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Introduction
This report is to let people know what work One Voice did in 2008/09 and how One Voice performed in relation to the targets we agreed with the Council in our Service Agreement.

We had a successful year, and the work funded by Wolverhampton City Council allowed us to raise our profile and secure funding for a new advocacy service for people with long term sensory or physical impairments, which will be funded for the next 3 years through adult services.

We met or exceeded all of our targets, and will be increasing some of our targets for next year as a result. There is a table on page 3, so you can see at-a-glance, how far targets have been met or exceeded.

The main part of the report gives you more detailed information on what One Voice has been doing in each target category. It tells you how much of everything we did (called quantitative monitoring). At the end of this section there is a brief overview of the advocacy project which was set up in this period – detailed information on the advocacy project can be found elsewhere

The next section, beginning on page 12 tells you how well or how badly we did things according to our users, and how we responded to praise or criticism – this is called qualitative monitoring. We have included details on complaints and compliments received, and analysed the training feedback forms from 5 of the training sessions we provided for Wolverhampton Homes to address this.
In section 3 we look at how our work has assisted Wolverhampton in the delivery of Wolverhampton Local Agreement (LAA) outcomes. 

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 audio cd by contacting the One Voice office. You can download a copy as a document file from the One Voice website: www.1voice.org.uk/downloads.htm
If you need a copy in Braille, or in another written language, let us know.

Table 08/09
	category
	target pa
	1st

Quarter
Apr-Jun
	2nd

Quarter
Jul-Sep
	3rd

Quarter

Oct-Dec
	4th

Quarter
Jan - Mar
	Totals

	Information and Advice
	150
	61
	48
	54
	60
	223

	Counselling
	5
	3
	0
	1
	4
	8

	Newsletter
	6
	2
	1
	2
	1
	6

	Other Publications
	4
	2
	1
	1
	1
	5

	Training: packages
	1
	0
	2
	1
	0
	3

	               Sessions/workshops
	3
	0
	2
	0
	3
	5

	Consultation /partnership working
	10
	
	26

	Product/Service Tests
	2
	0
	1
	0
	1
	2

	Research
	3
	0
	1
	1
	2
	3

	Publicising One Voice and the website
	12
	5
	2
	5
	3
	15

	Updating website
	10
	10
	12
	5
	4
	31

	Website hits
	300
	
	34,372

	Meetings: General
	2
	1
	0
	1
	1
	3

	                 Access Meetings
	4
	1
	2
	2
	1
	6

	                 Transport Meetings
	4
	2
	1
	0
	1
	4

	Advocacy/Representation
	6
	8
	7
	7
	4
	28



Part 1 - Quantitative monitoring

Information and advice





                   Target 150
(Achieved 223)
Money and Benefits


41
Debt




21
Access




21
Transport



05
Disability Discrimination Act

21
Other legal



12
Employment



26
Education/Training


07

Information/communication

05
Involving disabled people

14
Housing issues



15
Aids/ adaptations/equipment
07
Leisure/sport



13
Relationships



01

Impairments



06
One Voice



08
We met 223 requests for information and advice in the last year. This was above our target (150), and above the last 2 year’s requests. 62 of these requests were in connection with debt, money and benefits, which was an increase in this area. Clients reported this was because of money worries, debt problems, the introduction of the Employment Support allowance, and the increasing number of people having their disability benefits removed at review. 

We provided information and advice on a wide range of other things – this year we had more requests for information advice and support on employment related issues, with an increase in request for information on employment, employment law, and employment rights.

We also had over 50 requests for information relating to the advocacy project or advocacy training that are not included in the figures presented here.
Counselling








                       target 5
                                      (Achieved 8)
We have provided 8 sessions to 4 individuals, exceeding our target. 2 individuals were continuations from last year.
We have been unable to replace our counselling volunteer, but hope to make this a training opportunity for a disabled person in the next year. 

Newsletter







                 target 6
                                                                                                                (Achieved 6)
We produced 6 bi-monthly newsletters.

Our newsletter back issues are now available on our website in plain text.

Other Publications
                       




target:4
                                                                                                                      (Achieved 5)
Our other publications included a Deaf Awareness information handout by One Voice volunteers, Advocacy promotional and recruitment materials, Signage guide, Stress and Anxiety helpbook
, a guide on holding accessible meetings and events
, and a One Voice “complete works” disk.

Training/workshops/seminars
targets:   
         1 training pack, 3 training sessions
                  (Achieved 3 packs, 5 sessions)
We exceeded our training targets.

We wrote training packages on debt & money management, management group training, and induction training

We ran a management training workshop, induction for the advocacy co-ordinator, 2 disability equality training days for Adult Services and their partners, and a workshop with WEAD (Wolverhampton elder Asians with a Disability) on disabled citizens’ issues.

Consultation and partnership working


             target: 10
                                                                                                               (Achieved: 26)
One Voice continues to do a lot of disability-related work in partnership with organisations in Wolverhampton. The time and input into these partnerships can vary. Sometimes it is just about attending meetings and representing disabled people’s views as they have been expressed to us, sometimes it is supporting disabled people to do this themselves, with some partnership working there is more sustained commitment and involvement for the co-ordinator and volunteers.

One Voice has continued to promote disabled people’s access issues in a variety of projects, and worked with Council officers on developments including the Interchange project, the proposed Banks’s Brewery visitors centre, the Bilston link and the Council’s Supplementary Planning Guidance document, which gives advice on access and removing barriers to disabled people’s inclusion.

We also worked with the council’s licensing authority on a mystery customer project, to identify and deal with good and bad practice by taxi drivers in relation to disabled customers.

One Voice engaged in many other partnerships over the year, including working with Wolverhampton Homes via the disabled tenants action group, their Equalities Circle Forum (advising on equality impact assessments) and the equalities monitoring group; we advised officers on signage for the new housing office; we also worked with a group of disabled residents and the Tenants Federation to set up a tenants group.

We had a substantial input into the Long Term Impairments Partnership Board.

We continue to work on the Education Access Initiatives group (advising/decision making regarding  schools access and funds requests; the Public Information Group (Advising Social Services on accessible information); St Peter’s Church – advising on accessible design for the visitors centre; Ring & Ride User’s group; A2B providing benefits advice and information for staff, taking referrals for some of their clients; Disability Employment Advisors, who frequently refer people to us for benefits and money advice as well as potential advocacy clients; the Well women’s centre – providing services for number of their clients; the All Saints Women’s Project; the Civic Trust as a local access advisor; Library Services Scrutiny Panel(where we submitted evidence, and contributed to the final report); The Transport users group; Heantun Housing – providing advice by wheelchair users to assist in designing wheelchair accessible housing; consultation on the changes to the Disabled Facilities Grant; and the Black Country Core strategy consultation; Strathclyde Centre for Disability Research on the disability Equality Duty.
We also began a Working group with Sports Development Officer.
Product and Service tests




target 2
                                                                                               (Achieved 2)

One Voice product and service tests are usually made at the request of members via the AGM, or due to a particular interest from a volunteer; they involve disabled volunteers in critically examining a product or service that may be of use to disabled people, and drawing conclusions based on its accessibility, who might benefit from it, whether it is as effective as intended etc The information is then added to other product and service tests and put on the website as a downloadable file.

One Voice volunteers did 2 product tests this year: one on a radio controlled watch, and one on an easygrip peeler.
Research







     target: 3









Achieved 3
We did wide-ranging research on debt and money management in order to put together a help pack on this.

We did some research and testing on fonts for visually impaired people, in order to ascertain which fonts were the most readable and under which circumstances. We then used this information in our training, and passed it on to partners putting together information and advice for the public.
We also did substantial research in order to produce an application pack and recruitment and selection process for the advocacy project.
Website



targets: 6 updates, 200 visits





Achieved: 31 updates, 34,372 visits
The website has been updated and expanded. 

We now update our website a few times a month, reflecting the increasing variety of contributors, expertise and information we have. Also the more frequent updates mean that our website gets listed or ranked more highly in search engines and people are easily able to find us.

We have updated the website over 30 times this year, added 11 new pages, taken on new volunteer writers, and have 5 contributors to the One Voice Blog. We have also added a search bar on the front page.

The blog and more frequent updates mean that we are more highly listed, so our number of unique visitors has increased from around 16,000 last year to over 34,000 this year.

People have been directed to our site by searching for a large number of things, in search engines such as Google, including:

mobility, DLA, fun stuff for deaf people, trike, disabled student support, legal rights, fybromyalgia, bereavement benefit,  disabled employment rights, disabled signage, bedsits Wolverhampton, black cab access midlands, MP for Bilston, canal access, disabled directory, toilets Wolverhampton, 1voice blogs, autistic centre Wolverhampton, phoenix centre, ESA, attendance allowance if dying, Aldersley leisure opening times, Dorothy.

Some of our front page stories this year have included a signed video introduction to the advocacy project, the Disability Film Festival, Legal decisions that affect disabled people, transport issues, city centre changes.


Promoting One Voice    




target: 12
                                                                                           Achieved: 15
We publicised One Voice at 2 disability groups.

We also produced some leaflets about the advocacy project and distributed them widely.

We got our website listed on 9 new websites.
We have a listing on Tourism for All: UK.

We also publicised One Voice at a disabled staff conference and an International Day of Disabled people event.

Meetings


targets:2 general, 4 transport, 4 access




Achieved: 3 general, 10 access, 4 transport
We had 1 mass meeting – the AGM. We also had general meetings with 2 disabled people’s groups across the city to discuss what was important to them.

We had 10 access meetings, and 4 transport meetings.




Advocacy and representation


target 6
                      Achieved: 28
One Voice has provided advocacy or representation for 26 disabled people, including 5 benefits tribunals (with 4 successes), one successful court appearance, 2 case preparations for employment tribunals – both of which were successful, 2 helping disabled people to stay in their homes, and one representation for a client with a power company, which had a successful outcome.

The new advocacy project also provided advocacy for 16 people, but those clients are not accounted for in this report.

The One Voice Advocacy Project
This does not relate to a specific target in our service agreement, but the core funding provided by the City Council has enabled us to make a successful bid to provide an advocacy service for people with long-term physical and sensory impairments in Wolverhampton. 
The project is funded through Adult Services.
The original brief was to bid to set up and run an Advocacy Service for people with long-term physical or sensory impairments. But we wanted to do more than just provide a service to clients wanting an advocate.

Our successful proposal included setting up and managing the service, employing a disabled person to run it, and training unemployed disabled people to become advocate sessional workers. 

This is being regarded as a model of good practice: providing a service for and by disabled people that is also a stepping stone for a number of disabled people to get back into employment.
Part 2 - Qualitative monitoring
It was agreed that in we would assess the quality of our services by looking at what our users told us. In particular we looked at compliments and complaints received over the year, and also looked at data from Training Assessment forms for the training we did for Adults & Community Services.

1

Complaints, Compliments & Comments
We give forms out to every client or user we see in person. We have a very poor return rate, even though we encourage people to fill them in – we only seem to get a response if people have a difficulty or problem with the way we are doing something.

We also include any comments, complaints or compliments we may have received by letter, email or telephone call.

1(a) 
What people told us
In 2008/9 we had letters of thanks and emails from the Diabetes group for our talk and workshop with them, Wolverhampton Council Licensing, for our help in the Mystery Customer Taxi project, 2 cards of thanks from clients, 2 telephone calls complementing us on elements of our website, and one call about a problem reading the new newsletter design, we also had a comment about out logo, which was perceived as “a bit arty”.

In 2008/9 we had 13 completed forms, yielding the following information:

Did you get the help you needed?

Yes

12
No

1
No response
0
Comments
“Great info – helped me to decide”
“A very considerate and helpful approach”
“Easy to understand”
“One Voice did their best, but Wolverhampton Homes wouldn’t budge”
“I wouldn’t have managed without you”
“Good clear advice, straight to the point”
“helpful and informative”

Happy/Unhappy with service?

Happy/very happy

13

Improvements?
“updates on website in between newsletters”
“carry on with excellent standard”
“no need its okay”
“One Voice in Walsall”

1(b)
What we did

Our approach with complaints or constructive suggestions or criticisms is to try to use them to improve the service. In some cases, the issue is a matter of personal taste – like not liking the logo.
In these cases we thank the person for their views. 
Sometimes though people may not like a change for impairment related reasons, or a change might benefit someone with one type of impairment, and create difficulties for people with another type of impairment:  on the design of our newsletter, for example, for some people, columns and pictures make it easier to read, for some harder, so we decided to produce plain text and ‘fancy’ versions, and provide the version most appropriate to an individual’s need based on what they tell us.

With regard to the suggestion on website updates, we thought this was a good idea, and began updating our website at least twice a month, so that any news, events or information relevant to disabled people could be accessed in between versions of our newsletter. We changed the front page so that it could have a large “news” column, which people could see as soon as they visited the site
.

2



Training Feedback

The Training Assessment forms are from a 1-day session of disability equality training for adult and community services on March 3rd 2009, with 12 completed forms.

The participants came from a wide variety of community and work backgrounds, including residential home care staff, day service managers and administrators.

The responses were entirely positive, with nearly all participants finding the event, knowledge of facilitators, content, structure, pace, handouts and relevance to be very good or excellent. We did not need to do any adjustments to the training based on the comments we received.
The Assessment form was designed by the client (Adult & Community Services).

Responses:

Rate How well the event will improve your contribution at work

Developed knowledge

Exceeded:   2
Fully:    7
Mostly:
2
partly:
 1
Not at all:  0

Increased understanding

Exceeded:  3
Fully: 
6
Mostly:
  3
partly:
 0
Not at all:  0

Developed skills

Exceeded:  2
Fully: 
7
Mostly:
 1
partly:
2
Not at all: 0

Promoted Equality and diversity

Exceeded:  3
Fully: 
5
Mostly:
   2
partly:    1 
Not at all: 0

Will improve service delivery

Exceeded:  2      Fully: 7

Mostly:
1
partly:
1
Not at all: 0

Will improve customer satisfaction

Exceeded:   2
Fully: 
5
Mostly:5
partly:
0
Not at all: 0

Contributes to developing partnerships

Exceeded:  2
Fully: 4

Mostly:
 4
partly:
1
Not at all: 0

Supports career development

Exceeded: 1
Fully: 4

Mostly:
2
partly:
1
Not at all: 0
How did the learning event meet your overall expectations

Exceeded: 5
Fully: 
6
Mostly:
1
partly: 0
Not at all: 0

Rate the following:

Event

Excellent:     6      Very Good: 
4
Satisfactory:
2      unsatisfactory:
0
poor: 0

Knowledge of facilitators

Excellent:     7    
Very Good: 
3
Satisfactory:
1       unsatisfactory:
0            poor: 0 Programme content

Excellent:     7    
Very Good:         4
Satisfactory:
1      unsatisfactory:
0            poor: 0

Pace & structure

Excellent:     5    
Very Good: 
7
Satisfactory:
0      unsatisfactory:
0            poor: 0

Handouts

Excellent:      7  
Very Good: 
4
Satisfactory:1
       unsatisfactory:
 0           poor: 0

Relevance to organisation

Excellent:      6   
Very Good: 
5
Satisfactory:
1     unsatisfactory:
0            poor: 0

Relevance to job

Excellent:    5    
Very Good: 
6
Satisfactory:
1     unsatisfactory:
0            poor: 0 

Opportunities for questions

Excellent:      6   
Very Good: 
3
Satisfactory:
2     unsatisfactory:
0            poor: 0

Explanations given by facilitators

Excellent:       6  
Very Good: 
3
Satisfactory:
2    unsatisfactory:
0            poor: 0 Challenge of any discrimination and promotion of equal opportunities

Excellent:      6   
Very Good: 
2
Satisfactory:
1    unsatisfactory:
0            poor: 0 

Other comments

“most enjoyable, thanks”

“I find todays training very interesting and it made me think about barriers, communication”

“I found the course extremely interesting learning about all the different areas of disability”

“barriers – these have given me knowledge and objectives of everyday practice”

“how to communicate with people”

Part 3 - One Voice & Wolverhampton City Council’s  LAA targets

As part of their funding agreement with Wolverhampton City Council, organisations must explain how the work they do helps the City Council to meet it’s targets.

You can find a list of these targets at the www.wolverhamptoncity.co.uk website.
Below is an explanation of the relevant LAA target outcomes that One Voice is contributing to with the work it does.

Improve the quality of life for and service delivery to residents (2b)

The aims of One Voice, as laid out in our Constitution
 include:

i)
bring together disabled people as one voice, with the aim of extending their rights and meeting their needs.

ii)
provide information, advice, and representation, and to raise awareness and campaign on issues concerned with disability.

iii)
provide other practical services that may be required by disabled people.

So improving the quality of life and services experienced by disabled citizens is at the centre of what we do.

We achieve this  both by providing One Voice services to disabled individuals and groups, and by helping existing service providers to deliver services that are appropriate to disabled people’s needs and requirements.

One of the ways in which we assist other service providers is via the disability equality training programme we offer for managers and staff who provide public services, such as the Council’s adult services division and their partners. Our training covers legal responsibilities of staff, barriers disabled people may have in accessing a service, and also provide advice and help on how to mainstream disability equality in the service provided. 

We also do a lot of partnership work with a wide range of agencies and service groups with the aim of improving the quality of life of disabled people. This includes extensive work with the City Council Access Officer and others, via the One Voice access group, to make sure that disabled people’s needs are taken into account in the building projects and refurbishments happening across the city, so that the built environment makes continuous progress towards a more barrier-free and equally accessible environment. In this financial year, this work has included the Interchange Project, the Wednesfield Link, St Peter’s Church visitors Centre, Banks’s Brewery visitors centre, and the Archives Library. We have also promoted disabled people’s needs in discussions around the Council’s ‘Tables and Chairs Policy’, Provision for disabled spectators at the Civic Halls, street furniture, the Supplementary Planning Document, and so on.

We also provide disabled volunteers to test out various aspects of city life at the Council’s request, including changes to the Council website, and a taxi mystery customer project.

Our support services to disabled groups and individuals include information and advice (in person or via the One Voice Directory) to assist people in improving their choices and life chances, and one-to-one support such as advocacy, representation, and counselling.

Increase local participation in governance (2c)
One Voice operates on the Disability Movement principle “Nothing about us without us”, so disabled people are encouraged and supported to get involved or have a say about the wide variety of decisions made that affect our lives. 

We encourage people to go to meetings on their own or on our behalf, or we set up meetings with decision makers so that a group of disabled people can have their say on a topic.

We have study groups of volunteers who reply to Government and local consultation papers on behalf of disabled people.

However, disabled people often have many difficulties with attending public meetings and events, due to a wide range of access barriers, including the way meetings are run, start times, duration, access to and into a venue, lack of support at the meeting etc, so we have also provided a document at the request of disabled people “Organising accessible meetings and Events”, which had much input from disabled people via One Voice workshops, and is freely available on our website.

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, either because they are unique services, or they are uniquely accessible.

We have the expertise of a wide range of disabled people to draw upon via our Management Group and our membership, and this increases the quality and appropriateness of our services. 

We have had clients referred for our advocacy or representation services for disabled individuals by social services officers, housing officers, other voluntary sector service providers, Disability Equality Advisors, and West Midlands Police.
We been sought out as sources of information, from a wide range of agencies, including adult services, Wolverhampton Homes, Heantun Housing, the education service, Taxi Licensing, the Library Service, since we are recognised as experts on a wide range of disability-related issues. 

We provide advice and support on issues such as employment, benefits, accessible environments and the legal issues, and provide this information for individuals.

We provide a complete service for disabled people in many areas that is not wholly available elsewhere – for example we can and do assist an individual with applying for a job, preparing for interview, dealing with the benefits agency, dealing with disability related problems and work, knowing their rights and responsibilities under the Disability Discrimination Act and other employment related legislation, supporting them in preparation for employment tribunals, providing information and advice on qualifications and training, providing information and advice on accessibility of training and potential reasonable adjustments 
 etc.
With regard to disability benefits we help people with applications, help them with tribunal preparation, and represent them at tribunal.
These services are provided in an accessible environment, and in a way that does not create disabling barriers.

Similarly, One Voice is believed to be the only body offering a free counselling service to individuals.

We provide training on disability related issues of very good quality that is not available elsewhere.

We provide an access auditing and advice service, including a “try it out service” where disabled people will try to use a service at the request of the provider, and highlight any difficulties and proposed solutions.

We provide information and advice on a wide range of issues related to disabled people and their lives that is not available elsewhere, our online Directory gets a lot of traffic and is used by Council officers, the library service, and disabled individuals in Wolverhampton, and across the Country.
Encourage growth of the voluntary and community sector and increase volunteering (2e-f)

We provide a safe and flexible environment for disabled people to volunteer with us. All of our volunteers are disabled people, many have never volunteered before, some have volunteered elsewhere, but have had access or health/commitment difficulties that have led them to stop. We take on disabled people who may not get opportunities elsewhere.  We help them to volunteer whether they want to work with us several days a week, once a month, or irregularly.

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, using computer packages and website design.

This year we have begun to recruit disabled volunteers to advocacy training which will eventually provide them with sessional pay and a route back to employment.

Improve housing and ensure that there is decent social housing by 2010 (2h)

One Voice plays a key role through it’s involvement with Wolverhampton Homes on the Disabled Tenants Action Group(DTAG),  the Wolverhampton Homes Equalities Circle Forum and the Equality & Diversity Steering Group in improving the quality of access afforded by public housing stock, and promoting disabled people’s requirement  that the Decent Homes programme improves housing in an accessible way and to an accessible standard. We have had meetings with the Chief Executive of Wolverhampton Homes to present disabled people’s agenda with regard to housing stock and housing need, as well as ensuring that the Choice Based Lettings scheme is set up in a way to minimise any disabling barriers.

We have also worked with Heantun Housing on the design of their new wheelchair accessible housing project.

We continue to offering guidance to officers and tenants on accessibility, policy and the equality duty. We provided training for managers and staff to this end.

More older/vulnerable people maintaining a high quality of life by living independently (3a)

This is at the core of what One Voice does – the 7 needs of Independent Living are:

Access to information
Peer support and counselling
Housing
Technical aids and equipment
Personal assistance
Transport
Access to the built environment.

We provide information on a wide variety of issues relating to disabled people’s lives interests, and needs, in a wide variety of formats, including: print, Plain English, Large Print, Braille, audio cd, signed video, and via website. We provide information and advice on housing, care, and aids and equipment, all of which are part of the 7 needs of Independent Living.

We provide peer support via our advocacy service, as well as a counselling service. In some cases this type of support helps people to remain independent and in their homes, in all cases it allows our clients to pursue and support a reasonable quality of life. We are also licensed to provide help with debt and money management which helps people with their life quality and independence and has in some cases allowed people to continue living in their homes by making a settlement to prevent or halt repossession orders.

Disabled People need accessible housing and local facilities in order to live independently. We promote accessible housing with housing providers and advise of accessible design for new housing projects, our access work aims to increase access to wider community and social facilities also.

Transport is a major difficulty for many disabled people. We have contact with transport providers and our transport group works with the Taxi Licensing officers, Travel West Midlands, the Ring and Ride Users Group and the Transport Users Forum in order to promote disabled people’s transport needs. We also raise the issue of accessible parking and drop-off points on every building project where we are consulted.

As described above we do a lot of access work: promoting the built environment. Also, in all the work we do, with any of our partners, we use the opportunity to encourage them to think about removing disabling barriers – this can be obvious things like making sure a drop-in doesn’t happen in a building with only stepped entrance, to making sure meetings are conducted in a disability friendly manner. All of these intervention promote disabled people’s independence of involvement and quality of life.

Improve health & well-being(3b)
Health and wellbeing can be a major problem for disabled people – often ways of maintaining health – through healthy eating information, attending leisure venues, or following exercise routines and using exercise equipment can be more difficult for disabled people because of problems of accessible venues, equipment, information.

One Voice continues to work with leisure centres in Wolverhampton to ensure that disabling barriers are removed, and that new venues are as accessible as they can be.

Through listening to disabled people’s groups we found that many could not do standard exercises because of impairment, so One Voice commissioned and produced chairobics exercises for sedentary people. We have put the exercise leaflet on our website and in our newsletter. Also, all of One Voice’s General Meetings now begin with a Chairobics exercise session. In this way we try to promote a healthier lifestyle on a practical basis.

Improve employment skills of residents (4a)
Reduce unemployment and incapacity (4b)
Increase employment, reduce gap between priority areas and the city (4d)
Disabled people are more likely to be unemployed than their non-disabled counterparts – only 50% of disabled people of working age are in employment, for many disabled people lack of work experience, or opportunities to volunteer in an accessible environment can be a difficulty.

One Voice continues to take on disabled volunteers who are on disability benefits such as Incapacity Benefit, Employment Support Allowance and Disability Living Allowance. Many of these people have never worked, or not worked since their period of incapacity.

We provide a first step for them into a more regulated world, as well as providing an opportunity to learn new skills, which will help in moving towards work. Seetek and Disability Employment Advisors have referred people to us for volunteering opportunities. In the last year, one of our volunteers went on to full time work and one will be starting a full time degree at University in September.

23% of disabled adults have no qualifications, compared to 9% of adults without a disability, and this is a major barrier to many disabled people’s employment opportunities.

This year we have recruited unemployed disabled people to be trained to NVQ level 2 for our advocacy project – successful trainees will learn many skills as they do paid sessional work for One Voice as advocates. As part of our service we provide help and encouragement to all our trainees to find paid employment. 
All of our trainees are disabled people who were NEETS – that is not in employment, education or training, before we recruited them. We are thus providing training, employment skills and paid work practice to a group of people who historically are much more likely to be unemployed than non-disabled people.

We also provide a general service for disabled individuals helping them with job applications, and interview preparation.

We provide advice and help on what to do when disabled employees are having impairment related problems at work, and to try to help them work with their employers to stay in the job.

Part 4 - Appendices
Appendix 1 – website pages
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Appendix 2 – accessible meetings and events guide
Organising Accessible Events

Many meetings and events are organised in a way that can create barriers for disabled people’s participation, not because we don’t care, but because we may not know that the way something is arranged makes it difficult for some people to participate..

The aim of this guide is to ask questions to help you to plan and run a successful event that is a fully inclusive experience for disabled citizens

The Law:

Service providers have a duty under the Disability Discrimination Act:

not to treat disabled people less favourably than non-disabled people, and

make reasonable adjustments to your services and premises so that disabled people can access them.

Public Bodies (like the council and health authority) have additional duties relevant to arranging events, including:

 Encourage participation by disabled people in public life

 Take steps to meet disabled people's needs, even if this requires more favourable treatment.

Inclusivity

Thinking inclusively means thinking about removing barriers to participation each time you plan a feature of your event such as publicity or the venue. This means thinking about attendees, staff, Chairs, speakers, guests, performers and exhibitors any of whom may be disabled people. 

It means making sure that there are no disabling barriers built into your event. 

It’s not about making reasonable adjustments on the day, it’s about getting it right at the planning stage.

Planning - Venues

You should start by looking at your possible venues – have you done an access audit of the venues? 

(You can use the One Voice access audits checklist, or access audits pack to help you).

It is best to visit the venue to check for access.

Remember you need also to consider how people get to the building:

Is it on an accessible bus route, is there a level access crossing/dropped kerb

Is there disabled parking by the door (and are you making sure it is to be used by the disabled participants)

Is there a drop-off point at the entrance door

If transport is an issue, is there a budget for taxis for disabled people to get to and from the venue, and a system for them to claim back this expense on the day?

Is it easy to find your way from entrance to event – is it well signposted, is there a greeter for people who can’t see/read the signs

Planning - publicising

Ensure that you use a variety of media to publicise your event, so that you are reaching disabled citizens: 

Word of mouth

Leaflets and newsletters (large print accessible format)

EasyRead version

Taped information

The talking newspaper (weekly news from the Beacon Centre for the blind)

Websites (is your website accessible, are you offering alternatives to pdfs)

SMS

Posters

Targeting places where disabled people go like day centres, shop mobility, clubs and organisations etc.

Make sure you tell people about the access in the publicity

How can people contact you? Offer letter, email, telephone, sms, and textphone/fax – and make sure someone actually check these.

Planning – the event

Do people need tickets? How do they get them, is the ticket office accessible (can you get to it by accessible transport)

Do people need to fill in a form – what alternatives have you supplied?

Find out the information and communication needs of interested parties before the event

Find out if you need to get information translated into Braille and where you can get this done.

Does anyone need a sign language interpreter/note-taker/lip speaker – do you know where to get one? Have you made sure this is budgeted for?

Does anyone need an assistant for toileting etc?

Have you involved disabled people in the planning of the event? This is often a good idea, as they will be able to highlight problem areas that need to be addressed.

Make sure the seating arrangements are accessible – is there space at the end of rows/front for people with assistance dogs? (and is water made available for the dogs?)

Is there plenty of space for people with ambulant and other impairments?

Is there space reserved near the front for people with hearing impairments?

Is there a hearing loop/infra red system at the venue, have you let participants (and staff) know about it?

Has provision been made for people to bring their own assistants or carers?

Make sure speakers are briefed on how to present accessibly, work with sign language interpreters etc

Is the lighting okay for visually impaired people?

Is there a quiet room?

Is there a smoking area outside?

Conducting the event

Have you made sure all information, reports, papers etc are available before the day of the event and in the right format?

Are all speakers, chairs etc informed of need to face forward when they speak, and use Plain English?

Make sure that when the lights are dimmed for videos, you are not giving information that needs to be seen by hearing impaired people (you can’t lipread or see sign if the lighting is low)

Are there plenty of breaks designed into the timetable?

Is there a host to help people with drinks/refreshments?

Are there video or screen presentations – are they subtitled – does the presenter know he must face the audience, and describe any visual materials in his presentation

Are all the staff disability aware, do they know their responsibilities regarding assisting disabled participants – do named people have responsibilities for assisting with evacuation of disabled participants and presenters?

In the introduction have you ensured that you don’t just point to the toilets, evacuation area etc, but describe how to get there.

Make sure staff understand that if things go wrong, or aren’t working, the best person to ask for how to get thing on track is the disabled person.

Make sure the event is well staffed, and the staff are easy to identify.

Make sure there is plenty of circulation space.

If you are expecting people to work in groups, make sure there is a quiet area (or room) for people with hearing impairments to do this.

If there is food, are there assistants to help with getting it?

Is coffee/tea easy to use (milk and coffee in fiddly individual cartons is difficult for a lot of people)?

Is there easigrip cutlery as well as standard?

Are straws available?

Afterwards

Find out what worked and didn’t work for disabled people

Plan improvements for the next event
If you want any advice about any of the things in this document, contact:

mail@1voice.org.uk
(01902) 810016

Stress Management
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Introduction
This pack accompanies the One Voice Stress & Anxiety management workshop, it is a reference to help you with your stress management techniques.

It is also free for personal use by any disabled person who may find it beneficial.

If you use this pack or quote from it please acknowledge that it is the property of One Voice.

This pamphlet is not a complete solution to dealing with stress and anxiety, but it will give you some useful tools.

You may find that you do not like some of the relaxation techniques outlined in this pack, or that your impairment means that it is difficult to carry out some of the instructions. If you don't like or can't do something, move on to a technique that suits you better, and if you find something that works, stick with it. 
Stress management is a personal thing - what works for you may not suit the next person, be prepared to spend some time finding out which method or methods are best for you.

This pack was brought to you by One Voice, you can find out more about One Voice:

 (01902) 810016

Email: mail@1voice.org.uk

One Voice, Regent House, Bath Avenue, Wolverhampton, WV1 4EG.

Relaxation Techniques

Some of the techniques listed below require extras like music or darkness, and may only be available to you at home.

Some techniques may not be appropriate because of your impairments, some may make you feel uncomfortable, although most can be adapted to your individual needs.

The point is to pick a technique that works for you.

It’s important to remember that these techniques won’t address your stress and what causes it, they will only assist you in finding ways to deal with it.

The ultimate method for eliminating stress is of course to identify its causes and deal with them.

An Outline of the Techniques
Hot Bath
Many people find this a relaxing experience; however it is limited in that it requires that you have easy access to a suitable bath, when you feel your stress levels are too high.

Some people find the combination of a hot bath and aromatherapy oils useful.

Music
Many people find listening to music/dancing very relaxing – especially without other distractions. 

Mental Imagery
This is a good technique for people who's impairment makes the more physical techniques difficult. It involves focusing on relaxing mental images, such as a river.

See page 6 for more details.

Calm Voice
Sometimes, simply forcing yourself to slow down and speak in a calm voice may be all that it takes to relax , your heart rate and stress levels increase when talking faster or louder.

Massage
Some people may not feel comfortable with this, but often a full body massage or a 'head and shoulders' massage can relieve your stress.

Aromatherapy
Like massage, some people may not like the idea of aromatherapy. However, people who are willing to try it will find that the beneficial effects of some essential oils are well documented.   For more information see p9
Changing your diet
Research shows that a person's diet can have an impact on their stress and anxiety levels as well as their physical health. 

A good diet should contain a lot of fresh fruit, vegetables, and fish/meat if you eat it. 
Talking to a friend
Sometimes, simply talking through your feelings with a friend can help to alleviate stress.

Autogenic
An autogenic technique is one where you teach yourself to get rid of stress or tension. Some autogenic exercises are included in this pack. See page 8
Counselling
If stress or anxiety arises from something in your life that you want to change or deal with, it may be useful to start counselling. Some counselling services are specific - like alcohol counselling, or victim support counselling, others are more general. For a list of contacts, see page 11
Yoga
For people who are fairly agile, yoga can often be beneficial. It is based on using breathing control and some physical exercise as a means of producing mental and physical health. 
Meditation
Some people find meditation a useful way of dealing with stress or anxiety. It involves focusing on a positive thought, image, or goal, and shutting everything else out. It is often religious/spiritual in its starting point . 

Focus

Sometimes changing your focus, or focusing on another element in your life can relieve your stress or anxiety.
Breathing Exercises
Breathing exercises such as deep breathing or breath holding can be useful, especially in dealing with anxiety. See page 7 for more information.

Distractions
A distraction is a useful short-term method of dealing with stress or anxiety. For anxiety looking at something else in the room, and concentrating on that may be helpful. 
Stroking a pet, or watching a film may be useful in the relief of stress.

Reflexology
Reflexology is based on manipulation of pressure points to  relax muscles. It should not be attempted by an untrained person. For more information see page 13

Progressive Muscle Relaxation
Progressive muscle relaxation involves the stretching and relaxing of all your muscles. It may not be possible for people with some physical disabilities. Also some people may find it easy to stretch their muscles, but difficult to relax them.

Sport/physical exercise
The physical exertion of sport or exercise can often help to relieve stress or anxiety.

Reviewing the situation
Reviewing the situation that is the cause of your stress or anxiety can often be useful. You may find that you can eliminate some of the factors that produce the stress or anxiety.


Mental Imagery Techniques

A Mental Imagery Technique is designed to relieve stress; 
It is about visualising a comfortable picture that transports you from your current situation. 
To do this, you need a helper to read a script, or a tape with someone speaking/signing on it.

The helper should remember to speak slowly, using long pauses, and speak quietly and deeply. 

The helper should ask the client what scene or backdrop s/he likes most - what s/he finds most relaxing - this may be the sea or the countryside, warm or cold weather, etc 
-make sure the helper gets this information from you before you start, the helper then needs to come up with a script based upon the one below – which is for a person for whom the sea is part of their relaxation image..

You should start by getting comfortable in your chair

Close your eyes

Take a couple of deep breaths

The helper should then slowly follow a script such as the one that follows:

#1
You are by the sea

#2
Notice the sea

#3
Notice the sky above you, surrounding you.

#4
Feel the sun on your skin; the sand beneath you

#5
Notice the smells around you 

#6
Hear the sound of the breeze, the sound of the sea

#7
[Long pause]

#8
In your own time, sit up straight, and open your eyes

Note that this technique works well not just with visual imagery, but also with sound and smell.

Breathing Exercises
Breathing exercises are often useful in the control and management of anxiety.

They may not be appropriate for some people with respiratory difficulties - if it feels good, do it; if it doesn't, don't.

Rhythmic Breathing

You must try to keep your breathing regular.

try slow, rhythmic, deep even, breathing

Focus on the sensation of breathing

Use words or numbers associated with breathing in and out

(eg "in-out", or "1-2")

Holding your breath
Inhale deeply

Hold your breath for a number of seconds;

but not so it feels uncomfortable

Exhale, and feel your anxiety ebb away.

Focus on the sensations of tension release

(repeat this ad infinitum)

Autogenic Techniques
This is a way of relaxing your whole body. You will need a partner/helper to 'talk you through it', although the information can be put onto audio cassette, so that you can play it back alone.

Pay attention to extremities like fingers and toes, where circulation is not at its best.

The helper should look for muscle-tone or visual clues to see how its going.

The helper should leave long gaps between each sentance, and talk slowly.

Example Script

#1 
Get yourself comfortable in the chair

#2 
Close your eyes

#3 
Take a couple of deep breaths

#4 
I want you to concentrate on your hands

#5 
Notice how your hands are becoming ever so slightly,                

     
pleasantly warmer

#6 
Notice how your hands are becoming ever so slightly,                       

     
pleasantly warmer

#7  
Be aware of that warmth in your hands and fingers

#8 
Be aware of the very slight warmth you can feel in your   

     
hands and fingers

#9 
Just notice the very slight tingling, the slight glowing 

      
sensation in your hands and fingers

#10 
Just be aware of how that slight but pleasant warmth is 

        
slowly moving up your hands and wrists to the lower 

        
part of your arms

#11 
Just be aware of the very slight but pleasant warmth

        
wrapping itself around your lower arms

#12 
Just be aware of the very slight glowing and tingling 

       
sensation

#13 
Just notice that warmth radiating up the rest of your 

         
arms, glowing

#14 
Just wrapping itself around the rest of your arms, so 

        
that your hands, arms, and fingers are feeling ever

        
so slightly but pleasantly warm

#15 
Just notice how the warmth is stretching around your 

       
shoulders, so that your shoulders are feeling ever so

        
slightly, but pleasantly warm

#16 
Be aware of the warmth wrapping itself around your 

       
hands, arms, shoulders, and fingers.

#17 
Be aware of the very slight, pleasant, tingling sensation

        
around your hands, arms, shoulders, and fingers

#18 
What I'd like you to do now is to slowly, slowly, open

      
your eyes, keeping that pleasant warmth.

This script is abbreviated: it can extend to cover your neck, back, cheeks, throat, chest, pelvis, throat etc. Or it can just cover one area.

Aromatherapy Essential Oils
The main idea behind aromatherapy is that essential oils can be used in a variety of ways for therapeutic benefit.

Single oils or combinations of oils can be used to affect mood, as well as physical problems, such as colds and skin irritations.

The oils can be used in the following ways:

In the bath - a few drops dispersed in the bath

Footbath - 3 drops dispersed in a footbath, soak your feet for 15 minutes.

Massage - the oil should be mixed with Almond Oil: 1 drop of essential oil to 20 drops of Almond oil, and gently massaged into the body.

Massage should not be used on skin that is damaged or delicate, or on people with heart or circulatory problems.

Oil Burner/Lampshade Ring - these can be used to fill the room with the aroma of an essential oil.

Inhalation - put one drop onto a pillow/tissue, or take a sniff from the bottle.

Some oils are suitable for some methods, but not for others: be sure to find this out before you use it.

Some oils should not be used before going into the sun.

Some oils are not suitable for people with certain conditions: for example, people with epilepsy should not use Fennel, Hyssop, sage, Wormwood or Rosemary; people with sensitive skin should not use Cardamom, Juniper etc; pregnant women should not use cinnamon, Basil etc
make sure your chosen oil is safe for you before you use it
Oils that can be used for stress and anxiety

Condition


      Oil/s



How used 
Menopause


 Geranium

PMS/PMT


Bergamot, Lavender, 




 Geranium, Jasmine

Anxiety


Bergamot, Mandarin, Rose

Panic Attacks


Frankincense, Lavender

Mood Swings


Geranium, Lavender

Exhaustion


Clary Sage and Lavender

Insomnia


Lavender, Mandarin

Mental Exhaustion

Rosemary

Poor Attention

Basil

Tension Headache

Lavender
High Blood Pressure

Hyssop
Lack of Appetite

Coriander

General Stress


Cedarwood, Clary Sage



  
Neroli, Sandalwood
Worry 



Chamomile, Lavender
Long Term Solutions to Stress
Relaxation techniques are only a coping strategy for someone experiencing stress, the only real long-term solution is to remove the causes of that stress.

To do this, you should:

Think about what is causing the stress

Work out if this could be handled in a different way, so it's not stressful

Talk to people who may be able to take some of the load from you - find out about sources of help

If it's a time management problem - prioritise - chuck out the less important things

If it's a skills/training problem, get that training
Don't think you have to be in control of everything -let others take up the slack

Leave time aside every day for relaxation

Make sure you do some 'fun' things each week, to remove yourself physically and psychologically from the stress

Change your lifestyle if it is the problem

Be aware of your feelings, and how you express them

Change the way you think about/respond to stressful situations 
Accept what you cannot change

Useful Contacts
Counselling

Victim Support



(01902) 572505
Relate





(01902) 428447


Family and sexual relationships counselling
relatewolves@hotmail.com
Aquarius




(01902) 420041

Alcohol and drug dependency counselling
(01902) 427300 FAX

aquarius.8@zoom.co.uk
British Association of Counselling


1 Regent Place, Rugby, CV21 2PJ

The BAC will have a list of registered counsellors in your area.

Reflexology
Midlands Reflexology


(01902) 789040
Yoga Courses

Adult College, Old Hall St, Wolverhampton, WV1 3AU







(01902) 312059
Useful Books
Yoga
Mehta, M.: "How to use Yoga"

Dorling Kindersley, £10.99

Massage
Maxwell-Hudson, C.:"The Complete Book of Massage"

Dorling Kindersley, £9.99
Aromatherapy
Tisserand, M. : "Stress: The Aromatic Solution"

Hodder & Stoughton,  £8.99

Hopkins, C. : "Principles of Aromatherapy"

Thorsons, £5.99

Diet

Lazardies, L. : "Principles of Nutritional Therapy"

Thorsons, £5.99

Meditation

Fontane, D (Dr).: "The Meditators Handbook"

Element, £8.99
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�  http://www.1voice.org.uk/advocacy.htm


� See Appendix 3


� See Appendix 2


� See Appendix 1


� The headings relate to those in the document “Local Area Agreements – Briefing Note” (July, 2006)�


� Document available at: �HYPERLINK "http://www.1voice.org.uk/Publications/constitution2009.rtf"�http://www.1voice.org.uk/Publications/constitution2009.rtf� 


� �HYPERLINK "http://www.1voice.org.uk/Publications/OV%20accessible%20events.doc"�http://www.1voice.org.uk/Publications/OV%20accessible%20events.doc�





� Reasonable Adjustments – as facilitated by the Disability Discrimination Act


� These needs are widely subscribed to by the disability movement and independent living centres, are listed in “Life chances for Disabled People” (p70-71) and are the basis for the Government health and wellbeing report “Better Outcomes, Lower Costs” (p17ff)





� Office for National Statistics Labour Force Survey, Jan - March 2009


� As indicated by the census 
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