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Introduction

The aim of this report is to let people know how One Voice performed in relation to the targets we agreed with the Council in our Service  Agreement.

It will also let you know about most of work we have been doing over the last year.

There is a table on page 3, so you can see at-a-glance, what targets we have met, or failed to meet, and where we have done better than expected.
The main part of the report – from page 4 to page 8 gives you more detailed information on what One Voice has been doing in each category. It tells you how much of everything we did (called quantative monitoring).

The next section, beginning on page 9 tells you how well or how badly we did things, and how we responded to praise or criticism – this is called qualatitive monitoring.

This year was a year of transition for One Voice and many other voluntary sector organisations since, from July 2006, there was a requirement for the service agreement to demonstrate how it assists in the delivery of Wolverhampton local Agreement (LAA) outcomes. This issue is addressed in part 3 of the report on page 11.
The final part of the report is the appendices, they provide evidence in support of the work discussed in the main part of the report – including samples of our work.

You can get a copy of this report in large print or on tape by contacting the One Voice office.

You can download a copy as a pdf file (which can be read by software designed for blind and visually impaired people) from the One Voice website: www.1voice.org.uk.

If you need a copy of this report in Braille, audio, or in another language, please let us know.

Performance summary
	category
	target pa
	1st

Quarter
	2nd

Quarter
	3rd

Quarter
	4th

Quarter
	Totals

	Information and Advice
	150
	53
	47
	33
	28
	161

	Counselling
	6
	5
	4
	4
	2
	15

	Newsletter
	6
	2
	1
	2
	1
	6

	Publications
	5
	0
	2
	2
	2
	6

	Training: packages
	1
	0
	0
	2
	0
	2

	               sessions
	2
	Canclld.
	0
	1
	2
	3

	Consultation /partnership working
	10
	8-----------------------3------- -----1-------- -------1--(
                                  1                  1                     3
	       18                                                                     

	Product/Service Tests
	2
	0
	1
	0
	1
	2

	Research
	3
	1
	3
	4
	0
	8

	Publicising One Voice and the website
	15
	3
	5
	2
	5
	15

	Updating website
	6
	0
	1
	4
	8
	12

	Website hits
	200
	
	2,948

	Meetings: General
	2
	0
	1
	0
	0
	1

	                 Access
	4
	2
	1
	2
	2
	6

	                 Transport 
	4
	0
	1
	2
	1
	4

	Advocacy/Representation
	6
	5
	3
	
	
	

	
	
	
	
	
	
	



Information and advice





Target 150








                 
Achieved 161
Money and Benefits


29
Disability Discrimination Act

23
Other legal



17

Employment



13

Information/communication

06
Housing issues



08
Access




25
Aids and adaptations


09

Impairments



05
Leisure




11
Transport



05
Education



03

One Voice



05
Equipment



02

We met 161 requests for information and advice in the last year, exceeding our target (150). Fewer people approached us for information and advice in person this year. We conclude that this is because a lot of information required by people has been available online or in print in the One Voice Directory, since December 2006.

We provided information and advice both to organisations and individuals on wide-ranging issues.  As usual requests for in depth information and advice usually related to the Disability Discrimination Act (or other legal rights issues), Benefits, Employment and access. Most requests for information related to the benefits system.

We provided information and advice on a variety of other subjects, including, bankruptcy, bereavement issues, health issues, city centre access, taxis and other transport, toilets, accessible information, signage, car parking, housing, holidays, dating, and many other issues.

Counselling








target 6









              
Achieved 15
We have provided 15 sessions to 3 individuals. We provided more than two and a half times our target. The number of people approaching us varies from year to year. For some of the year in addition to our staff counsellor, we had access to a qualified volunteer counsellor, who now works for a counselling agency. This enabled us to meet every request for counselling.

The counselling we provide to disabled individuals is free and person-centred, helping them to work through a variety of issues such as life-changes, becoming disabled, bereavement, and returning to the training or work.
Newsletter







target 6










Achieved 6

We produced 6 bi-monthly newsletters, meeting our target.  

The newsletter is produced in large print, standard print , audio tape, and as an email attachment.

Each edition of the newsletter was posted to 176 households, with an additional 5 copies sent to readers by email.

Other Publications





target:5










Achieved:5

We produced 6 new publications, including 2 product information sheets, a guide to blogging, and a booklet on getting into work, and a leaflet called “getting involved”.

The most significant publication we produced was the Directory for disabled people, which we launched at an event on International Day of Disabled People. We went into 2 print runs for the Directory, sending out over 200 in large or standard print, 50 on cd-rom, and 3 on audio cd. During this financial year, the Directory was also made available at some public libraries.

The Directory has 14 sections and over 100 pages in the standard print version (see appendix A). It has received a lot of positive feedback.

Each publication was produced in large and standard print, audio tape or audio cd. The directory was also published as a CD-Rom.

Training/workshops/seminars

targets:     
1 training pack







2 training sessions







Achieved: 
2 packs (1 open learning) 
3 sessions

One Voice prepared training for the Involving People network on 2 occasions, but both were cancelled. We provided 3 individually tailored training sessions for our staff, and 1 open learning package on accessible website design.

We exceeded our training targets.

Consultation and partnership working


target 10










Achieved 18
One Voice continues to do a lot of disability-related work with organisations and council departments in Wolverhampton where we act as a source of advice or expertise in terms of disabled citizens’ concerns, or provide a means of consulting a wider number of disabled people.
This consultancy and partnership working can take several forms. In some cases it involves input at regular ongoing meetings, monitoring or developing policy and practice, involvement in the development of strategies, and so on. Some of the work is project based and has a ‘task and finish’ quality. Some of this work is undertaken by volunteers.
This year, we continued to work with the regional access forum, the physical and sensory impairment strategy group, the education access initiative group, the unmet transport needs group, Wolverhampton Homes’ critical friends group, the Public Information Group, the Disability Network,  the Ring & Ride User’s group, the Arena theatre, the Disabled Tenant’s Action Group.
We also had input on the following one-off projects: access work with city planners on the Wednesfield link project, and on signage in the city centre, work with Pendeford library on issues to do with disabled access and parking, and some group work with St Peter’s church on Church access, and on developing a disability-friendly visitor’s centre. We also conducted an access audit for CAPE.
We were involved with the Council’s Disability Equality steering group, and we did software accessibility testing  on smartcards for RNIB/Black country Knowledge society We advised 

We increased our involvement with Wolverhampton Homes, including having a workshop session with their equality officers on their action plan regarding the disability equality duty, and taking part in a day conference on improving the aids and adaptations service. We also take a leading role in their Equalities circle forum.
We helped the Disability Network to set up an event for Year of disabled people, and at the end of the year, applied in partnership with the disability network for some commissioned work to get more disabled people involved – this bid was successful.

This year, in concert with the Disabled People’s Champion, Councillor Rowley, we set up the Disability Access Partnership – a group that invites dialogue with officers and councillors on various disability access issues. This group has made a lot of headway in bringing disabled people and officers together on a variety of access issues, including car parking, the art gallery, the archives library, parking meters, the city centre developments, the interchange project and so on.

We find that this type of work takes up an increasing amount of One Voice time, but in a very real way is working towards improving the services and facilities available to disabled citizens, an ambition fundamental to our constitution.

Product and Service tests




target 2










Achieved 2

One Voice produced 2 product tests this year, meeting our target. The tests were conducted by volunteers.

Our product and service tests involve critically examining a product or service that may be of use to disabled people, and drawing conclusions based on its accessibility, client group, usefulness etc.

Research





target: 3








Achieved: 8 
We have exceeded our target for research. 
Most of our research time was spent on the directory in the summer and winter quarters, completing sections on death and dying, social and welfare, education and learning, Disability Discrimination Act, money, at home and at play, and getting involved and having a say. Some of this research was done by 3 One Voice volunteers. 

We also carried out The Big Bus Trip 2, undertaken by the co-ordinator and 7 volunteers, who assessed journeys on West Midlands Travel (WMT) buses with regard to disabled access. The findings were subsequently turned into a report, and used as a basis for work with WMT. (See appendix B)
Website



targets: 6 updates, 200 visits






Achieved: 12 updates, 2,948 visits

We redesigned our entire website to make it more accessible, employing a new colour scheme and layout in line with the new website accessibility standards, which we exceed. We also added more keywords, and tried to improve the design so that it would be easier for search engines to refer people to our site. The success of this undertaking is reflected in the massive increase in visits to the site.

We updated our website 12 times during the year. We also increased our website to more than double the previous size - removing 5 old pages and added 19 new ones. We added a further 5 downloadable documents to the website. We also put the entire Directory in a section of it’s own as well as making it available as a separate download. The Directory was downloaded 21 times in March 2007.

We also added a forum for disabled people to have their say on a variety of issues.

We had an estimated 2,948* visits to our website in the year.

Promoting One Voice




target: 15









Achieved 15
We publicised One Voice at a Tenant’s conference, at a stall at the City Show, and the Penderills trust. We also relisted One Voice on the UK Advise Finder directory, and Thompsons local.

We publicised our website across major search engines, and have a massive increase in our listings as a result.

Meetings


targets:2 general, 4 transport, 4 access





Achieved: 1 general, 4 transport, 7 access
We had 1 mass meeting -our AGM, which, as well as business included a consultation session on the Art gallery.

We also had 7 core group access meetings and 4 transport meetings.

(We had 3 further transport group meetings relating to the Big Bus Trip, but have not included these here).
Advocacy and representation




target 6










 Achieved 38

One Voice had 29 requests for representation or advocacy of the year. We met 28 requests; the request we could not meet was from social services and would have required 3 or more hours a week, throughout the year. We were unable to offer this level of commitment. We advocated for a number of residents from Holloway House at the request of social services.

We did substantial work with one client on preparing her case for an Employment Tribunal.

We advocated for or represented other people in issues related to housing, education, health and medical services, employment, debt, communication.

This year we were asked to take 3 cases to benefits tribunals, we had 3 wins.

___________________________________________________________________

*the figure is an underestimate, as we had no statistics service for 3 weeks.


It was agreed that we would use the compliments and complaints received as a basis for assessing One Voice’s services qualitatively.

We give a compliments and complaints and comments form to every client we see, at the end of our dealings with them. They are told what the form is for and encouraged to fill it in, where they cannot fill it in for reasons relating to impairment, help is offered.
We do not receive many responses, although people often chose to communicate their feelings about our service in others ways – for example we have received 4 emails offering praise for our redesigned website. We also received one criticism of the colour scheme – we addressed this by producing 2 versions of the website – one high contrast, the other with more emphasis on design concept. (see www.1voice.org.uk) 

Some of our clients have left messages of thanks on our answerphone – this year we have received no negative messages, and 9 positive messages.

The complaints and compliments form asks the person to say what service they wanted, whether they got the help they needed, whether they were happy or unhappy with the service, how it could be improved and what action they would like taken. Each question is open – the only closed yes/no question has a space for comments underneath.

The responses we have received on our complaints and compliments form are analysed as follows:

 (percentages rounded down to one decimal place):

Service required:

Housing advice/info
2
Transport advice/info
2
Advocacy/representation
5
Employment


2

Health/medical 1

Representation benefits 1

Did you get the help you need?

Yes 100%
No 0%

Comments:

“we would not have received an end result without the help”
“made it less scary”

“Very helpful”
Un/happy with service?

100% happy/other positive comment
0% unhappy/negative or neutral comment
How could One Voice improve it’s service?

More/better publicity


23%


What action would you like to see as a result of your comments

No response/”none”




92.3%
Comment relating to that client’s issue
7.7%
                
One Voice action as a result of comments

Publicising One Voice seems to be a perennial problem for us. We are now well listed on internet sources, Wolverhampton Public Libraries, public directories etc.

We continue to send out leaflets and talk to other service providers about One Voice, but we do frequently have clients accessing our services who say they never heard of One Voice before. Some comfort can be drawn from the fact that people seem to find One Voice when they need it, but it is equally possible that many others do not find the organisation, and do not have internet access in order to easily find out about us.

It is hoped that the wider circulation of the One Voice Disabled People’s Directory will assist in publicising One Voice, and also that the work One Voice will be doing with groups over the following year will assist in this.

As there were no other critical comments resulting from the forms, there was no action required. However as a general point it may be useful to re-title the form as a “service feedback” type form with the aim of a greater response, it may also be useful to provide a less formal way for people to record their comments.

The critical comment we received via telephone about the colour scheme of the website, was addressed after 2 months. Our original difficulty was that the colour scheme that the user found difficult was designed for better siting for visually impaired people. After several attempts at making minor changes to this we realised one style would not suit all needs so opted for the two styles – large print-high contrast, and a more visually pleasing and more quietly coloured site.


The following is a list of the relevant LAA target outcomes that One Voice is contributing to with the work it does, with commentary on how the work helps to meet those targets.

The outcomes derive from the Wolverhampton Local Area Agreement, a copy of which may be downloaded from:
http://www.wolverhampton.gov.uk/government_democracy/council/partnerships/local/laa_0508.htm
The headings relate to those in the document “Local Area Agreements – Briefing Note” (July, 2006)
Improve the quality of life for and service delivery to residents (2b)
Fundamental to One Voice is the aim of improving the quality of life for disabled people, making services more accessible and more appropriate to disabled people’s needs.
Our work as advocates and representatives for disabled people on a wide range of issues contributes to this aim. Also most of our partnership work is undertaken with the specific aim of improving the quality of life and services that disabled people get. Access work contributes to improving the built environment for disabled people and others, and work with Wolverhampton Homes, transport groups, the physical and sensory strategy group, the education access initiative group, the Public Information Group etc have this aim. The research we did on buses was conducted in order to provide evidence with the sole aim of improving the bus service for disabled passengers.
We also believe that out Directory contributes to improving the quality of life for disabled people as they now have one source for much of the information, guidance and advice they require on issues relating to disability.
Increase local participation in governance (2c)
We produced a “getting involved” publication for disabled people this year.

There is also a section on ‘getting involved and having a say’ in the One Voice Disabled Person’s Directory and a page on our website. 
We also introduced a forum to our website at the end of the year. While work needs to be done in promoting this forum, it is hoped that it can be used both as a vehicle for people to have a say on what matters to them, and also a place where the council and other public bodies can float consultation questions. 

We are also working to increase the number of disabled people involved in partnerships through work on the Disability Network board.

We continue to encourage disabled people to be part of decision-making bodies.
Increase key public services delivered by the voluntary sector  (2d)
Most of our services to disabled people in effect increase the key public services delivered by the voluntary sector – for example, Social Workers now often bring us in to advocate for their clients. During the closure of Holloway House and the re-housing of the tenants, we have been the main advocacy organisation advocating for individual tenants at Social Services’ request. We provide advocacy and representation for disabled people referred by other agencies or self-referred also, there is a huge demand for this work, and we sometimes take on the clients that other advocacy providers cannot take.
We provide a counselling service to disabled people.
We provide an access auditing service.
We provide a comfortable and flexible environment for disabled people to volunteer many of whom are some way from volunteering regularly or preparing to return to employment. We provide a good starting place for disabled people who have been on benefits for a long time.

We provide information and advice on a wide range of issues related to disabled people and their lives that is not available elsewhere.

Encourage growth of the voluntary and community sector and increase volunteering (2e-f)
Through our publicity and information on accessible service provision, One Voice targets the voluntary sector around involvement of disabled people in service delivery.
We provide individually tailored training for each of our volunteers over the year,  in order to increase their skills and knowledge. As well as job-related training we also provided some self-development training on topics requested by our volunteers – access auditing and website design.
We take on disabled people who may not get opportunities elsewhere. All of our volunteers are disabled people, some of them have not volunteered before. This year we had 10 volunteers,  – including 4 people new to One Voice. Some volunteers attending meetings on our behalf, some helped with things like mailouts, or on specific projects. 3 did regular weekly work. At the end of the year 3 volunteers had left One Voice – 2 for health reasons, and one to enter full-time employment.
Improve housing and ensure that there is decent social housing by 2010 (2h)

One Voice is playing a key role through it’s involvement with Wolverhampton Homes on the Disabled Tenants Action Group(DTAG), critical friends, the equalities circle and via other community involvement events in improving the quality of access afforded by public housing stock. We have had substantial input into discussion around the decent homes standard and have pushed the disability agenda beyond this standard with the aim of encouraging Wolverhampton Homes to have more and better access to it’s housing stock. We continue to offering guidance on accessibility, policy and the equality duty.

More older/vulnerable people retaining a quality independent life (3a)

We provide advocacy service for all disabled people many of whom are over 60. In some cases this type of support helps people to remain independent and in their homes, since they can rely on a service provided by One Voice when they cannot manage a situation without support.
We have worked with library service promoting home library service to groups of disabled people around borough has increased take-up of this and brought more disabled people into the libraries.

Improve health & well-being(3B)
We have produced a section on Health and Wellbeing in our Directory, and on our website.
We have also produced a section on leisure which tells people about accessible leisure venues and facilities.
Reduce unemployment and incapacity (4B)
One Voice continues to take on volunteers who are on incapacity benefit.
We also produced a booklet for disabled people on getting into work.
Achieve new and greater investment and economic growth in the City (4c)
We offer One Voice’s expertise on accessibility to a wide range of projects and services across the city – in particular advice regarding the reshaping of the city, as an accessible Wolverhampton benefits everyone.

Appendix A
Disabled People’s directory

Copy attached as separate document due to large size

Appendix B

Big Bus Trip

Big Bus Trip 2006
Travel West Midlands Buses
Report

Background
Between 30 September and 6th November, 2006, One Voice volunteers attempted 48 journeys on Travel West Midlands buses servicing a range of bus routes: 46 journeys were completed and 2 aborted because the driver did not stop at the bus stop.

All volunteers were disabled people who were tasked to fill in a very short questionnaire (appendix 1) regarding their journey.

The questionnaire addressed getting onto the bus, interacting with the driver, getting to a seat and getting off of the bus.

Findings

We found that the driver faced the traveller when addressed by him/her, 57% of the time.

However the 2 deaf/hearing impaired bus trippers did not have positive experiences of drivers facing them, even when they identified themselves as having a hearing impairment.

In 60% of our trips the drivers did not stop at the kerb to let passengers onto the bus, or did not stop at the kerb at stops outside the bus station.

In two cases the bus driver did not stop at all.

In these cases our surveyors were visually impaired, and unable to see the bus coming from a distance and flag it down.

Several people with mobility impairments observed that the driver did not stop at the kerb to let them get off the bus either.

58.7% of our surveyors were unable to reach the disabled person’s or any other seat before the bus drove off.

Two of our surveyors reported falls or stumbles as a result.

58.7% of our surveyors were unable to sit in the disabled person’s seat because it was being used.

Several of our surveyors observed that the people sitting in the seat didn’t appear to have ambulant or visual impairments.

One person was using it as a place for her shopping.

Conclusions
The results of our survey confirmed access problems that had been reported to us by individual bus users.

While more routes run with the kneeling bus, the access benefits are often reduced because driver conduct makes it difficult for disabled people to effectively use a bus service.

While the percentage of bus drivers who face the passenger has increased since we undertook a similar survey 3 years ago, drivers failing to stop at kerbs and failing to allow passengers to gain their seats, continues to be a problem which discourages disabled people from using the buses.

Recommendations 
As a result of our survey, we would like to propose some recommendations to Travel West Midlands.

 All of these recommendations may be viewed as an appropriate response in line with responsibilities placed upon transport operators under the requirements of the Disability Discrimination Act:

· Drivers are reminded more forcefully in their training course of their responsibility to pull up at the kerb, use the platform lowering mechanism, and give disabled passengers the opportunity to gain a seat before they drive off. 

· Long service drivers are reminded of these issues

· Travel West Midlands conduct mystery customer style journeys on some buses to check that these requirements are being met.

· Travel West Midlands make it a policy for buses to stop at the stops in the city centre. The present arrangements where they only stop if they are flagged down is entirely ineffective for visually impaired people and others.

· Drivers undertake some responsibility for ensuring the accessible seat is not used by people who don’t need it – a system adopted with success on American buses.
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