackmannanshire Council
	01 September 2009
	No cases as yet

	Dundee City Council
	09 April 2009
	3 cases

	East Dunbartonshire Council
	23 March 2009
	1 case

	East Renfrewshire Council
	12 September 2008
	5 cases

	Edinburgh City Council
	16 July 2008
	30 cases

	Falkirk Council
	23 March 2009
	3 cases

	Highland Council
	15 January 2009
	2 cases

	Midlothian Council
	05 October 2009
	No cases as yet

	Moray Council
	10 February 2010
	No cases as yet

	North Lanarkshire Council
	18 May 2009
	2 cases

	Orkney Islands Council
	17 April 2009
	1 case

	Perth & Kinross Council
	05 February 2010
	No cases as yet

	Scottish Borders Council
	07 April 2009
	1 case

	South Ayrshire Council
	30 March 2009
	3 cases

	Stirling Council
	18  June 2009
	3 cases

	West Dunbartonshire Council
	29 May 2009
	1 case

	West Lothian Council
	17 February 2009
	2 cases


Methodology
As indicated there are 32 Local Authorities in Scotland all of whom meet the criteria of a body in terms of section 25(2)(c) of the legislation and as such may require to make use of the scheme as part of their role in the provision of social care, particularly for adults with varying degrees of capacity.  It was not felt appropriate to send letters to each individual authority as this would not achieve the results sought.  Consequently it was decided to visit several authorities and have meetings with a variety of staff who would require, in our minds, to work together to put in place policies and procedures to ensure the scheme operated efficiently for them.  It was felt important to ascertain the views of a cross section of authorities who were, (a) working the scheme, (b) those who had achieved fitness for purpose but had not made any applications and, (c) those who had not as yet got to that stage.

A copy of the questions asked of Local Authorities is shown in Appendix ‘G’
Note 6 – www.direct.gov.uk – Local Authority directory

As a result several authorities were approached and meetings were arranged.  It should be noted that since the meetings were held the position of some of the organisations has changed in terms of their usage of the scheme.  For the meetings it was requested that representatives from social work department, for example, operational social work officers/mental health officers, legal department, finance department and a lead person for AWI work be present. 
The information to be gleaned from this exercise was:

· What barriers did you have/are you having to face in the initial set up?

· How could the barriers be overcome?

· Is the scheme working for you?

· What problems, if any exist in your operation of the scheme?

· How do you think the scheme could be improved upon?

· How do you supervise the operation of the scheme within your organisation?

· Is staffing/funding an issue for you in using the scheme?

· If an issue, how do you think this could be overcome?

In all instances, a brief summary of the operation of the scheme was explained so that all persons present had an overview of how the scheme was expected to operate and they were made aware of the broad procedures and options they would require to put in place to allow them to operate effectively.
 Findings 

Aberdeen City Council – Fitness for Purpose now provided
This was an organisation which did not have fitness for purpose and with the extent of the population of the city it was felt worth visiting for this project.  Since that time this has been achieved.  There was a good spread of staff from various parts of the organisation present and a presentation on the scheme was made to provide a better understanding of the operation of the scheme.  

During discussions it was learned that the authority had hoped to use the scheme for managing funds under the direct payment scheme and were disappointed to learn that the scheme could not accommodate this type of payment.

There was evidence of the lack of understanding of the use of the designated account and the flexibility which existed in its use but this was addressed in the presentation. 

It was felt that the number of occasions when the local authority would make use of the scheme was low.  At present they only make use of corporate appointeeship for some seven clients and it is always favoured that some other suitable person takes on the role of looking after an adult’s finances.  They would not, however, shirk their responsibility and use the scheme should there be no other option.   
They indicated the view that in some instances informal arrangements were in place, some people were using joint accounts and DWP appointeeship was being used and indeed some of the clients who might benefit from the scheme were not actually incapable.

It was highlighted that the authority had recently been working on three very major pieces of legislation and this had staffing and resource implications which would preclude or certainly leave little or no scope for finding people to take on ATF type work.  Indeed the authority is currently moving to have minimal involvement with client’s finances.  The Chief Social Work Officer did say, however, that they have a role to promote the scheme and to support others with the application process.  The lack of financial resources was a clear issue and it was suggested that if a fee could be levied, other bodies might come on board and assist.
East Renfrewshire Council – Fitness for Purpose provided
This local authority did have fitness for purpose and had made use of the scheme at the time and it was felt worthy of a visit for the purposes of the project.

They are a small authority and took the decision to centralise the ATF casework so that it is managed within the finance department. This was seen as a positive move since they supervise all aspects of expenditure under the scheme.  In conversation, however, it was learned that they were having considerable problems with their bank in setting up designated accounts and this was causing severe delays in getting the scheme up and operating properly.  This was a barrier which was not anticipated.  They indicated that having a corporate account to operate as designated account would eradicate this problem.  OPG intervention failed to resolve this matter and they decided to go away from their own bankers and use another fundholder where the existing problems have now been more or less resolved.
A concern was raised about their staff taking on board responsibility for applying to operate under a scheme which was alien to them and it was felt that some level of training could be sought.  This was offered and has, in fact now taken place.

An issue was raised in respect of the safeguards provided and they were satisfied with the methods of supervision in place but had grave concerns as to who supervises the appointees dealing with benefits, allowances etc.  Enquiries were instigated with DWP on this issue and feedback made.
This authority sees themselves as withdrawer of last resort and where possible they will look at other alternatives first since staffing levels do not allow them to be more proactive.

Edinburgh City Council – Fitness for Purpose provided
This local authority did have fitness for purpose and had made use of the scheme at the time and it was felt worthy of a visit for the purposes of the project.This was the first local authority to obtain fitness for purpose and they have made good use of the access to funds scheme.  It was felt they were ideal to provide answers to the questions above.  They have had inputs on the use the scheme by OPG.  The operation of the designated accounts is the sole responsibility of a manager in the finance department.  A good cross section of individuals attended and invitations were extended to social work/mental health officers who had been involved in the application process so that and barriers could be identified.
Staff indicated that they found it difficult to complete the forms as this was new to them, however they acknowledged the advice, guidance and assistance given by the ATF team. 
It was highlighted that various people in offices across the city could make applications on behalf of the authority and this created a difficulty for them tracking how many applications were being made.  Following discussion a central point was mooted as a good idea as it is the responsibility of the authority to have procedure/protocol in place to ensure they are aware of what is happening in this area of work.  Copies of all applications lodged with this office are automatically sent to the person who signed the fitness for purpose form, in this instance the Chief Social Work Officer.

It became clear during the conversation and discussions that this authority was not as well ahead of the game as had been anticipated.  There were communication issues in regard to their policies/procedures which required clarification and communicated properly to their staff.  It was also discovered that they were having problems with the bank in the opening of designated accounts which was causing undue delay and it would have been a better option for them to have had the opportunity to open a corporate account similar to that used in the appointeeship scheme.

At the time of preparing this document a copy of their draft procedures has been received at this office and it appears that they have now agreed a better way forward.

Fife Council – No Fitness for Purpose
A presentation to the AWI lead person at Fife Council and colleagues from the legal department, finance department, audit department and social work teams had already been given and it was felt appropriate to make further contact in terms of the project to ask the pertinent questions.  He declined the opportunity for a further meeting on the basis that he felt it more appropriate to leave it till their policy and procedures were ratified by senior managers.  He produced a draft document identifying the proposed internal procedures and a step by step flow chart and asked for our comments in the matter.  
Apart from one or two minor issues this document was found to be a comprehensive and well written guide covering all the aspects required for them as an organisation to operate the scheme and would reassure and satisfy the Public Guardian of their competence to do so.  To date the document is still with senior managers and has not as yet been ratified.  This is an example of the time local authorities appear to take to put some matters in place.  This is not a criticism but an acknowledgement of the situation. 
Perth and Kinross Council – Fitness for Purpose now provided
Again a presentation had already been made in the same vein as provided to Fife Council.  As an authority without fitness for purpose it was agreed that a meeting be arranged to ascertain the hurdles, difficulties etc.  The opportunity was declined on the basis that policies and procedures had been drafted and were waiting ratification by senior management.  They felt it would serve no purpose to hold such a meeting at this time.  This Local Authority now has achieved fitness for purpose but has not as yet lodged an applications.   
South Lanarkshire Council – No fitness for Purpose
At the time of this meeting the authority was in the process of carrying out a structural review at strategic level, operational level and in finance which was in the process of decentralisation.  Consequently the information required for fitness for purpose could not be properly identified.  They also indicated issues as to who would prepare and put into practice their operating policies and procedures, for example, who would open bank accounts, who would have mandate access to such accounts.

They were unable to advise how the barriers could be overcome until the organisational review had been completed nor could they say where responsibility for ATF would eventually be placed.

The indication was that they are currently using the appointeeship scheme for dealing with most of their clients’ financial needs but it was interesting to see that corporate appointeeship was not in place.  At present individual managers act as direct appointee on behalf of their client base.  Where this was not a suitable option intervention order and guardianship orders were being used.
It was clear from the meeting that this local authority had some way to go before considering usage of the scheme and they were unable to quantify the number of cases where access to funds could be made use of. 

Social Work Legal Officers Group

This is a national sub group which meets at regular intervals an on 28 August 2009 was held in Falkirk.  Representatives from this office were given the opportunity to attend and talk briefly about the access to funds scheme.  This was seen as an ideal medium for gleaning information as well as an excellent opportunity to promote the access to funds scheme.
Representatives from seventeen authorities were present and the above questions were asked of them.

The barriers identified were that no centrally appointed person existed within each local authority area to operate and coordinate applications.  There was a perception that the scheme was difficult and complex and that financial guardianship was still being used to manage funds.  Policies and procedures had not been developed to allow the authorities to pursue dealing with the scheme.

To overcome the barriers there was a need for the departments involved to communicate, for example, finance, legal and social work and that there was a need for the scheme to be publicised as not being complex and difficult to operate.
The consensus of opinion was that those who were operating under the scheme were doing so with little or no difficulty.  There was no evidence available to measure accuracy of this statement, for example it was thought that one authority was operating well but in reality it was found that there was considerable difficulty in getting designated accounts opened with the banks and this was delaying the process which was detrimental to the needs of the adults concerned.

Suggested improvements to the scheme were made but it was found that had the delegates looked at the code of practice or the guidance notes they would have found that all suggestions were already catered for, for example, the need to apply an inflation figure when making budget calculations.

Staffing and funding was an issue for all delegates present and this was exacerbated by suggested future budget cuts and other competing priorities, although it was agreed that the use of the scheme was an important issue.

There was no answer as to how this could be overcome.
The level of need for usage of the scheme could not be quantified but there was no indication of high numbers, indeed the opposite seemed to be more the case as other ways were being used.
The question of a corporate designated account as opposed to singular designated accounts for each case was mentioned.  This group did not feel able to comment specifically on this but did indicate that one account for corporate appointeeship worked well and in theory would provide a similar outcome for the access to funds scheme.   

ADDENDUM TO ATF YEAR 2 PROJECT REPORT

Section 24D of the Adult Support and Protection (Scotland) Act 2007 provides authority to open an account in the adult’s sole name.

This section applies where-

(a) a person believes that –

i. an adult holds funds;

ii. an adult is entitled to income or other payments or is likely to become so entitled; or

iii. a fundholder holds funds on behalf of an adult; but

(b) the adult does not have a suitable account in the adult’s sole name in 

      which the funds, income or other payments can be placed for the 

      purposes of intromitting with the adult’s funds under this Part.

This part of the legislation operates in the main without difficulty although fundholders do tend to find difficulty in opening the account in the sole name of the adult.  This is mainly because they do not have experience of this section of the legislation at branch level and there appears to be a communication difficulty in that they do not liaise with their legal departments.  This scenario is identified in recommendation (B) of the main document.

Experience now shows that withdrawers are asking where they get the legal authority to approach providers of income, that is, benefits, allowances, state pensions, private pensions, annuities etc to have them direct such payments into the new account opened under the above section of the Act.

The legislation does not specifically allow authority for this to happen and to date the guidance given by this office is to write to the specific income provider, make them aware that they are applying for authority under the Adults with Incapacity legislation and ask that they oblige and direct such finds into the account specified.  Generally speaking the providers seem to be willing to comply with such requests.  However, the view taken is that this matter requires direction by way of legislation rather than left as an informal arrangement which may or may not be permitted dependent on the specific income provider.

 Recommendation:  Where authority is given to open a new account in the sole name of an adult, a change in the legislation to allow a withdrawer to have authority to direct the funds/income to be paid into that account. 
Source Information: 
Statistics relating to ATF cases have been compiled from sigma operating system or collated from records maintained within the ATF team.  Otherwise sources are identified throughout the document.
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	Our Ref: ATF/Organisations

Date: 


Dear 

CONSULATION EXERCISE - ACCESS TO FUNDS SCHEME 

PART 3 OF THE ADULTS WITH INCAPACITY (SCOTLAND) ACT 2000 AS AMENDED

I refer to the above subject and would be obliged if you could assist the Public Guardian.  It is now some 17 months since the amendments to the above scheme were implemented.  

At a stakeholder day in 2005 involving numerous organisations working with incapacitated adults, a series of barriers were identified which restricted the use of the scheme.  The new legislation has now addressed the issues raised and made it more open and flexible. 

The Public Guardian is keen to ensure that Part 3 is used as widely as possible however applications from organisations wishing to utilise the scheme have not been forthcoming. The Public Guardian is currently involved in a further consultation process to gain information on a raft of issues relating to the scheme, such as:

· What barriers are preventing your organisation from using the scheme?

· How could these barriers be overcome?

· Can the scheme work for you?

· What problems, if any, exist in the operation of the scheme?

· How do you think it could be improved upon?

· Is staffing/funding an issue for you in using the scheme?

· If an issue, how do you think this could be overcome?

As representatives from your organisation were either invited to or attended the stakeholder day in 2005, it would be very useful to find out what your views are on the above issues. If problems are being encountered with the application form or indeed the process itself, staff at this office are available to provide advice, guidance and assistance to try and resolve any issues acting as a barrier to applying to use the scheme. It would be helpful if your response could be provided by ……………………...

If you would like further information regarding the scheme this can be found on our website. In the meantime I have enclosed a general leaflet entitled “What is the Access to Funds scheme” for your information. Alternatively, if you wish a representative from this office to speak with you by telephone or to visit your team at your place of work, please contact the access to funds team at this office to make suitable arrangements.

Should you wish to discuss the matter further please do not hesitate to contact me at this office.

Yours sincerely

APPENDIX ‘B’

Mental Health Officers in Scotland

ATF Scheme Questionnaire

1.  Are you aware of the options under the amended ATF Scheme?              YES     NO

2.  Are you aware that the Public Guardian has an ATF team dedicated        YES     NO

     to providing advice, guidance and assistance?

3.  Do you consider the ATF scheme as an option when advising clients?
    YES     NO

4.  What other options do you consider?

	


5. If you considered the ATF scheme and decided it was not suitable for your organisation      

or client please explain why.

	


 6.   Are there any barriers you know of which may make ATF an unsuitable      YES    NO

       option for your organisation or clients?

	


7. How do you think the ATF scheme could be adapted to make it more accessible and    

      suitable for use?   

	


 8.   Do you have any other information/suggestions which you think may         YES    NO

        be relevant?

	










APPENDIX ‘C’

ATF Scheme Questionnaire

1.  Are you aware of the options under the amended ATF Scheme?        YES     NO

2.  Is ATF considered as an option when advising clients?

          YES     NO

3. If you considered ATF as an option and found it unsuitable, please explain why?

	


4. Is the ATF scheme too restrictive compared to guardianship order?     YES    NO

If yes please comment

	


5.   Are legal fees or the lack of remuneration an issue when considering      YES    NO

      ATF as an option?

6.   Are there other barriers that make ATF an unsuitable option?  Please      YES    NO  

      comment   

	


7.   Do you consider ATF too restrictive to operate?  Please comment            YES    NO

	


8.   Are there any other relevant comments that you would like to add?          YES    NO                                        

	

















APPENDIX ‘D’

	
	Fees/Med Cert
	Filling Forms
	Visitors
	Existing Cases
	Other
	Bank Problems
	New Enquiries
	TOTAL

	TOTAL JUNE 09
	2
	31
	7
	47
	47
	
	23
	156

	TOTAL JULY 09
	5
	44
	11
	137
	93
	
	25
	311

	TOTAL AUG 09
	4
	78
	6
	131
	68
	
	11
	298

	TOTAL SEPT 09
	7
	75
	13
	182
	87
	
	16
	380

	TOTAL OCT O9
	9
	65
	17
	159
	96
	16
	27
	389

	5 MONTH TOTAL
	27
	293
	54
	656
	391
	16
	102
	1534


APPENDIX ‘E’

POTENTIAL NEW ENQUIRIES CUSTOMER RECORD
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	Our Ref: ATF/Withdrawers

Date: 


Dear 

ACCESS TO FUNDS SCHEME

We recently sent you an application form to access funds.  It would appear that the completed form has not yet been submitted to this office.   

I would be grateful if you could answer the following questions and return this letter to us in the prepaid envelope provided by ……………..

	Do you still wish to apply to access funds?


	Yes / No (delete as appropriate)



	If yes, do you require any assistance in completing the application form? 

 
	Yes / No (delete as appropriate)

If yes, please provide a daytime telephone number so that we can contact you

​​​​​​​​​​​

	If no, what are the reasons for not applying?


	

	
	

	
	

	
	

	
	


I look forward to receiving your response.  Should you have any queries please contact this office. 

Yours sincerely

Access to Funds Officer

For the Public Guardian (Scotland) 

APPENDIX ‘G’

QUESTIONS FOR LOCAL AUTHORITY SENIOR OFFICERS GROUP 

	QUESTION
	RESPONSE

	What barriers do you anticipate or have you had to face in an application?


	 

	How do you think you could overcome the barriers or how did you overcome the barriers to an application?


	

	For those who have made applications is the scheme working for you?


	

	What problems, if any, do you anticipate or exist in your operation of the scheme?


	

	Do you think the scheme could be improved upon and if so how could this be achieved?


	

	For those operating the scheme how do you supervise the operation of the scheme within you organisation?


	

	Is staffing/funding an issue for you in thinking about, or in operating the scheme?


	

	If an issue, how do you think this could this be overcome?


	

	How many possible cases do you know of where ATF could be used?


	

	What is the view on LA’s having one designated account per adult rather than a single corporate account?


	


Bank Problems





Other





Fees/Med Certs





Arranging visits





Existing Cases





Completing Forms





New Enquiries 





4%





23%





2%





4%





41%





19%





7%





ATF Team Telephone Calls – 01 June till 31 October 2009 inclusive











Cases Registered  01.06.09 - 31.10.09





18%





82%





Solicitors





Lay Persons





CUSTOMER NAME ___________________________________________________________________





ADDRESS	______________________________________________________________________





		______________________________________________________________________





		______________________________________________________________________











CONTACT PHONE NO.	        ________________________________________








REFERRED BY    ________________________________________________________________








FORM SENT                                           ATF 1                                            ATF 2











Date 							Officer 
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