Recommended Procedures to Identify a Suitable Agency
An ILO can provide you with a list of agencies operating in the Edinburgh area. You can also find details of care agencies in the local telephone directory. Gather information from the agencies, for example, leaflets, brochures. This will allow you to determine exactly what services can be provided and how these can be delivered. 

LCiL would recommend that you prepare a shortlist of at least 3 agencies and invite them to discuss how they would deliver your care package. 

LCiL has prepared a list of questions you may wish to ask the agencies.

When you have selected an agency, ask them to prepare a support plan and provide detailed costing. 

Any care package you purchase will have to be within the budget limits set by your funding, i.e. Direct Payment or Independent Living Fund, unless you are able to contribute to the cost using your personal finances. 

Questions to ask the agency
1. What services could you provide for me?

2. What tasks will you not carry out?

3. a) Does your organisation provide workers for sleepover?

b) What is the usual length of a sleepover shift?

4. If I use your agency for emergency cover and I get on well with a particular worker can I request them again? 
5. If I agree that you should provide me with a long-term support package 
a. Can I choose the person who provides my support?

b. Can I interview the workers who will be working in my house?
6. Can I expect to see the same person on a regular basis?  What if that person is sick, or on holiday?
7. How are its staff recruited?  Are they checked for a criminal record?  What training are they given?
8. I expect everything I tell you or your workers to be kept confidential what is your policy on confidentiality?

9. a) What information do you keep on clients and how long is this information kept for and who has access to this information?

b) Would there be any times you would contact anyone with out my consent, if so, who and in what circumstances? 

10. What is your policy when moving and assisting clients or using equipment? 1 or 2 workers? Do I have a choice? 
11. If there are times I need more than 1 worker for moving and assisting procedures will I be charged a minimum of ½ hour, 1 hour or more for this worker? 
12. What charges will be made? Is this price all-inclusive, or are there extras (like VAT, National Insurance or travelling expenses)?
13. Is there a minimum amount of service that has to be bought (for example, a minimum number of hours a week)?
14. Can the agency be contacted at all times while the support is being provided?
15. Is there an out-of-hours emergency service?  Is there an additional charge for this?
16. How can I complain about the service if I have a problem?
17. What obligations will I have if I cancel the service? 
18. Is the agency registered with the Care Commission? Does it meet the national care standards? (these are the standards that the Care Commission inspects against).
19. Does it have full professional and employer’s liability insurance?
20. Does it work to a recognised code of practice?

21. How do I register with the agency?

Once you decide to go ahead and buy services from an agency, the answers to all these questions and any other arrangements you make will need to be written down in a contract – an agreement between you and the agency setting out what they will provide, and for what cost.
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