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About us
Porchlight is a charity which helps people who have nowhere to go and no-one to 
turn to. We stop people from losing their homes and help others to live safely and 
independently in communities across Kent. 

We work with people on the streets, in our supported housing and in local 
communities. We help people with their mental health, housing, education and 
employment so they can get where they want to be in life. 

At Porchlight we’re fighting for a fairer society where everybody has a safe place to 
call home and the chance to make a positive contribution.

www.porchlight.org.uk    Porchlight1974

Copyright © 2021 Porchlight. All rights reserved.

Registered charity No: 267116
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Contents
Introduction

We're proud to present Porchlight’s standards of support and care for homelessness 
services.

They have been developed to help us meet current and future skills requirements as 
our staff work hard to support people with increasingly complex needs.

They specify the standards of performance our staff must achieve in the workplace, 
together with the knowledge and understanding required for their roles.

They represent a promise to our staff: we'll make sure you have the support and tools 
to perform better in your roles and give your clients the best possible care.

The standards are about promoting safety, quality and inclusion. They help to connect 
our everyday practice with the charity’s mission, vision and values and underpin the 
competencies needed to support some of society’s most vulnerable people.

By putting these standards in place, we’re ensuring our clients receive a consistent 
level of high-quality support across all Porchlight services. They’ll help us to build 
a stronger workforce and move our practice forward as we work with health and 
housing colleagues to both prevent and respond to homelessness.

These standards mark an important moment for us as an organisation as we strive 
to meet our ambitious new strategy and tackle the inequalities that have been 
intensified by the Covid pandemic. They demonstrate our commitment to enhancing 
the services we provide and bringing about real change through the work that we do.

Mike Barrett

https://www.porchlight.org.uk/downloads/attachments/Building_a_fairer_future.pdf
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This document outlines our standards for safe and effective support and care when 
working with vulnerable people who are homeless or at risk of homelessness.

The Porchlight standards set out what our frontline staff must know, understand 
and be able to do to achieve our organisational purpose. These are ‘occupational 
standards’ because they focus on the knowledge, skills and behaviours which people 
bring to their work.

Our standards have been developed to reflect Porchlight’s values and services. They 
are also referenced to national standards and qualifications to provide a route to 
formal accreditation of occupational competence, for example:

• National Occupational Standards (NOS) – see Appendix 1.

• Care Certificate standards – see Appendix 2.

• Core Skills Training Framework (CSTF) – see Appendix 3.

• Regulated qualifications (eg, Diploma in Care) – see Appendix 4

Structure of the Porchlight standards
Each standard sets out key relevant capabilities including knowledge, skills and 
behaviours.

These capabilities could be the outcomes of education, training and/or experience.

We recognise that frontline staff working within Porchlight will have different levels of 
capabilities according to their role, so the standards are presented at three tiers:

Tier 1.  All staff
    Baseline capabilities for all staff including those who require a general 

understanding of homelessness and the support vulnerable people may 
need (eg, administration staff who work in frontline services).

Tier 2  Staff delivering frontline services
    Capabilities for staff responsible for working with a vulnerable person 

or people, but who could seek support from others for complex 
management or complex decision-making (eg, support workers).

Contents

Porchlight’s standards of 
support and care
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Tier 3  Staff leading and managing frontline services
    Capabilities for staff who can work with a high degree of autonomy and 

provide support in complex situations – and who may also lead services 
(eg, specialist frontline workers and managers of frontline services). 

Uses of the Porchlight standards
• Designing individual or team job descriptions and personnel specifications 

(including developing new ways of working as services develop and evolve)

• Cross referencing with policies and procedures

• Assessment in the recruitment and selection process against required capabilities

• Performance management (for example, appraisal, competency framework, 121 
supervision and capability procedures) against transparent standards

• Planning career succession/ progression

• Designing and commissioning individual and organisational development plans

• Commissioning suitable sub-contractors (for example, when Porchlight is the 
prime contractor) to deliver a required standard of service 

• Providing evidence to support funding bids and provide evidence to regulators.

Contents
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Our Vision, 
Mission 
&Values
Our vision
We strive for a fairer society where vulnerable people find stability, the most 
excluded are included, and where homelessness and poverty are things of the past.

Our mission
To change lives for the better by:

Our values
Inclusiveness  |  Integrity  |   Compassion  |  Empowerment  |  Passion  |  Innovation

Preventing people from 
becoming homeless 
through the provision of 
timely and personalised 
support services

Providing housing, education, 
employability and personal 
development support to the 
most vulnerable and isolated 
people in our communities

Challenging negative 
attitudes towards people 
who are homeless, living 
with mental ill health, or 
living in poverty
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Domain A

Core standards
Introduction
This domain focuses on 12 core standards which are relevant to all Porchlight staff 
and which underpin the delivery and development of all our services.

Some standards are applicable at one tier, and some standards are presented at more 
than one tier to represent increasing levels of responsibility, autonomy and complexity 
within the workforce.

All the standards are underpinned by our vision, mission and values.

Standard A1. Understanding homelessness
Tier 1. All staff will:
a) Be aware of the prevalence and causes of homelessness.

b) Be aware of approaches to preventing homelessness.

c) Know about the services provided by Porchlight.

Tier 2. Staff delivering frontline services will:
Tier 1 +

d) Understand the prevalence and causes of homelessness.

e) Understand a range of approaches to preventing homelessness.

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

f) Analyse and evaluate approaches to preventing homelessness

g)  Demonstrate a comprehensive understanding of national, regional and local 
housing / homelessness policy

Porchlight policy

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Care Certificate Standard 1. Understand your role
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Domain A

Standard A2. Understanding mental health
Tier 1. All staff will:
a) Be aware of the prevalence and causes of poor mental health

b) Be aware of approaches to preventing and recovering from mental ill-health

c) Know about the services provided by Porchlight

Tier 2. Staff delivering frontline services will:
Tier 1 +

d) Understand the prevalence and causes of poor mental health

e)  Understand a range of approaches to preventing and recovering from mental ill-
health

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

f)  Analyse and evaluate approaches to preventing and recovering from mental ill-
health

g)  Demonstrate a comprehensive understanding of national, regional and local 
mental health strategies

Porchlight policy POL_HWB_SU health & wellbeing for people we support

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Care Certificate Standard 9. Awareness of mental health, dementia and 
learning disability

Level 3 Diploma in 
Care

Unit 309 Understand mental health problems

Unit 365 Facilitate and monitor housing and 
accommodation services to support individuals with 
mental health needs

Unit 405 Enable individuals with mental health problems 
to develop alternative coping strategies
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Domain A

Standard A3. Health and safety
Tier 1. All staff will:
a)  Understand own responsibilities and the responsibilities of others relating to 

health and safety at work

b)  Understand the key hazards, risks and critical control measures of their work 
activities

c) Understand arrangements for health, safety, and wellbeing

d)  Understand the importance of reporting health and safety concerns and how to 
do so

e)  Understand the importance of reporting accidents, ill health and incidents 
including near misses

f) Understand key infection control measures

g) Understand how to safely operate work equipment and handle substances

h) Understand fire prevention principles and emergency arrangements

Tier 2. Staff delivering frontline services will:
Tier 1 +

i) Understand relevant safe systems of work.

j)  Understand the importance of risk indicators, recording data and escalation routes

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

k) Understand key health and safety legislation and supporting guidance

l)  Understand the importance of leadership and be able to promote a positive 
health and safety culture

m)  Understand the importance of sensible and proportionate risk management and 
be able to develop suitable arrangements to manage health, safety and wellbeing

n)  Understand the importance of consultation and role of representatives of 
employee health and safety

o)  Understand the importance of and be able to allocate sufficient resources for 
work activities

p)  Be able to provide suitable information, instruction, training, and supervision to 
ensure the health and safety of employees and others

q)  Understand the importance of and be able to monitor the effectiveness of 
arrangements. 
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Domain A

Porchlight policy POL_HEALTH: Health & safety 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC 0032 – Promote health, safety and security in 
the work setting.

Care Certificate Standard 13. Health and safety Standard 15. Infection 
prevention and control

Core Skills Training 
Framework (CSTF)

Health, safety and welfare Fire safety

Level 3 Diploma in 
Care

Unit 302 Promote health, safety and wellbeing in care 
settings



12

Domain A

Standard A4. Safeguarding
Tier 1. All staff will:
a) Be able to recognise potential indicators of abuse, harm and neglect

b)  Understand their responsibility to report safeguarding concerns, know how to 
report these concerns and from whom to seek advice

Tier 2. Staff delivering front line services will:
Tier 1 +

c)  Understand the issues surrounding suspicion of abuse, harm and neglect and 
know how to:

 • Effectively manage uncertainty and risk

 • Provide preventative solutions and 

 • Give proportionate advice

d)  Be able to document concerns that prioritise safeguarding protection and the 
required organisational and legal processes

e)  Know how and when to refer to social care in accordance with organisational 
policies if a safeguarding concern is identified

f)  Understand key statutory and non-statutory guidance and legislation including 
the Human Rights Act and mental capacity legislation

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

g)  Know how to apply the lessons learnt from audit and serious case reviews/case 
management reviews/significant case reviews to improve practice

h) Promote a safeguarding culture in all Porchlight services

i)  Ensure documentation of concerns is of a good quality, providing management 
oversight, scrutiny and challenge to staff

j)  Encourage and facilitate reflective practice to provide opportunities to learn from 
experience
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Domain A

Porchlight policy POL_SG: Safeguarding 

Safeguarding manual - adults and young persons 

Kent & Medway safeguarding children procedures

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC0024 Support the safeguarding of individuals

SCDHSC0035 Promote the safeguarding of individuals

SCDHSC0034 Promote the safeguarding of children and young 
people

Care Certificate Standard 10. Safeguarding adults 

Standard 11. Safeguarding children

Core Skills 
Training 
Framework 
(CSTF)

Safeguarding adults 

Safeguarding children 

Preventing radicalisation

Level 3 Diploma in 
Care

Unit 201 Safeguarding and protection in care settings
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Domain A

Standard A5. First aid
All designated first aid staff in frontline and office-based services will:

a) Be able to recognise cardiorespiratory arrest

b) Know how to summon immediate emergency help

c)  Be able to initiate an appropriate emergency response which may include CPR, 
management of choking, use of the recovery position in accordance with current 
guidelines (eg, UK Resuscitation Council Guidelines)

d)  Understand their individual role and responsibilities in an emergency first aid 
situation

e)  Understand their individual responsibilities in reporting and recording details of an 
emergency event

Porchlight policy POL_HEALTH: Health & safety 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Care Certificate Standard 12. Basic life support

Core Skills Training 
Framework (CSTF)

Resuscitation

Level 3 Diploma in 
Care

Unit 302 Promote health, safety and wellbeing in care 
settings
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Domain A

Standard A6. Being person-centred
Tier 1. All staff will:
a) Understand and respect that people are experts in their own lives

b)  Recognise the diverse needs and wishes of people, which may differ from one’s 
own

c)  Understand that a person’s life story can offer insight into their priorities and 
wellbeing

Tier 2. Staff delivering front line services will:
Tier 1 +

d)  Be able to assess the needs, concerns and priorities of people and those 
important to them in a person-centred way

e)  Understand the important contribution that supporting individual decisions and 
choices can make to improving quality of life for clients and helping them to 
achieve their goals

f) Understand that a person’s needs and wishes may change over time

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

g)  Understand how the interactions of different aspects of an individual’s life are 
dynamic and how vulnerabilities in some areas might be overcome by promoting 
resilience in other areas

h)  Be able to use people’s feedback and person-centred outcomes to co-produce 
improvements in services with those who use them

i)  Be able to provide staff with the structures that enable person centred work such 
as reflective practice and clinical supervision

Porchlight policy POL_HWB_SU Health & wellbeing for people we support

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC0332 Promote individuals’ positive self-esteem and 
sense of identity SCDSW10 Support people to participate in 
decision-making processes

Care Certificate Standard 5. Work in a person-centred way

Level 3 Diploma in 
Care

Unit 307 Promote person-centred approaches in care 
settings Unit 319 Understand person-centred thinking and 
planning
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Domain A

Standard A7. Communication
Tier 1. All staff will:
a) Understand the importance of effective communication at work

b)  Know how to meet the communication and language needs, wishes and 
preferences of individuals

Tier 2. Staff delivering front line services will:
Tier 1 +

c)  Be aware of environments and approaches for communicating effectively about 
difficult, complex and sensitive issues and the importance of active listening

d)  Understand the importance of effective communication in preventing or diffusing 
conflict or challenging behaviour

e)  Understand the principles and practices relating to confidentiality

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

f)  Promote effective communication, including how to reduce barriers to effective 
communication

Porchlight policy POL_COMM: Communications 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC0031 Promote effective communication

Care Certificate Standard 6. Communication

Level 3 Diploma in 
Care

Unit 303 Promote communication in care settings Unit 310 
Work with individuals who have specific communication 
needs
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Domain A

Standard A8. Working with colleagues and other agencies
Tier 1. All staff will:
a)  Ensure own work is within professional and personal scope of practice and 

access advice when appropriate

Tier 2. Staff delivering frontline services will:
Tier 1 +

b)  Promote effective team working and value the importance of working 
collaboratively

c)  Ensure effective communication between colleagues and other agencies where 
there is shared support and care for an individual

d)  Take responsibility for one’s own well-being and promote the well-being of 
colleagues, escalating any causes for concern appropriately

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

e)  Initiate effective team activity as a lead member and understand the importance 
of effective team dynamics

f)  Work within and across teams, managing the complexity of transition from one 
team to another or membership of multiple teams

g)  Understand the importance of effective integrated working and the range of 
services which may be involved in interprofessional collaboration, for example; 
primary care, mental health practitioners, drug and alcohol services, police, 
community teams, housing support and end of life care

Porchlight policy POL_HWB_STAFF Staff health & wellbeing 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDCCLD 0338 – Develop productive working relationships 
with others 

SCDHSC 3121 – Promote the effectiveness of teams

Care Certificate Standard 1. Understand your role

Level 3 Diploma in 
Care

Unit 387 Contribute to effective team working in health and 
social care
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Domain A

Standard A10. Data protection and information security
Tier 1 and 2. All staff will:
a)  Understand the principles of information governance and the importance of data 

security

b) Understand the different types and value of information

c)  Understand the principles of data protection, including how to ensure the 
confidentiality, integrity and availability of data

d) Be aware of threats to data security and know how to avoid them

e) Be able to identify data breaches and incidents and know what to report

f) Understand fundamentals of the Data Protection Act 2018

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

g)  Understand local data sharing agreements and be able to implement these safely 
within the service that they are responsible for

Porchlight policy POL_DATA: Data protection 

POL_INFO: Information security

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC0031 Promote effective communication

Care Certificate Standard 14. Handling information

Core Skills Training 
Framework (CSTF)

Information governance and data security

Level 3 Diploma in 
Care

Unit 304 Promote effective handling of information in 
care settings
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Domain A

Standard A11. Information collection and entry
Tier 1. All staff will:
 a) Understand the importance of keeping full and accurate records

 b) Know how to enter accurate information onto databases

Tier 2. Staff delivering front line services will:
Tier 1 +

c) Understand the importance of keeping up to date and accurate client records

d) Know how to enter accurate information onto the database

e) Know how to use the database in relation to individuals’ safety and recovery

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

f)  Understand the importance of keeping accurate records in relation to service 
performance, outcomes and contract retention

g) Know how to support other staff to keep up to date and accurate records

h)  Be able to use data to examine performance, quality of practice, trends and gaps 
in services

Porchlight policy POL_DATA: Data protection 

PRO_INFO_6: Record retention & file management 

PRO_QUAL_3: Record keeping

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC3115 Process information for use in decision-
making

Care Certificate 14. Handling information

Level 3 Diploma in 
Care

Unit 304 Promote effective handling of information in 
care settings
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Domain A

Standard A12. Equality, diversity and inclusion
Tier 1. All staff will:
a)  Understand the terms of equality, diversity and inclusion and how they are 

applied in Porchlight

b)  Treat others with dignity, courtesy and respect and value people as individuals

c)  Understand the purpose and benefits of monitoring equality, diversity and 
inclusion

d)  Recognise the benefits that an effective approach to equality, diversity and 
inclusion can have on society, organisations and individuals

e)  Know what to do if there are concerns about equality and diversity practices, 
including how to use the whistleblowing procedure and other related procedures 
such as anti-bullying and dignity at work

Tier 2. Staff delivering frontline services will:
Tier 1 +

f)  Understand the impact that discrimination and stigma may have on the life of 
vulnerable and homeless people

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

g)  Lead practice and an organisational culture that values and respects equality, 
diversity and inclusion

h)  Understand how to develop systems and processes that promote equality, 
diversity and inclusion, as well as appropriately challenge poor practice and 
behaviours

Porchlight policy POL_EQOPS: Equal opportunities 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC3111 Promote the rights and diversity of 
individuals

Care Certificate Standard 4. Equality and diversity

Core Skills Training 
Framework (CSTF)

Subject: Equality, diversity and human rights

Level 3 Diploma in Care Unit 306 Promote equality and inclusion in care 
settings
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Domain B

Service delivery standards 
Kent Homeless Connect Coach
Introduction
This domain focuses on standards for delivery of Porchlight’s homelessness services. 
These standards are ‘role-specific’, as in they are required for the delivery of 
homelessness services and some standards may not be applicable to all services.

These standards will link closely to Porchlight standards for:

• Mental health services

• Housing First

• Outreach services

• LGBT+ services

• Community services

• Housing management services

Kent Homeless Connect
Kent Homeless Connect (KHC) helps people who are homeless or at risk of becoming 
homeless. The service offers a network of specialist services that work to prevent 
people from losing their homes. If people have already become homeless, KHC helps 
them to access and maintain accommodation.

The service uses an integrated and strength-based approach to help people who need 
additional support to avoid or recover from homelessness. KHC also helps people to 
be healthy, find a stable home, or manage their tenancy or their finances so that they 
can move away from homelessness for good.

A high proportion of KHC’s clients have multiple and complex needs that they need 
support to address. The following standards set out the areas Porchlight believes are 
essential to providing an effective and quality focused service.

Supported housing: national statement of expectations
The National Statement of Expectations (NSE) for supported housing sets out the 
government’s vision for ways of working in the sector and recommendations for 
standards in accommodation. It is an important step in establishing what good looks 
like and how it can be achieved. This is part of our work to improve oversight, ensure 
quality and value for money.

The following standards support the NSE standard of ‘ensuring safe and good quality 
supported housing’ through comprehensive training and improved practice.

KENT
H    MELESS
C    NNECT
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Domain B

Phasing and layering
Phasing and layering is an approach that recognises the different stages of recovery 
and how needs change as people progress through a project or service.

A phased 
approach to 
supporting 
clients to 
reintegrate

• Initial physical health 
assessment

• Harm reduction
• Emergency care if needed

• Sign up with primary care
• Short- & long-term 

treatment needs
• Improve diet
• Increase exercise

• Support ongoing 
engagement with physical 
health services

• Transition of care

• Care transferred to primary 
care (if continued care 
needed)

• Initial mental health 
assessment

• Reduce stress and anxiety
• Referral to mental health 

services
• Understand trauma

• Engagement with services
• Stabilisation/medication
• Empowerment
• Psychological 

interventions

• Support ongoing 
engagement with mental 
health services

• Transition of care
• Psychological 

interventions (e.g. CBT)

• Care transferred to CMHT  
(if continued care needed)

• Long-term counselling/
therapy?

• Increase safety
• Support individual off 

streets
• Assess priority need
• Local authority referral

• Supported 
accommodation

• Local authority housing
• Social housing
• Private rented sector

• Pre-tenancy training
• Trying out independent 

living
• Landlord support
• Mediation

• Support from Porchlight if 
needed

• Independent living

• Harm reduction
• Reduction in use
• Discuss idea of support
• Referral to services

• Engagement with services
• Prescription
• Structured interventions
• Residential services

• Support ongoing 
engagement with addiction 
services

• Recovery communities
• Self-help groups (AA, NA 

etc.)

• Care transferred to drug 
and alcohol service (if 
continued care needed)

• Build trust
• Rebuild self-control
• Increase social connection
• Increase safety

• Social connection
• Mental stimulus/learning
• Physical stimulus
• Volunteering

• Social connection
• Mental stimulus/learning
• Physical stimulus
• Volunteering

• Increase social connection
• Activities embedded in the 

local community

• Introduce idea of ETE / 
POD

• Participation in some POD 
activities

• Participation in POD 
activities

• Education and training
• Support with job centre
• Creativity supported

• Team activities
• Arts activities
• Training courses
• Employment/education 

support

• Employment advice/ 
support if needed

• Learning difficulties/ASD/
ADHD?

• Domestic violence?
• Wernicke-Korsakoff 

syndrome?
• Relationship breakdown/

family?

• Engagement with support 
services

• Stabilisation/medication
• Specific counselling/CBT?
• Family support services?

• Support ongoing 
engagement with services/
therapy

• Appropriate wellbeing/
employment activities

• Care transferred to 
responsible services to 
meet ongoing needs

Physical healthPhysical health

Mental healthMental health

AccommodationAccommodation

Drugs and
alcohol
Drugs and
alcohol

WellbeingWellbeing

ETEETE

OtherOther
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Domain B

Standard B1. Engagement
Tier 2. Staff delivering frontline services will:
a)  Understand how a trauma informed approach enables clients to feel safe and 

develop trust

b)  Be able to implement trauma informed care approaches during engagement, 
transition and throughout stabilisation periods

c)  Recognise the impact that past traumatic events may have had on clients and 
how that can be expressed in their behaviour towards themselves and others

d)  Be able to recognise where specific instances of trauma may have been 
experienced such as modern slavery, domestic abuse and violence and raise 
safeguarding alerts/refer into specific services as appropriate

e)  Understand how trauma can impact upon and be experienced by specific groups 
of people in different ways. This could include women, LGBT+ people, ethnically-
diverse and neuro-diverse communities

f)  Understand the importance of making the first contact welcoming, engaging and 
non-judgemental

g)  Be able to clearly explain non-judgemental approaches of trauma informed care 
to clients who may need the service

h)  Understand how connections between coexisting problems and/or conditions 
may increase complexity and the severity of the problems faced by individuals

i)  Be able to explain and discuss a range of internal and external services that may 
be needed to address the needs and concerns of the client

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

j)  Be able to explain and promote the importance of using trauma informed care 
approaches in all Porchlight services

k)  Be able to train and support new staff to develop the competencies to engage 
people positively and appropriately
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Domain B

Porchlight 
policy

PRO_LEARN_5: Psychological informed environments 

PRO_LEARN_6: Trauma informed care extending PIE

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Relevant 
NOS

P1 communicate with others in a manner which: 

P1.1 is appropriate to them 

P1.2 encourages an open exchange of views and information 

P1.3 minimises any constraints to communication 

P1.4 is free from discrimination and oppression 

P1.5 acknowledges the rights of everyone present and is 
supportive of those rights 

P2 maintain the environment in a way which encourages 
meaningful interactions

Level 3 
Diploma in 
Care

Unit 321 Positive behaviour support in adult care 

Unit 322 Promote positive behaviour 

Unit 323 Enable individuals to develop strategies to manage their 
behaviour 

Unit 324 Support positive risk taking for individuals 

Unit 325 Support individuals during a period of change 

Unit 329 Support individuals to access and use services and 
facilities 

Unit 380 Understand advance care planning
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Domain B

Standard B2. Lone working
Tier 2. Staff delivering frontline services will:
a) Understand organisational policies on personal safety, security and lone working

b)  Understand the potential risks arising from activities that occur outside normal 
working hours or in uncontrolled environments and take appropriate preventative 
action

c)  Be able to assess potential risks to personal safety and security arising in the 
immediate working environment

d)  Identify potential risks in one-to-one sessions and take appropriate preventative 
action

e)  Assess potential risks to self in making home visits and identify ways of 
minimising them

f)  Be able to evaluate the risks involved in situations involving conflict, challenge or 
heightened states of emotion, plan appropriate action and inform relevant staff/
outside agencies

g)  Be able to utilise appropriate working practices that will minimise exposure to 
potentially dangerous situations

h)  Be able to conduct interviews and one-to-one sessions in safe and accessible 
locations

i)  Ensure that other colleagues are aware of planned activities and that lone 
working procedures are followed

j)  Discuss and review complex situations or where risk has escalated with senior 
colleagues and agree an appropriate course of action

k) Understand and follow agreed procedures in the event of emergencies

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

l)  Be able to train and support new staff to develop the competencies to undertake 
agreed risk assessment and lone working processes

m)  Be able to review lone working situations where concerns have been raised or 
risk levels increased so that the safety of staff in maintained

n)  To ensure that where risks have been identified that appropriate actions are taken 
to maintain the safety of staff (Porchlight and other services), other clients and 
members of the public

Porchlight policy PRO_SAFETY_4 Lone working

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS ASTH222 – Ensure personal safety and security when lone 
working
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Standard B3. Assessment and support planning
Tier 2. Staff delivering frontline services will:
a)  Understand the importance of gaining clear and accurate information relating to 

clients’ current situation, history and personal strengths

b)  Be able to positively engage clients needing assessment and build trusting 
relationships that involves the individual in the assessment of their needs

c)  Be able to undertake an initial and/or comprehensive assessment to identify and 
prioritise a client’s needs in relation to their circumstances, environment and 
concerns

d)  Be able to appropriately assess and discuss a client’s needs in relation to the 
nine protected characteristics and their potential connection

e)  Be able to understand and assess the connections between coexisting problems 
and/or conditions to ensure that clients can access appropriate care and support 
services

f)  Be able to support individuals to understand the range of services and care 
pathways that will help to support their recovery

g)  Know how to develop initial care and support plans that involve the individual and 
ensure priority needs are appropriately addressed

h)  Know how to make a referral into external services and ensure that the client is 
involved in this referral

i)  Understand and know how to refer into internal and external care and support 
pathways that are appropriate to individual’s needs

j)  Be able to utilise assessment and care planning tools that support a cyclical and 
inclusive process of assessment and review

k)  Know how to involve individuals in longer term care and support planning so that 
they develop the appropriate skills for independent decision making in their life

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

l)  Be able to train and support new staff to develop the competencies to undertake 
agreed assessment and care planning processes

m)  Be able to facilitate effective case reviews to support the assessment and care 
planning process of clients with multiple complex needs

n)  Understand the importance of consistency across the organisation in relation to 
appropriate and competent assessment and care planning practice

o)  Be able to provide effective oversight in relation to the quality of assessments 
and care planning being undertaken in the service
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Porchlight policy POL_KEY: Caseworking & support policy 

PRO_INFO_6 Record retention & file management

PRO_QUAL_3 Record keeping 

PRO_QUAL_4 File audit process

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Porchlight tools • KHC manual  

• Signs of success  

• Motivational interviewing 

• Measure Yourself Concerns and Wellbeing (MyCaw)

Level 3 Diploma in 
Care

Unit 318 Coordinate the progress of individuals through 
care pathways 

Unit 320 Facilitate person centred assessment, planning, 
implementation and review 

Unit 321 Positive behaviour support in adult care 

Unit 322 Promote positive behaviour 

Unit 325 Support individuals during a period of change 

Unit 329 Support individuals to access and use services 
and facilities 

Unit 380 Understand advance care planning
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Standard B4. Risk assessment and management
Tier 2. Staff delivering frontline services will:
a)  Understand the importance of gaining clear and accurate information relating to 

the risk that a client might pose to themselves and/or other people

b)  Know how to appropriately and sensitively use the agreed risk assessment and 
planning tools to help ensure the safety of the client and other people

c)  Understand the key areas of risk to the client and risk to other people which can 
include abuse, aggression, physical health, mental health, substance use and 
non-compliance with medication

d)  Be able to undertake a mental health needs and risk assessment sufficiently to 
know how and when to refer to statutory mental health services

e)  Be able to undertake drug and alcohol needs and risk assessment sufficiently to 
know how and when to refer to specialist substance use services

f)  Know how to obtain additional information regarding a client’s mental health, 
substance use and/or potential risk areas that may include exploitation, increased 
overdose risk and illegal drugs being used to self-medicate

g)  Understand how risk areas can be connected and amplify risk levels such as dual 
diagnosis or alcohol use and aggressive behaviour

h)  In conjunction with the client and other relevant services, be able to develop 
appropriate risk management and support plans

i)  Be able to undertake appropriate and regular risk reviews in accordance with 
Porchlight policy, an escalation in risk and/or a serious untoward incident

j)  Know when to escalate concerns regarding risk, level of care/support required 
and professional involvement needed to support the client safely

k)  Know how to report safeguarding and incident concerns and manage these 
appropriately in accordance with Porchlight’s safeguarding and incident policy

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

l)  Be able to train and support new staff to develop the competencies to undertake 
agreed risk assessment and risk management plans

m)  Be able to facilitate effective risk reviews to support the risk management and 
planning process of clients with challenging behaviour, complex needs and high 
risk mental ill-health

n)  Understand the importance of consistency across the organisation in relation to 
appropriate and competent risk assessment and management

o)  Be able to provide effective oversight in relation to the quality and effectiveness 
of risk assessments, risk management plans, risk reviews and serious event 
audits (SEAs)
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Porchlight 
policy

PRO_HWB_SU_2 Suicide prevention & self harm procedure 

PRO_SAFETY_6 Risk assessment of service users PRO_

HEALTH_22: Risk assessment for new & expectant mothers 

PRO_STAFF_15 Working with serious offenders Safeguarding 
manual – adults and young persons

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Clinical 
guideline

Coexisting severe mental illness (psychosis) and substance 
misuse: assessment and management in healthcare settings 

Clinical guideline [CG120] NICE

Porchlight 
tools

• Signs of success 

• My safety plan

NICE Standard Quality standard [QS188]

Level 3 
Diploma in 
Care

Unit 320 Facilitate person centred assessment, planning, 
implementation and review 

Unit 323 Enable individuals to develop strategies to manage their 
behaviour 

Unit 324 Support positive risk taking for individuals 

Unit 380 Understand advance care planning
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Standard B5. Managing challenging behaviour
Tier 2. Staff delivering frontline services will:
a)  Understand the range of contributory factors that can lead to challenging 

behaviour and how they can potentially be resolved

b)  Be able to reduce the chances of challenging and/or violent behaviour through 
appropriate risk assessments and mitigating actions

c)  Be able to positively work with clients to understand the reasons for and potential 
outcomes of their behaviour

d)  Be able to implement a strength based and proactive strategies to promote 
positive changes in behaviour and increased coping skills

e)  Be able to effectively manage incidents of challenging behaviour that help to de-
escalate potentially volatile/violent situations

f)  Be able to complete incident reports accurately and contribute to incident 
reviews of challenging behaviour

g)  Be able to offer appropriate support to all people who have been involved in an 
incident

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

h)  Be able to provide support, training and guidance for staff managing challenging 
behaviour and incidents in services

i)  Be able to contribute to incident reviews and implement learning/improved 
practice from those reviews

Porchlight policy PRO_HEALTH_3 Management of work-related violence

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC0336 Promote positive behaviour 

Contribute to the prevention and management of abusive and 
aggressive behaviour
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Standard B6. Key working and psychosocial interventions
Tier 2. Staff delivering frontline services will:
a)  Be aware of the range of evidence based psychosocial interventions used within 

Porchlight and their appropriateness at different stages of recovery

b)  Be able to use agreed service interventions to work co-productively with clients 
on their care planning and progress towards recovery

c)  Be able to employ effective listening skills in group and one to one interventions 
with clients

d)  Be able to effectively employ a strength-based approach that supports clients to 
understand their assets and how these can be used to support recovery

e)  Be able to coordinate and help clients navigate through internal and external 
pathways of care, support and recovery according to their needs and aspirations

f)  Be able to effectively review care and support plans so they remain appropriate 
and relevant to the client and their recovery

g)  Be able to accurately record key working and psychosocial interventions on the 
database that shows working areas, progress made and client involvement

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

h)  Be able to provide support, training and guidance to staff on the range of 
evidence based psychosocial interventions used within the services they are 
responsible for

i)  Be able to provide oversight on how key working and psychosocial interventions 
are recorded on the database

j)  Be able to communicate how we use evidence based interventions to outside 
providers and partners

Porchlight policy POL_KEY: Caseworking & support 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SFHAI1 Use recognised theoretical models to provide 
therapeutic support 

Level 3 Diploma in 
Care

Unit 327 Provide support to individuals to continue 
recommended therapies
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Standard B7. Mental health and wellbeing
Tier 2. Staff delivering frontline services will:
a)  Understand the range of mental health illnesses and typical treatment pathways 

required for common and serious mental health problems

b)  Be able to identify a client’s potential mental health needs and refer to an 
appropriate health service for diagnosis, treatment and support

c)  Understand the connection between mental illness and substance use and be 
able to refer into drug and alcohol services as appropriate

d)  Use a recovery focused approach in working alongside clients with mental health 
needs and agree plans to meet their needs

e)  Be able to develop effective crisis plans and support the client to implement 
these should they become unwell and need additional/statutory support

f)  Understand how to identify the physical health needs of individuals with mental 
health needs that lead to health inequalities

g)  Maintain active support for clients with mental health needs and work alongside 
them in their recovery journey

h)  Be able to recognise when a client’s mental health is deteriorating and support 
them to access the appropriate mental health services

i)  Understand which groups of people have higher self-harm and suicide rates and 
may have a higher risk when they are referred and throughout their recovery

j)  Understand the connection between self-harm and increased risks for suicide 
and be able to share concerns through safeguarding protection procedures

k)  Be able to support individuals to develop activities and life areas that support the 
improvement of their mental resilience and wellbeing

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

l)  Be able to provide support and guidance to staff regarding supporting clients 
with mental health problems and accessing mental health services

m)  Be able to effectively liaise with local mental health services to ensure that clients 
receive appropriate statutory care

n)  Be able to take reasonable steps to ensure that staff recognise the limits of their 
competence and the services limitations and do not attempt to practise beyond 
them

o)  Understand the local mental health systems and be able to advocate on behalf of 
a client to ensure they get the support they need

p)  Be able to provide effective management oversight that ensures clients with 
mental health problems are receiving the appropriate level and right kind of 
support
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Porchlight 
policy

POL_HWB_SU: SU Health & wellbeing  

POL_HWB_SU_2: Suicide prevention & self harm

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SFHMH14 Identify potential mental health needs and related 
issues

Level 3 Diploma 
in Care

Unit 309 Understand mental health problems 

Unit 365 Facilitate and monitor housing and accommodation 
services to support individuals with mental health needs 

Unit 405 Enable individuals with mental health problems to 
develop alternative coping strategies
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Standard B8. Physical health and wellbeing
Tier 2. Staff delivering frontline services will:
a)  Understand the range of physical health problems that are associated with 

poverty, inequality and sleeping rough

b)  Understand the connection between drug and alcohol use and the development 
of specific physical health problems

c)  Understand how the connection between mental illnesses, including the use 
of certain medications and the increased risk of developing physical health 
problems

d)  Be able to support clients in their recovery from physical health problems and 
adjust care and support needs as appropriate

e)  Be able to support individuals to develop activities and life areas that support the 
improvement of their physical wellbeing

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

f)  Be able to provide support and guidance to staff regarding supporting clients 
with physical health problems and accessing physical health services

g)  Be able to effectively liaise with local physical health services to ensure that 
clients receive appropriate statutory care

Porchlight policy POL_HWB_SU: SU Health & wellbeing  

PRO_HEALTH_23: Epipen

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC3112 Support individuals to manage their own health 
and social well-being

Level 3 Diploma 
in Care

Unit 221 Principles of health promotion 

Unit 237 Support individuals to carry out their own health care 
procedures 

Unit 315 Communicate with individuals about promoting their 
health and wellbeing 

Unit 331 Provide information and advice to individuals on 
eating to maintain optimum nutritional status 

Unit 362 Understand long term conditions and frailty 

Unit 371 Diabetes awareness 

Unit 401 Promote the physical health of individuals with mental 
health needs
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Standard B9. Drug and alcohol dependency
Tier 2. Staff delivering frontline services will:
a)  Understand the range and types of substances used, their effects and different 

routes of administering these substances

b)  Be able to assess an individual’s needs in relation to their drug and/or alcohol use 
and be able to refer them into substance misuse services

c)  Understand the connection between substance use and mental illness and be 
able to refer into mental health services as appropriate

d)  Be able to describe how different substances work in the brain and body to 
clients who may experiencing problems with substance use

e)  Understand the physical harms associated with different types and combinations 
of drug and alcohol use and be able to give appropriate harm reduction advice 
based upon an individual’s use and stage of recovery

f)  Be able to assess and act upon increasing and immediate risks of danger to 
people using drugs and alcohol

g)  Understand the signs of an opiate overdose and how to administer Naloxone as 
needed

h)  Be able to use appropriate structured interventions that help clients to stabilise, 
reduce and stop their use of drugs and/or alcohol as they have identified

i)  Be able to work with the client to develop individual move-on and after care plans 
that help to ensure that identified support needs are provided in the community

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

j)  Be able to provide support and guidance to staff regarding supporting clients 
with drug and alcohol problems and accessing substance misuse and identified 
health services

k)  Be able to effectively liaise with local substance misuse services to ensure that 
clients receive appropriate treatment and care

l)  Be able to provide effective management oversight that ensures clients with drug 
and alcohol problems are receiving the appropriate level and right kind of support
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Porchlight policy POL_HWB_SU: SU Health & wellbeing  

POL_SG: Safeguarding 

PRO_DR_1: Dealing with emergencies 

PRO_HEALTH_24: Naloxone 

PRO_STAFF_15: Working with serious offenders

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SFHAB2 Support individuals who misuse substances

Level 3 Diploma 
in Care

Unit 375 Recognise when substance misuse is indicated and 
refer individuals to specialists 

Unit 376 Support individuals who are substance users 

Unit 377 Carry out comprehensive substance misuse 
assessment
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Standard B10. Domestic abuse
Tier 2. Staff delivering frontline services will:
a)  Understand the different types of domestic abuse and how these relate to 

homelessness and the increased risk of homelessness

b)  Understand that domestic abuse also occurs between couples who are homeless 
and that overall vulnerability is increased when people, particularly women, are 
sleeping rough

c)  Be able to utilise trauma informed care approaches to support individuals who 
may have experienced domestic abuse and/or violence

d)  Be able to support individuals who have experienced domestic abuse and are 
entering supported accommodation to feel safe and secure within their home

e)  Be able to refer clients to appropriate support and legal services and support 
their access to these services

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

f)  Be able to provide support and guidance to staff working with clients who have 
experienced domestic abuse and violence in powerless positions

g)  Be able to positively manage women only spaces and houses within their 
supported accommodation cluster that provide safe places for women and 
people who may have experienced violence in a powerless position

h)  Be able to liaise effectively with services working with domestic violence to help 
ensure that clients get appropriate and responsive services and support

Porchlight policy PRO_SG_ADULT: Safeguarding adults 

PRO_SG_CHILD: Safeguarding children and young people 

POL_SG: Safeguarding

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC0024 Support the safeguarding of individuals 

SCDHSC0035 Promote the safeguarding of individuals 

SCDHSC0034 Promote the safeguarding of children and young 
people

Care Certificate Standard 10. Safeguarding adults 

Standard 11. Safeguarding children

Level 3 Diploma 
in Care

Unit 201 Safeguarding and protection in care settings
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Standard B11. Neurodiversity (eg autism, ADHD)
Tier 2. Staff delivering frontline services will:
a)  Understand that ‘neurodiversity’ encompasses a range of neurodevelopmental 

presentations/conditions that can result in differences across a range of areas 
such as sociability, learning, communication, attention and mood

b)  Understand that some people will have more than one neurodevelopmental 
presentation/condition and that some neurodiverse people will be considered 
disabled under the Equality Act 2010

c)  Understand that neurodiverse individuals may be negatively impacted as a 
consequence of environmental, social barriers

d)  Be able to recognise the indicators of autism, attention deficit hyperactivity 
disorder (ADHD) and other neurodevelopmental conditions that would signal the 
need for further support and/or assessment

e)  Be able to implement person centred approaches to gain insight into individual 
perspectives and personal preferences regarding their support and reflect this 
within their care and support plans

f) Be able to refer neurodiverse clients to specialist care and support services

g)  Be able to identify practical strategies to offer person-centred support to 
neurodiverse individuals in a range of day-to-day situations

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

h)  Be able to provide support and guidance to staff regarding the support of clients 
with neurodiverse conditions

i)  Be able to provide effective management oversight that ensures neurodiverse 
clients are receiving the right kind of support

Porchlight policy POL_HWB_SU: SU Health & wellbeing 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus
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Standard B12. Housing and financial support
Tier 2. Staff delivering frontline services will:
a)  Understand the housing rights and responsibilities of individuals in the UK in 

relation to their age, physical and mental health and disability

b)  Be able to assess an individual’s housing and financial needs and support people 
to access the most appropriate services

c)  Be able to recognise where the needs of an individual should be met by more 
appropriate and/or statutory care services

d) Be able to advise assist people accessing Porchlight services with: 

 • Their rights as a tenant 

 • How to apply to local authorities for help 

 • What to do if housing support isn’t offered 

e)  Be able to assist individuals to prepare for and access supported 
accommodation services

f)  Where applicable, be able to support clients to access and plan self-directed 
support and manage direct payments for these services

g)  Be able to support individuals who have fallen into arrears to liaise with landlords 
and plan appropriate repayment schemes

h)  Understand the benefits system, entitlements and be able to support individuals 
to maximise their income from benefits

i)  Support individuals to learn and develop the budgeting skills needed for 
independent living

j) Support people to access debt advice organisations as identified and appropriate

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

k)  Be able to provide support, training and guidance to staff regarding supporting 
clients with housing and financial needs

l)  Be able to effectively liaise with local specialist housing services to ensure that 
clients receive appropriate treatment and care

m)  Be able to provide effective management oversight that ensures clients with 
additional housing needs are receiving the appropriate level and right kind of 
support
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Porchlight 
policy

POL_HOUSE Housing management policy

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SFHAK3 Enable individuals to access housing and 
accommodation

Level 3 
Diploma in 
Care

Unit 330 Support individuals to manage their finances 

Unit 340 Support individuals to access housing and 
accommodation services 

Unit 356 Prepare to support individuals within a shared lives 
arrangement 

Unit 357 Provide support for individuals within a shared lives 
arrangement 

Unit 360 Support individuals with self-directed support 

Unit 403 Support individuals to access and manage direct 
payments
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Standard B13. Employment, education and training
Tier 2. Staff delivering frontline services will:
a)  Be aware of the range of services available in the catchment area that can 

support people with employment, education and training needs

b)  Be able to support individuals to identify their personal interests, strengths and 
abilities that help them to access appropriate employment, education and training 
opportunities

c)  Support people access practical and financial support for attending interviews 
and accessing education and training courses

d)  Be able to support individuals to develop practical care and support plans that 
reflect their ambitions to access employment, education and training

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

e)  Be able to provide support and guidance to staff regarding supporting clients 
with employment, education and training needs

f)  Be able to effectively liaise with employment, training and education services to 
ensure that clients receive appropriate access to opportunity

Porchlight policy POL_HWB_SU Health & wellbeing policy for people we 
support

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDSW18 Access resources to support person centred 
outcomes

Level 3 Diploma in 
Care

Unit 402 Support individuals to access education, training 
or employment
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Standard B14. Social, leisure and life skills
Tier 2. Staff delivering frontline services will:
a)  Be aware that many people needing homelessness support will also need to re/

develop the life and social skills needed for independent living

b)  Understand how social, leisure and life skills can help to support the development 
of physical and mental wellbeing and resilience

c)  Be able to support clients to identify areas of need and develop care and support 
plans that help to them to acquire the desired social, leisure and life skills

d)  Be able to support individuals to access social, leisure and life skills services 
within the community so that these become part of their personal support 
network

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

e)  Be able to provide support and guidance to staff working with clients who need 
support to develop their social, leisure and life skills

f)  Be able to effectively liaise with social, leisure and life skills services to ensure 
that clients receive appropriate access to opportunity

Porchlight policy POL_HWB_SU: SU Health & wellbeing 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDSW18 Access resources to support person centred 
outcomes

Level 3 Diploma in 
Care

Unit 213 Support independence in the tasks of daily living 

Unit 240 Provide support for leisure activities 

Unit 270 Contribute to supporting group care activities 

Unit 328 Implement therapeutic group activities 

Unit 358 Promote active support 

Unit 386 Coordination of activity provision in adult care
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Standard B15. Telephone/virtual information and support
Tier 2. Staff delivering frontline services will:
a)  Understand how telephone and virtual support can be used to deliver 

assessment, 121 support and team communication where appropriate, with client 
agreement and in addition to face-to-face interactions

b)  Be able to appropriately and effectively use telephone and virtual technology in 
relation to client support, team communication and external meetings.

c)  Be able to appropriately adapt face-to-face and evidence based interactions to 
work within remote and virtual settings

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

d)  Be able to provide support and guidance to staff using telephone and virtual 
technology to support individuals with their recovery

Porchlight policy POL_KEY Case management & support 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Level 3 Diploma in Care Unit 381 Interact with and support individuals using 
telecommunications
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Standard B16. Moving on and after care
Tier 2. Staff delivering frontline services will:
a)  Understand that moving on from a care and support service can increase anxiety 

and stress for individuals and could be a risk factor for people with mental ill 
health, drug or alcohol dependence and conditions like autism

b)  Understand the range of services and support networks that may be needed to 
support someone after they have moved out of supported accommodation and/
or completed their support and care package

c)  Be able to work with individuals to develop personal care and support plans that 
address individuals needs in relation to preparation to move, transition periods 
and transferring support networks to the community

d)  Be able to jointly develop personal after care and emergency plans that support 
individual’s needs and areas of continued support

e)  Where appropriate, be able to ensure that services continuing support (eg, 
community mental health team, primary care) are informed of an individual’s 
transition and the plans for continued support/ care

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

f)  Be able to provide support and guidance to staff working with clients who are 
moving on from supported accommodation and/or ending services

g)  Be able to provide effective management oversight that ensures clients have 
appropriate move-on and after care plans that meet their individual support 
needs

Porchlight policy PRO_KEY_2: Post accommodation service support

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Indicative NOS SCDHSC0244 Support individuals in the community
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Standard B17. Working with carers
Tier 2. Staff delivering frontline services will:
a)  Understand the important role that carers have in supporting clients that may 

have physical and/or mental ill-health.

b)  Be able to identify carers and support them to access support services as 
appropriate and in line with the requirements of the Care Act 2014.

c)  Be able to refer carers into the appropriate adult and children’s carer support 
services in Kent.

d)  Be able to refer carers into specific carers support services relating to areas such 
as mental health, autism and substance use.

e)  Be able to identify carers’ support needs and assess or refer carers into 
Porchlight or external services as appropriate.

Tier 3. Staff leading and managing frontline services will:
Tier 2 +

f)  Be able to provide support and guidance to staff working with clients who need 
support to develop their understanding and skills in working with carers

g)  Be able to effectively liaise with carer support services to ensure that carers 
receive appropriate access to support

Legislation Care Act 2014

Porchlight policy POL_HWB_SU: SU Health & wellbeing

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC0227 Contribute to working in partnership with carers

https://www.legislation.gov.uk/ukpga/2014/23/contents/enacted
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Domain C

Service development 
standards
Introduction
Porchlight is a learning organisation and we encourage a knowledge sharing culture. It 
is important that our staff, clients and partners are able to participate in the following: 

• The development of knowledge

• The sharing of knowledge

• The change of organisational culture as collective knowledge grows

The development of individual/ organisational learning and knowledge relies upon a 
number of areas that can include:

• Personal development

• Client involvement and feedback

• Professional practice and evidence-based approaches

• Quality assurance and oversight

The following standards will help to ensure that all staff contribute to Porchlight as a 
learning organisation that delivers effective quality focused services.
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Standard C1. Professional development and learning
Tier 1. All staff will:
a)  Understand the importance of professional development and learning within their 

own service area and throughout the organisation.

b)  Understand what is required for competence in their own work role

c)  Remain up to date with appropriate mandatory training as defined by their place 
of work

d)  Understand the process for agreeing a personal development/training plan and 
who should be involved

e) Understand the purpose and benefits of supervision and appraisal

f)  Utilise training and development opportunities effectively to improve personal 
development and learning

Tier 2. Staff delivering frontline services will:
Tier 1 +

g)  Understand the skills and knowledge areas that are required for competent, 
effective and safe practice in the job role

h)  Have the ability to reflect on own practice and the areas that might impact upon 
personal practice

i)  Be able to work with the line manager and colleagues to identify practice 
strengths and areas that could be enhanced

j)  Actively take part in annual development reviews to improve performance and 
identify learning areas

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

k)  Act as a role model, seeking to instil and develop the confidence of others, 
actively facilitating the development of others

l)  Engage in self-directed learning, critically reflecting on practice to maximise own 
skills and knowledge, as well as own potential to lead and develop services

m)  Advocate for and contribute to the culture of Porchlight as a ‘learning 
organisation’ to inspire future and existing staff

n)  Be able to support staff to reflect on their own practice to recognise strengths 
and identify areas of practice that need enhancing and/or improving
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Domain C

o)  Be able to assess the skills and abilities of individual staff members appropriately 
and in relation to the needs of the client group and their service

p)  Be able to utilise supervision and appraisal frameworks to ensure that staff 
receive the right training and support to professionally deliver the service

Porchlight policy POL_LEARN: Learning organisation  

PRO_STAFF_10 Reward & recognition  

Porchlight 
training

Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC0033 Develop your practice through reflection and 
learning

Care certificate Standard 2. Your personal development

Level 3 Diploma 
in Care

Unit 301 Promote personal development in care settings
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Domain C

Standard C2. Client involvement
Tier 1. All staff will:
a)  Understand why client insights are important in helping to develop and improve 

the way we work

b)  Be able to explain how to give feedback about a service or project and what the 
organisation does with that feedback

c)  Be able to provide examples of ‘you said, we did’ to people to demonstrate the 
impact and effectiveness of giving feedback

d)  Be able to recognise when someone is expressing dissatisfaction and know how 
to act on it

e)  Be able to advise a client how to make a formal complaint and describe the 
process they can expect

f) Record feedback in a way that facilitates organisational learning

Tier 2. Staff delivering frontline services will:
Tier 1 +

g)  Understand the principles of co-production and the benefits involvement brings 
to the individual

h)  Regularly review and reflect on client feedback within teams to ensure person 
centred working and local innovations, which improve the client experience

i)  Be aware of and able to inform clients about wider Porchlight involvement 
opportunities

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

j) Know how and when to commission new insight and feedback.

k)  Be able to use people’s feedback to co-produce improvements in services with 
those who use them 

l)  Effectively liaise with Porchlights Involvement service to ensure best practise, 
equitable access to opportunity and shared learning
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Domain C

Porchlight policy POL_SUI: Service user involvement 

PRO_QUAL_2 Compliments, complaints and suggestions  

POL_HWB_SU Health & wellbeing for people we support 

POL_COMM: Communications policy  

PRO_LEARN_5: Psychological informed environments 

PRO_LEARN_6: Trauma informed care extending PIE 

POL_EQOPS: Equal opportunities  

POL_LEARN: Learning organisation

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDSW10 Support people to participate in decision-making 
processes 

SCDHSC0033 Develop your practice through reflection and 
learning 

SCDHSC0031 Promote effective communication

Level 3 Diploma in 
Care

DAC3B/EC Effective communication
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Domain C

Standard C3. Research and evidence-based practice
Tier 1. All staff will:
a)  Understand the how research and best practice contribute towards developing 

and providing high quality services

b)  Be able to apply knowledge and best practice learning to personal areas of work 
within Porchlight

Tier 2. Staff delivering frontline services will:
Tier 1 +

c)  Understand the importance of keeping up to date with best practice that’s 
relevant to providing a range of homelessness services, mental health services 
and services to specific groups of people

d)  Be able to contribute to relevant research and evaluations that are undertaken by 
or through Porchlight

e)  Be able to implement and report back on agreed evidence-based practice 
elements within the service after training and support has been given

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

f)  Be able to provide support and guidance to staff implementing best practice 
elements within the service

g)  Be able to support and contribute to the implementation of research and new 
evidence-based practice within the service and/or organisation

Porchlight policy POL_LEARN: Learning organisation 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDHSC0033 Develop your practice through reflection and 
learning
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Domain C

Standard C4. Quality assurance
Tier 1. All staff will:
a)  Understand the importance of providing quality support, care and services to our 

clients, staff and supporters

b)  Understand the quality legal requirements and assurance measures applied to 
their area of work

Tier 2. Staff delivering frontline services will:
Tier 1 +

c)  Understand what good quality support, care and recording of their work looks like

d)  Be able to provide a consistent level of high quality support and care across the 
client caseload

e)  Be able to implement learning and new practice that increases the quality of 
support and care

f)  Be able to demonstrate the provision of high quality work through record keeping 
and information requirements

Tier 3. Staff leading and managing frontline services will:
Tiers 1 and 2 +

g)  Be able to provide oversight support to staff regarding the quality and recording 
of work

h)  Be able to assess and audit the quality of individual and overall service delivery in 
line with agreed organisational quality standards

i)  Be able to contribute to the review of services in relation to protected 
characteristics and specific groups

j)  Be able to feed into organisational structures such as clinical governance that 
look to improve quality and practice.

Porchlight policy POL_QUAL: Quality 

Porchlight training Please refer to Porchlight’s training 21/22 prospectus

Relevant NOS SCDINSPG1 Contribute to the improvement of services
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Appendix 1. About National Occupational Standards (NOS)
National Occupational Standards (NOS) are standards of performance for individuals 
when carrying out functions in the workplace, together with specifications of the 
underpinning knowledge and understanding.  NOS are developed for employers by 
employers through the relevant Sector Skills Council or standards setting organisation, 
for example:

Skills for Care: www.skillsforcare.org.uk

Skills for Health: www.skillsforhealth.org.uk

All national occupational standards are available from the NOS Finder at:  
www.ukstandards.org.uk

Appendices

http://www.skillsforcare.org.uk
http://www.skillsforhealth.org.uk
https://www.ukstandards.org.uk


54

Appendix 2. About the Care Certificate
The Care Certificate is a set of standards that define foundation knowledge, skills and 
behaviours expected of roles in the health and social care sectors. 

Although titled Care Certificate, it is not a qualification but a set of standards which 
can be locally assessed and awarded by employer organisations.

The Care Certificate was launched in 2015 and developed jointly by Skills for Care 
and Skills for Health. It is widely recognised across both health and care sectors and 
recognised by the CQC as a standard for initial staff training.

It is made up of 15 minimum standards:

1. Understand your role

2. Your personal development

3. Duty of care

4. Equality and diversity

5. Work in a person-centred way

6. Communication

7. Privacy and dignity

8. Fluids and nutrition

9. Awareness of mental health, dementia and learning disabilities

10.  Safeguarding adults

11.  Safeguarding children

12.  Basic life support

13.  Health and safety

14.  Handling information

15.  Infection prevention and control

The Care Certificate is intended as an ‘introductory’ set of standards, providing 
a framework for a robust induction (particularly for those who are new to a job in 
health or social care).  Meeting the Care Certificate standards is also a good first 
step towards a qualification in health or care as it can provide evidence towards the 
Diploma in Care or Diploma in Adult Care.

Further information about the Care Certificate and a range of resource to support its 
implementation are free to access from either:

Skills for Health at: www.skillsforhealth.org.uk/standards/item/216-the-care-
certificate

Or

Skills for Care at: www.skillsforcare.org.uk/Learning-development/inducting-staff/
care-certificate/Care-Certificate.aspx

Appendices

http://www.skillsforhealth.org.uk/standards/item/216-the-care-certificate
http://www.skillsforhealth.org.uk/standards/item/216-the-care-certificate
http://www.skillsforcare.org.uk/Learning-development/inducting-staff/care-certificate/Care-Certificate.aspx
http://www.skillsforcare.org.uk/Learning-development/inducting-staff/care-certificate/Care-Certificate.aspx
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Appendix 3. About the Core Skills Training Framework (CSTF)
The UK Core Skills Training Framework sets out the expected learning outcomes and 
standards for delivery of training related to the most common statutory and mandatory 
training subjects within the health sector. The aim is to help ensure the quality and 
consistency of such training, and to help prevent unnecessary duplication of training.

The CSTF is widely regarded as the benchmark for statutory/mandatory training 
in the health sector. Approximately 90% of all NHS trusts in England have formally 
declared their alignment to the CSTF – and in 2021 Health Education England and 
NHS England/Improvement will be requiring all NHS trusts to align their statutory/
mandatory training to the CSTF.

The CSTF was developed for, and mainly used by, health sector organisations. 
However, the CSTF subjects are also applicable in a ‘social care’ setting and 
demonstrating alignment to the CSTF could be advantageous for any organisation 
seeking to delivery services for the NHS or CCGs.

The CSTF subjects are:

• Equality, diversity and human rights

• Health, safety and welfare

• Conflict resolution

• Fire safety

• Infection prevention and control

• Moving and handling

• Safeguarding adults

• Safeguarding children

• Preventing radicalisation

• Resuscitation

• Information governance and data security

CSTF documents and related tools are free to access from: www.skillsforhealth.org.
uk/cstf

Appendices

http://www.skillsforhealth.org.uk/cstf
http://www.skillsforhealth.org.uk/cstf
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Appendix 4. About the Diploma in Care
The current framework for qualifications in England is the Regulated Qualifications 
Framework (RQF). This has been in place since 2015.

The following ‘RQF’ qualifications are currently available for the social care workforce: 

• Level 2 Diploma in Care

• Level 3 Diploma in Adult Care

• Level 4 Diploma in Adult Care

• Level 4 Certificate in Principles of Leadership and Management for Adult 
Care

• Level 5 Diploma in Leadership Management for Adult Care

• Level 5 Certificate of Fundamental Knowledge in Commissioning for 
Wellbeing

Further information on qualifications and resources for the care sector are available 
from Skills for Care at: www.skillsforcare.org.uk/Learning-development/
qualifications/qualifications.aspx

The Level 2 Diploma in Care is intended as a ‘single point of access’ to both health 
and care.  It has mandatory units which are common to both health and care, plus a 
large range of optional units for health and adult care.

At Level 3, there are two separate Diplomas – one for health and one for care:

• Level 3 Diploma in Healthcare Support (for the health sector)

• Level 3 Diploma in Adult Care (for the care sector).

The Level 3 Diploma in Adult Care comprises mandatory units, plus a range of ‘adult 
care’ optional units – enabling the qualification to be contextualised to a range of work 
settings.

Appendices

https://www.skillsforcare.org.uk/Documents/Learning-and-development/Qualifications/Level-2-Diploma-in-Care-overview.pdf
https://www.skillsforcare.org.uk/Documents/Learning-and-development/Qualifications/Level-3-Diploma-in-Adult-Care-overview.pdf
https://www.skillsforcare.org.uk/Documents/Learning-and-development/Qualifications/Level-4-Diploma-in-Adult-Care-overview.pdf
https://www.skillsforcare.org.uk/Documents/Leadership-and-management/Developing-new-managers/develop-new-managers/Level-4-Certificate.pdf
https://www.skillsforcare.org.uk/Documents/Leadership-and-management/Developing-new-managers/develop-new-managers/Level-4-Certificate.pdf
https://www.skillsforcare.org.uk/Documents/Leadership-and-management/Developing-new-managers/develop-future-managers/Level-5-Diploma.pdf
https://www.skillsforcare.org.uk/Learning-development/qualifications/commissioning-for-wellbeing.aspx
https://www.skillsforcare.org.uk/Learning-development/qualifications/commissioning-for-wellbeing.aspx
http://www.skillsforcare.org.uk/Learning-development/qualifications/qualifications.aspx
http://www.skillsforcare.org.uk/Learning-development/qualifications/qualifications.aspx
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Appendix 5. How the Porchlight standards were developed
The Porchlight standards of support and care were developed with key staff members 
who have specialist knowledge in specific areas of work including homelessness, 
mental health, safeguarding, substance use and client involvement. This document 
forms the foundation for further development and refinement.

Our standards have been cross-referenced with others including:

• National Occupational Standards

• Skills for Health

• Skills for Care

• Care Certificate

As research, best practice and legislation develops, we will build upon these 
standards to ensure we’re providing our services to the best possible standards of 
care and support.

Appendix 6. Resources and references 
Further resources and information on the areas included in these standards can be 
found on the Porchlight Hub on SharePoint.
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