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Foreword
Through our ongoing work in this important area, LimeCulture has witnessed
the increased demand for high-quality ISVA services for victims/survivors
of sexual violence. There are currently over 110 ISVA services operating
across the UK. While they are not always set up, funded or delivered in
the same way, their existence is testament to an ongoing recognition that
ISVAs provide vital support, and that victims/survivors should be able to
access ISVA services in their local area.
However, there is more work needed to ensure greater consistency across
ISVA services. It should never be acceptable for victims/survivors to have a
postcode lottery for ISVA services. Every victim/survivor should be able to
access a high-quality, well managed ISVA service, wherever they are in the
country, regardless of their age, gender, race, sexuality or beliefs.
Whilst we know that there are many, many more ISVAs needed to make
this ambition a reality, at LimeCulture, we believe that the provision of
quality ISVA services will in turn make the case for more ISVAs to reach
more victims/survivors. However, we must ensure that there is consistency
in the quality of the support that is being provided by ISVA Services. These
Quality Standards for ISVA Services will take us a significant step closer to
making this a reality.
We are delighted with the level of support that LimeCulture has received
for the development and implementation of these Quality Standards for
ISVA Services, which have been informed by the views of current ISVA’s
working on the frontline, ISVA service providers, commissioners and most
importantly those who have accessed ISVA services - who were able to
share with us their personal experiences of what it is like to receive support
from ISVA services.
We are keen to ensure that these Quality Standards are available free of
charge to any ISVA Service who wishes to work towards meeting them.
We believe they provide a bench-mark for individual services to monitor
their provision against, and also act as a driver to improve quality and
consistency across ISVA services collectively.
Importantly, sitting alongside these Quality Standards will be an
Independent Accreditation and Monitoring Programme, which provides
impartial verification of the quality of ISVA services, something which
commissioners increasingly demand through specifications.

Stephanie Reardon

Kim Doyle

Joint Chief Executive
LimeCulture CIC

Joint Chief Executive
LimeCulture CIC
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Background
1. Independent Sexual Violence Adviser (ISVA) Services play an important role in providing specialist tailored
support to all victims and survivors of sexual violence.
2. In September 2017, the Home Office published the essential elements of the ISVA role which sit alongside
the National Occupational Standards and provide a comprehensive approach to individual ISVA’s practice.
However, this guidance does not describe the standards of provision that are required to assure safe and
effective ISVA service delivery.
3. Additionally, given the complex nature of support provided by ISVA services, and their important role in
supporting both the health & well-being and the criminal justice process, it is clear that the provision of
ISVA services must be of the highest quality in order to provide effective, professional and boundaries
support to their clients, who are often extremely vulnerable.
4. During our extensive training and consultancy work in this area, LimeCulture are frequently approached
by commissioners and providers to identify “best practice” for ISVA services to adopt, to provide specific
advice on cases, to provide independent review of ISVA services and to support the development of ISVA
service specifications and procurement exercises.
5. Based on our extensive work around ISVA services, our independence from service providers and our
work to develop Quality Standards for Services Supporting Male Victims/Survivors of Sexual Violence,
LimeCulture has been repeatedly asked by commissioners and providers to develop Quality Standards
for ISVA Services.
6. Consequently, with the support of and in consultation with policy leads, ISVA service providers,
commissioners and individuals who have accessed support LimeCulture has undertaken the development
of these Quality standards for ISVA services.
7. The main benefits of the Quality Standards for ISVA Services are set out below.

Benefits of the Quality Standards

✓

Victims/survivors of sexual violence will have confidence in the quality of the ISVA Service they are
accessing

✓

Service Providers will be able to evidence the quality of their ISVA Service provision against the
Quality Standards

✓

Commissioners will be able to commission against these Quality Standards, which assure the
provision of support and enable effective performance
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Developing the Quality Standards
Consultation with Service Providers And Professionals
The development of the Quality Standards included consultation with a wide range of services delivering
ISVA support.
Two consultation workshops were held with more than 60 individual commissioners and service providers
to discuss ideas, gather views and collate suggestions about the breadth and detail that should be included
in the Quality Standards.
The draft Quality Standards were circulated for a 2-month consultation period to allow commissioners,
providers and their partner organisations to provide comment.
More than 50 organisations (including providers and commissioners) provided feedback on the draft Quality
Standards ensuring the language, scope and detail contained within the Quality Standards was fit for purpose.

Consultation with ISVA Service Clients
An online survey was designed to capture the views of individuals who have accessed ISVA services on the
efficacy of the support they were provided and their personal opinion on the ISVA support they received.
More than 60 individuals who had accessed ISVA support responded to the survey and shared their views,
experiences and suggestions.
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Implementation of the Quality Standards
These Quality Standards were formally launched in October 2018 at Knowledge and Network, the National
ISVA Conference. The Quality Standards are available to download free of charge at: www.limeculture.co.uk
These Quality Standards have been developed for use by all services providing ISVA support, including all
VCSE (Voluntary Community & Social Enterprise) sector, SARCS (Sexual Assault Referral Centres), private
provider organisations and services within a statutory setting including NHS, Police or Local Authority.
For commissioners these Quality Standards provide a framework for the development and monitoring of
the ISVA services they commission. Some commissioners have already begun to include the requirement
for providers to achieve these Quality Standards in their service specifications. LimeCulture is keen to see
this approach adopted by all commissioners to begin to improve the consistency of provision across the
country and reduce the postcode lottery that can exist for service users accessing similar services delivered
by different providers.
It is intended that the Quality Standards will be available to any professional, service provider, client or
commissioner who wishes to access them to further the improvement of ISVA support.

Accrediting ISVA Services Achieving the Quality Standards
During the development and consultation phases, providers and commissioners reported that ensuring a
robust process to independently determine whether ISVA Services are meeting the Quality Standards should
be prioritised.
It is clear that there is a desire amongst providers and commissioners to ensure these Quality Standards
are consistently applied and monitored. To this end, LimeCulture is launching an Independent Accreditation
Programme for ISVA services wishing to adopt and implement these Quality Standards. Services assessed as
meeting the Quality Standards will achieve an independent quality ‘kitemark’.
The key drivers for these Quality Standards is to improve the overall quality and consistency across ISVA
service provision. It is, therefore, crucial that the Quality Standards’ accreditation process is applied
consistently and independently.
As these Quality Standards for ISVA Services are the first of their kind, they have not been included, adopted
or replicated by any other standards available to providers of sexual violence services. No other kitemark or
standards are verification for ISVA Services achieving these Quality Standards.
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PART TWO
THE QUALITY Standards
These Quality Standards are made up of 4 separate domains, which are:

1. Leadership and Governance
2. Access and Engagement
3. Service Delivery
4. Outcomes and Evaluation
The information contained in this section of the guidance provides
a description of each of the four domains and the individual Quality
Standard that make up the overall Quality Standards.
This section also includes a rationale for the inclusion of each Quality
Standard, as well as the expectation of how the Quality Standard can
be achieved.
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1. Leadership and Governance
These Quality Standards seek to ensure the ISVA Service is able to deliver appropriate
and sustainable support to victims/survivors of sexual violence and their families through
the effective management of the ISVA service and its staff.
The ISVA Service:

1.1

Maintains independence through the provision of accurate and impartial
information to clients

1.2

Has distinct policies and procedures in place specifically for supporting
ISVA service clients

1.3

Is underpinned by strategic partnerships to support multi-agency working, seamless
pathways to support, and appropriate information sharing

1.4

Is managed by staff who have undertaken specific training to provide management
of the ISVA service and supervision of caseloads

1.5

Ensures all staff with a caseload have undertaken (undertaking with
supervision) an accredited ISVA training course and have access to continued
professional development

1.6

Ensures all ISVAs have access to regular clinical supervision, of no less than 1.5
hours every 4-6 weeks*
*applies to ISVAs working full time

2. Access and Engagement
These Quality Standards seek to ensure that the ISVA service recognises the specific
needs of ISVA clients.
The ISVA Service:

2.1

Provides an equitable service to clients, regardless of involvement with the criminal
justice process and nature of abuse

2.2

Allows referrals from a range of referral sources including police referrals, selfreferrals and professional referrals

2.3

Aims to provide initial contact with new clients within 5 working days of referral, or
sooner

2.4

Puts in place an agreement with all clients that seeks to:
• outline ISVA service provision,
• manage service and contact expectations,
• obtain consent and assure confidentiality,
• define professional boundaries
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3. Service Delivery
These Quality Standards Seek to ensure that the ISVA service has processes in place to
enable the safe, effective and appropriate delivery of services to its clients.
The ISVA service:

3.1

Ensures that individual risk and needs assessments are carried out with each client
at every contact

3.2

Ensures that client-led support plans are developed for each client, based on their
individual risks and/or needs

3.3

Delivers flexible support to meet the needs of the client, that is facilitated by
effective case management

3.4

Has established referral pathways to other local services that may benefit ISVA
service clients

3.5

Maintains robust management of client records to assure confidentiality, adherence
to data protection legislation and where appropriate facilitate the sharing of
information

3.6

Complies with all national and local safeguarding requirements

3.7

Ensures clearly defined exit strategies are put in place to enable the safe, timely and
appropriate completion of support

4. Outcomes and Evaluation
These Quality Standards seek to ensure that the ISVA services collects and monitors data
sufficient to understand whether they are achieving equitable access and engagement
and having a positive impact.
The ISVA Service:

4.1

Has a process for encouraging feedback from ISVA service clients, including those
who do not continue with support

4.2

Collects and monitors a core data set to understand whether the ISVA service is
achieving equitable access, engagement and a positive impact

4.3

Reviews data and feedback from clients to inform change, improvement and to
develop innovative ways of working
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Quality Standard one:
Leadership and Governance
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1.1

The ISVA Service Maintains independence through the
provision of accurate and impartial information to clients

Rationale
Independence is a key aspect of the ISVA
service’s role in being able to provide impartial
information to their clients. The ISVA service
should retain and promote its independence
from the police and/or other criminal justice
system agencies so that ISVA clients are free
to make their own choices about reporting
to the police and/or entering into a criminal
justice investigation.

“

Independence from the police is crucial for the
ISVA service, which should be explicitly stated
and stressed to our clients. This is particularly
important for those who choose not to report.
- ISVA Service Provider
My ISVA explained the different options available
to me, without pushing or recommending any
particular course of action. Because of my
experience, it was important for me to have
freedom of choice and my ISVA gave this to me.
- Survey Respondent

”

Achieving the Quality Standard

✓

The independence of the ISVA service is reflected in the governance and management structures
as well as promotional literature and materials

✓

Staff demonstrate an understanding of the need to maintain independence and are able to
provide accurate and impartial information to clients

✓

Clients should be assured of the independence of the ISVA service and their role in providing
accurate and impartial information
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1.2

The ISVA Service Has distinct policies and procedures in place
specifically for supporting ISVA service clients

Rationale
Due to the complex nature of the support
provided by ISVA services, it is important that
there are clear policies and procedures to
underpin the delivery of the service.
For ISVA service providers who also deliver other
or additional services (for example, counselling/
therapy services, IDVA or Crisis Worker
services), it is important that distinct policies
and operational procedures are put in place
specifically for the ISVA service.

“

When we established our ISVA service, we used
the same forms and policies that we had used
for the therapy and group support services.
However, we quickly realised that the ISVA service
is unique and needs to operate quite differently,
with our own referral forms, client agreements,
confidentiality agreements.
- ISVA Service Provider

”

Achieving the Quality Standard

✓

Leaders ensure the ISVA service has specific policies and operating procedures that are reviewed
on a regular basis

✓

Staff are aware of and demonstrate an understanding of the specific policies and procedures

✓

Clients can access the ISVA service’s policies and operating procedures and are encouraged to
be part of the review process
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1.3

The ISVA Service is underpinned by strategic partnerships
to support multi-agency working, seamless pathways to
support, and appropriate information sharing

Rationale

“

It is important that the ISVA service has developed
effective strategic partnerships to ensure and
encourage appropriate referrals into the ISVA
service and pathways of support outside of the
ISVA service.

I really didn’t know what an ISVA was, or what
support they would give me - but my ISVA
explained that she could help me access support
from other services. She opened the door to
support services that I didn’t even know existed.

Agreements should be put in place between the
ISVA service and its partner agencies to support
information sharing arrangements to enable the
client’s seamless referral to appropriate support
and inform risk and needs assessments.

- Survey Respondent

Feedback from partner agencies should be
encouraged to ensure a joined-up approach to
working and spread awareness of the support
available from the ISVA service.

Having partnership arrangements in place with
other local services is key to an ISVA service,
they cannot support their clients in isolation.
There must be established and robust referral
pathways to support victims to gain access to
the ISVA service and allow referral by the ISVAs to
other services too.
- Commissioner

”

Achieving the Quality Standard

✓

Leaders have developed strategic partnerships with all relevant agencies to ensure seamless
referral between services and information sharing arrangements are in place

✓

Staff demonstrate awareness of the value of partnership working in order to support ISVA
clients and enable appropriate referrals

✓

Clients experience seamless transitions from the ISVA service into other local support services
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1.4

The ISVA Service Is managed by staff who have undertaken
specific training to provide effective management of the ISVA
service and supervision of caseloads
Rationale
Due to the complexity of managing an ISVA service, is it essential that those with responsibility for
managing the ISVA service have completed ISVA manager training and have appropriate knowledge and
skills to supervise and support ISVA’s caseloads.
ISVA service managers are responsible for ensuring the ISVAs within their service are:
�
�
�

working within the professional boundaries of their role,
effectively identifying, monitoring and managing their clients’ risk and needs
putting in place effective support plans for their clients that enables them to refer to appropriate
support services

ISVA service managers should be confident to monitor service-level information and data to manage the
capacity and demand for the ISVA service. They should also have a role in the allocation of new cases to
ensure that there is an appropriate spread of cases between ISVAs and reduce the risk of burn-out for
ISVAs.
ISVAs within the service should be able to escalate problems, difficulties or complaints to their service
managers. Therefore, it will be crucial for the ISVA service managers to have a thorough understanding
of the support provided by an ISVA, have good relationships with partner agencies to meet the needs of
the service and communicate with commissioners where necessary.

“
“

My last manager didn’t really understand my role [as an ISVA]. I didn’t get any useful
support as she was used to managing counsellors and it’s different for them. That
definitely made my job harder.
- ISVA

I worked as an ISVA before I got the job of managing the ISVA team – so I get it. I can
help the ISVAs with any problems and most importantly, I can check that the ISVAs are
managing their caseloads. I still want to be trained though- to keep learning & stay on
top.
- ISVA Manager

”
”

Achieving the Quality Standard

✓

Leaders managing the ISVA service have completed ISVA manager training to enable them to
effectively manage the ISVA service

✓

Staff feel supported in the effective management of their caseloads and confident escalating
issues though supervision

✓

Clients are confident that staff are able to effectively manage caseloads through the support of
management
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1.5

The ISVA Service ensures all staff with a caseload
have completed an accredited (or are undertaking)
ISVA training course and have access to continued
professional development
Rationale
Due to the complexity of the support provided by ISVAs, it is crucial that all staff providing ISVA support
to clients should have completed a full accredited ISVA training course to ensure they can support their
clients safely and effectively.
The Home Office ISVA Guidance states “All ISVAs are expected to have undertaken a full, comprehensive,
accredited specialist ISVA training course, which provides them with the core competencies and skills
required to carry out their role”
Where an individual is carrying out ISVA duties but has not yet fully completed their training this should
be made clear, for example in their job title; or, they should only work under the supervision of an ISVA
who has fully completed an accredited training programme.
Access to continuous professional development ensures ISVAs are able to effectively support their
clients with specific needs. Continued professional development will enhance the support provided by
the ISVA services and ensure individual ISVAs remain current and confident in their role

“

We need more well trained ISVAs everywhere. We make sure our ISVAs have completed
the ISVA training and the advanced development programme but we know that other
ISVAs in our area haven’t and it’s a risk for all of us. They don’t operate in the same way
we do, and it makes it difficult when other professionals think we provide the same level
of service.

”

- ISVA Service Manager

“

I’m aware my first ISVA had trained a while ago and I think had picked up some bad
habits, which came across as unprofessional.
- Survey Respondent

”

Achieving the Quality Standard

✓
✓
✓

Leaders ensure all ISVAs complete accredited ISVA training within a year of being appointed and
ensure analysis of staff training needs is conducted annually to include continuous professional
development

Staff complete accredited ISVA training and continuous professional development obligations
and commit to advancing their knowledge of issues relating to ISVA support

ISVA clients can be assured of staff competency and qualifications to provide support.
Statements of competence are made publicly available e.g. published on websites/literature
or certificates displayed
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1.6

The ISVA Service ensures all ISVAs have access to regular
clinical supervision, of no less than 1.5 hours every 4-6
weeks* * applies to ISVAs working full time
Rationale
ISVAs require a formal process of professional support and learning which enables them to develop
knowledge and competence, enhance client safety and promote self care.
The Home Office recommended “ISVAs are provided with access to separate clinical and management
supervision….The Clinical Supervisor should also be impartial and where possible be external to the ISVA’s
organisation. It is important that Clinical Supervisors are aware of and, understand the role of the ISVA,
boundaries for the role and risk and needs management of cases in the criminal justice system. Clinical
supervision is distinct to that provided during management supervision, which is primarily intended
to support the operational management of the ISVA”. ISVAs require a formal process of professional
support and learning which enables them to develop knowledge and competence, enhance client safety
and promote self care.
The Home Office recommended “ISVAs are provided with access to separate clinical and management
supervision….The Clinical Supervisor should also be impartial and where possible be external to the
ISVA’s organisation. It is important that Clinical Supervisors are aware of and, understand the role of the
ISVA, boundaries for the role and risk and needs management of cases in the criminal justice system.
Clinical supervision is distinct to that provided during management supervision, which is primarily
intended to support the operational management of the ISVA”.

“
“

Ensuring ISVAs have access to external clinical supervision is really important. The ISVA
role is a challenging job, they deal with traumatised people daily, with complex needs.
We have a duty to try to prevent our ISVAs from burning out or becoming traumatised
themselves.
- ISVA Service Provider

Our manager makes us go to clinical supervision every month. We all moan that its too
much but I always come away from talking to my supervisor feeling much better able to
cope with the challenges of my job.
- ISVA

”
”

Achieving the Quality Standard

✓
✓
✓

Leaders demonstrate their commitment to the service and staff well-being by ensuring regular
access to clinical supervision for all staff with access to ISVA clients

ISVAs describe regular and routine access to effective clinical supervision to complement their
management supervision and recognise the benefits to their clients and their own personal
well-being

Clients experience ISVA who are able to model effective self-care strategies
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Quality Standard Two:
Access and Engagement
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2.1

The ISVA Service provides an equitable service to clients,
regardless of involvement with the criminal justice process
and nature of abuse
Rationale
It is an important principle that ISVA services are able to offer equitable access to their clients regardless
of whether or not they have reported their abuse to the police. The ISVA role was originally championed
because of the support they could provide to those who had not yet reported to the police. Therefore,
to exclude clients who have not reported to the police is a departure from this principle. For example,
self-referral to an ISVA service can ensure clients’ risks and needs are assessed, referral is made to
appropriate services and ensure they are supported to make a report should they decide to do so either
immediately or at some time in the future.
It is also important that ISVA services are accessible to all victims/survivors of sexual violence, regardless
of when the abuse took place, or the type of abuse that the client has experienced. In seeking to manage
large caseloads, ISVA services may be tempted to introduce arbitrary access criteria, for example, only
providing a service to those who have been abused within the last year, or those who have experienced
rape. However, these types of arbitrary access criteria reduce the overall quality of the ISVA service.
It is important that the support provided by the ISVA services should be led by the risk and needs
assessments. Where caseloads become unmanageable, ISVA service providers should discuss the
implications with their commissioners.

“
“

Support through the criminal justice process is an important part of the support an ISVA
provides, but it is not the only aspect. There are 13 other domains of risk and need on the
Safety and Support assessment for ISVAs.
- ISVA Service Manager

The ISVA service saved my life. The waiting time for counselling is long, but the ISVA support
was almost immediate. [My ISVA] really listened and believed me, she offered advice,
which I needed because my brain wasn’t functioning properly, and I needed someone
to support me with coping with everyday life stuff like money, my job, my house. She
informed me of the rights I have and how to access records that I needed.

”
”

- Survey Respondent

Achieving the Quality Standard

✓
✓
✓

Leaders ensure an equitable ISVA service, routinely monitor uptake, and publicly promote
engagement with clients regardless of their involvement in the criminal justice system

Staff can demonstrate they understand the importance of providing support to clients regardless
of their involvement with the criminal justice process and are confident providing independent
information to support their clients’ decision making

Clients are able to access the ISVA service regardless of their engagement with the criminal
justice process and report effective support from the ISVA service in making decisions regarding
their engagement
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2.2

The ISVA Service allows referrals from a range of
sources, including police referrals, self-referrals
and professional referrals
Rationale
Providing a range of referral routes into ISVA services promotes equitable access to all potential ISVA
clients.
The police will provide a large proportion of the referrals into most ISVA services. However, it is important
to ensure that the ISVA service is accessible to victims/survivors who have not reported to the police
(either because they have not yet reported their abuse, or because they have chosen not to report to the
police)- see Quality Standards 2.1.
Self-referrals to the ISVA service should be encouraged and supported wherever possible to allow
clients to access the service when they choose and without the involvement of any other professional
or agency. Enabling self-referral will require the ISVA service to promote itself to the widest possible
audience, including utilising local networks and social media.
For ISVA services supporting children and young people, it is crucial that the ISVA service recognises its
safeguarding responsibilities. Therefore, where ISVA services promote self-referral for victims/survivors
under the age of 18, it is important that the ISVA service has considered these responsibilities and
explained to clients the limits of their confidentiality.
Many ISVA services report that, amongst professionals including within the police, health and social
care services, there is a general lack of awareness about ISVA services and the support they provide.
Therefore, the ISVA service should work in partnership with other local services to raise awareness of the
support available from the ISVA service and encourage appropriate referrals.
Services should routinely monitor their referrals and sources of those referrals against key local
demographics to identify whether further engagement is required to encourage specific groups or parts
of the community to access the ISVA service.

“
“

I never knew this service existed. I would recommend more open advertising of this vital
service, not just restricted to the usual places but more info in GP surgeries, even places
like the gym etc.
- Survey Respondent
We’ve found that the majority of our referrals come from the police, but we have done a
big push with health and other services to try and get them to be aware of what we do. It
seems to be working as we’ve had increased referrals from other professionals.
- ISVA service provider

”
”

Achieving the Quality Standard

✓

Leaders develop referral pathways with a range of organisations that may have contact with
potential ISVA clients (such as police, health, social care, voluntary support organisations) and
include enabling services to facilitate self-referral

✓

Staff are confident promoting their service to facilitate referrals from a range of organisations
and identify opportunities to improve referrals including rates of self-referral

✓

ISVA clients report that their access to services was timely and straightforward
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2.3

The ISVA Service aims to provide initial contact with new
clients within 5 working days of referral, or sooner

Rationale
Following a referral to the ISVA service, initial
contact should be made with the client as
quickly as possible and within 5 working days of
receiving the referral. This is important to ensure
that the client is aware that the referral has been
accepted and that support will be provided to
them by the ISVA service.
Survey respondents indicated that they were
dissatisfied with long waits between the
referral being made to the ISVA service and the
ISVA making initial contact with them. Survey
respondents also reported that waiting for the
ISVA service to make contact had a negative
impact on their view of the ISVA service and their
willingness to engage with the ISVA service.

“

I knew that the police had referred my case to
the ISVA service, but I heard nothing for weeks. I
didn’t know what was going on and I wasn’t in the
right place to chase. So I felt like I was in limbo at
exactly the time that I needed the support.
- Survey Respondent
We allocate all the new referrals on a Tuesday
and a Thursday at our team meeting. The
allocated ISVA then makes contact with the client
that same day, so every new client is contacted
within 2-3 days or sooner to arrange the first face
to face contact. It works really well.
- ISVA

It is important that the ISVA service has a process
for managing referrals where the client is not
contactable on the initial contact.

”

Achieving the Quality Standard

✓

Leaders develop and monitor referral and contact times to ensure clients are contacted in a
timely manner

✓

Staff understand the importance of a timely initial contact

✓

ISVA clients are made aware of the time-scales for contact and provided with the means to get
in contact directly if contact is not made within these time-scales
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2.4

The ISVA Service Puts in place an agreement with all clients
that seeks to:
• outline ISVA service provision
• manage service and contact expectations
• obtain consent and assure confidentiality
• Define professional boundaries
Rationale
ISVA service providers stressed the importance of describing, at the earliest possibility, the support that
will be provided to the client. This is important to ensure the client understands the purpose of the
service and helps to manage the clients’ expectations.
The agreement put in place between the ISVA service and the client will ensure that there is clarity about
confidentiality (and any limits), when the sharing of information will take place and in what circumstances,
and importantly, provide a mechanism for the ISVA service to ensure the client has fully understood the
arrangements and consents to working with the ISVA service.

“
“

At the first meeting with my ISVA, he explained what support he could give to me and
how our appointments would work. He also gave me a pack to take away that had all of
it written down. This was really helpful because I didn’t know what an ISVA was until he
explained.
- Survey Respondent

Nobody really knows what an ISVA is, so I take plenty of time to fully explain what support
I can provide, how I work and how often we’ll see each other. It’s important that the client
has clear expectations of what an ISVA can do, and also can’t do. That’s important too.
- ISVA

”
”

Achieving the Quality Standard

✓

Leaders have developed service agreements which effectively outline the ISVA service provision
including when that provision will end, consent and confidentiality, manage client expectations
and support the management of professional boundaries

✓

Staff are confident explaining the service agreement and fulfilling their commitments under the
agreement

✓

Clients report feeling confident in their expectations of the service delivery including at the end
of support
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Quality Standard Three:
Service Delivery
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3.1

The ISVA Service ensures that individual risk and
needs assessments are carried out with each clients
at every contact

Rationale
ISVA services should aim to build a culture of
safety that supports clients and staff by ensuring
that the assessment of risk and needs an integral
aspect of service provision.
Recognising the dynamic nature of an individual’s
risk and needs, ISVAs should assess risk and need
continuously and update and adjust support
plans accordingly.

“

We use the Safety and Support Assessment to
risk assess all our clients. It draws our focus to
each area of need that we should be focusing our
support on. We use it at every appointment so
that we can pick up any changes in our clients
risk level.
- ISVA Service Manager
I absolutely expect [our] ISVA service to be
assessing the risk level of clients at each contact.
If they don’t, then how on earth does the ISVA
know what support to put in place? Ongoing &
routine risk assessment should be the foundation
of the ISVA service.
- Commissioner

”

Achieving the Quality Standard

✓

Leaders should implement a clear policy requiring effective risk and needs assessment at each
contact, facilitated by effective risk and need assessment tools and information systems

✓

Staff are trained and experienced in delivering risk and needs assessment and able to translate
these into effective support plans

✓

Clients report being engaged with the process of risk and need assessment
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3.2

The ISVA Service ensures that client-led support plans
are developed for each client, based on their individual
risks and/or needs

Rationale
The development of individual support plans
should be client led and based on the individual
risk and needs of the client. The client should
be empowered to take a lead role in developing
plans for dealing with difficult situations, offering
strengths and solutions where they feel have
them and indicating the sort of support that they
would prefer.
Support plans should be regularly reviewed
and updated in response to any change in the
individual’s risk and needs.

“

Too often we were developing a support plan at
the start of support that wouldn’t be updated or
changed. The SAS [Safety and Support Assessment]
has changed this for our service. We do it at each
contact and we update the support plan straight
away, including to show when actions have been
completed.
- ISVA Service Manager
The support plan that my ISVA wrote put the
responsibility on me to do things that would help
in my healing process. It felt very empowering.
- Survey Respondent

”

Achieving the Quality Standard

✓
✓
✓

Leaders should implement processes to support the development and routine review of
support plans including effective management supervision and information systems to facilitate
recording support plans

Staff are trained and experienced in developing and reviewing support plans based on the risk
and needs of clients

Clients report being engaged with the process of developing support plans
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3.3

The ISVA Service delivers flexible support to meet the
needs of the client, that is facilitated by effective case
management
Rationale
As ISVA services often support their clients for long periods of time (for example, if they are awaiting
a trial) during which the individual risk and needs of the client often fluctuate, it is important that ISVA
services can be flexible in the way that they deliver their support. For example, it may be necessary to
increase or decrease the frequency of the ISVA support depending on the risks and needs of the client.
Survey respondents reported being disappointed by the lack of availability or flexibility of their ISVA
support, with many respondents saying they were unclear or unhappy as to how the frequency of ISVA
support was decided.
It is vital that support provided by the ISVA service is frequent enough to identify, monitor and manage
the risk and needs of the client and to enable routine review of those risks and needs. Support may
be provided through a range of mediums, including face to face, telephone, text and online support.
However, it should be led by the risks and needs of the individual client and based on a discussion with
the client to understand their preference and requirements.
In order to support their clients, ISVA services must be able to case manage effectively. This is increasingly
important as the risks and needs of each client will often fluctuate at different times, meaning the ability
of the ISVA to successfully manage their caseloads is paramount.

“
“

I didn’t want home visits but that’s all I was offered. I didn’t know how she planned my
support and I had random appointments and could not contact her in between…so a lot
of waiting for her to contact me. When I moved, the new ISVA was much more structured
and clear how I would be supported.
- Survey Respondent
We use the SAS [Safety and Support] Assessment to drive the frequency of client
appointments. If they’re a complex case with identified risks and needs, we may have
weekly appointments until we’ve reduced these, but if there are few support needs but
we’re awaiting a trial, we meet every 6 weeks. There is always the option of the client
contacting us if something changes and they feel they need an appointment.

”
”

- ISVA

Achieving the Quality Standard

✓

Leaders should ensure sufficient workforce capacity to enable ISVAs to provide flexible and
frequent support as well as ensuring management supervision has a case management function

✓

Staff are able to case manage effectively to offer flexible and frequent support

✓

Clients report feeling support was flexible and frequent to meet their identified needs
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3.4

The ISVA Service has established referral pathways to other
local services that may benefit ISVA service clients
Rationale
A key functions of an ISVA service is to enable clients to access services depending on their individual
risks and needs.
ISVA services should identify local and national organisations available to provide appropriate support
across all areas of risk and needs experienced by clients including:
�
�
�
�
�
�

Health and medical
Mental health and psychological well-being
Coping mechanisms
Social & Cultural Support
Alcohol and drug use
Safeguarding

�
�
�
�
�

Criminal justice
Employment and Education
Finance
Accommodation and housing
Immigration and residence

ISVA services should be able to facilitate their clients’ access to these services through formal referral
pathways (with consent).

“
“

My local ISVA service was brilliant. They knew about local services and how I could access
the support I needed. My ISVA was my lifeline. She was brilliant. Professional. Caring.
Unflappable.
- Survey Respondent

Sometimes other agencies think if the client has an ISVA that they don’t need to support
them too, as the ISVA will do it. So I have to explain what my job is a lot and that it’s not
instead of theirs!
- ISVA

”
”

Achieving the Quality Standard

✓

Leaders should work with organisations to ensure that formal referral pathways are in place
between their services to facilitate smooth transition

✓

Staff should be competent making referrals to organisations to address clients safety and
support needs

✓

Clients should experience timely referral to services available to support their safety
and support needs

27

3.5

The ISVA Service maintains robust management of client
records to assure confidentiality, adherence to data
protection legislation and where appropriate facilitate
the sharing of information

Rationale
Robust records management is essential in the
safe and effective delivery of ISVA services
Clients should be assured of the secure nature
of records storage and processing, time-scales
for retention and their explicit consent recorded
in accordance with data protection legislation for
any disclosure or sharing of information.

“

Effective records management ensure we are able
to support clients while fulfilling our obligations
around disclosure.
- ISVA Service Provider
Our service is moving over to an electronic record
keeping system. It’ll be much better as everything
will be in one secure place. I’m really paranoid
about paper files being left somewhere or going
missing. So this is a huge step forward and will be
easier to use.
- ISVA

”

Achieving the Quality Standard

✓

Leaders should have developed a records management system that supports client
confidentiality and complies with relevant data protection legislation and disclosure and
safeguarding requirements

✓

Staff should be confident in managing their records including their confidentiality and be able to
explain these policies to clients assuring their understanding

✓

Client should be made aware of the service’s records management and confidentiality policy
during their initial assessment
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3.6

The ISVA Service complies with all national and local
safeguarding requirements

Rationale
The ISVA service should be committed to
safeguarding and promoting the welfare of
children and adults at risk. Safeguarding is the
responsibility of all those involved in the delivery
of the ISVA service.
The ISVA service should have up to date policies
and ensure that training is in place to ensure
all staff are competent in their responsibilities
around the safeguarding of children and adults
at risk. The ISVA service should be aware of local
processes to ensure referral of concerns to local
Children’s Services or Adult Services.

“

Safeguarding is at the heart of everything we do.
- ISVA Service Manager
We expect our [ISVA service] provider to ensure
all their staff are completely up to speed on local
safeguarding arrangements as standard. This is a
key requirement of the ISVA service specification.
- Commissioner

”

Achieving the Quality Standard

✓

Leaders should develop a safeguarding policy in accordance with local and national safeguarding
requirements and ensure staff are routinely trained in their obligations

✓

Staff should have completed appropriate safeguarding training and be aware of their obligations
and able to communicate these appropriately to clients

✓

Client are made aware of the service’s obligations around safeguarding
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3.7

The ISVA Service ensures clearly defined exit strategies
are put in place to enable the safe, timely and appropriate
completion of support
Rationale
It is an important principle that ISVA service support is not provided indefinitely. The support from an
ISVA service will vary from case to case, meaning that some clients will be supported for longer than
others. This should be led by the individual risk and needs of each client and the support plans put in
place.
While it is not appropriate to implement an arbitrary limit on the support provided by an ISVA (as it is
with other support services), it is necessary to ensure that exit strategies are put in place to enable a
timely, safe and appropriate end to ISVA service support.
ISVA service providers and survey respondents suggested that it was helpful to discuss the ending of
support as early as the initial meeting between the ISVA and the client. Although it will not be possible
to put a time-limit on this, it may be useful to explain to the client when they may no longer be in need
of support from an ISVA service. For example, when the support plan has been completed and there are
no risks and needs that require action from the ISVA service or at such a time that an alternative support
service is more appropriate for the client.
Both clinical and management supervision provide opportunities to monitor and review the support
provision and when to appropriately end support.

“
“

I believe some ISVA services automatically end support immediately after the CJS has
finished but this can’t be right. The ISVA still has a role in making sure that the client’s
other support needs are being met.
- ISVA service provider
I think the ISVA could have struck around for longer. I know that they are busy but I
needed to know my options after my case was NFA’ed [No Further Action].
- Survey Respondent

”
”

Achieving the Quality Standard

✓

Leaders ensure effective caseload management including identifying where support is nearing
completion to ensure the safe , timely and appropriate completion of support

✓

Staff ensure client agreements include discussions on the ending of support including onward
referrals for support

✓

Clients support plans include plans for ending support

30

Quality Standard Four:
Outcomes and Evaluation
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4.1

The ISVA Service has a process for encouraging feedback
from clients, including those who do not continue with
support

Rationale
ISVA services should encourage all clients to
provide feedback about the support they have
received (or are receiving from the service).
A range of options should be available to
encourage feedback, including face to face,
written and online feedback.
Feedback should be routine during support,
however it is important that organisations also
encourage feedback from those who choose
not to proceed with support, as this can identify
potential barriers to engagement and assist the
development of new types of services or delivery
methods. For example, a follow-up call may not
be appropriate, but providing open mechanisms
for feedback anonymously via service websites/
comment cards may encourage clients to explain
why they chose not to continue with support.

“

They had a box in the waiting room and sent me a
questionnaire to complete afterwards but I never
did either and they didn’t ask me again. They
probably should have and I would have filled it
in. My ISVA was brilliant and I never told her.
- Survey Respondent

”

Achieving the Quality Standard

✓

Leaders recognise the importance of feedback from clients about the support they have
received, have implemented processes to facilitate this

✓

Staff encourage their clients to give feedback about the support they have received and practices
are informed and improved as a result

✓

ISVA clients are made aware of the processes for feedback and are able to engage in this process
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4.2

The ISVA Service collects and monitors a core data set to
understand whether the ISVA service is achieving equitable
access, engagement and a positive impact

Rationale
An ISVA service core data set should be designed
to enable the service to identify that they are
achieving equitable access and engagement
from clients across a range of protected
characteristics.
The core data set should also include sufficient
outcome measures to determine the ISVA service
is having a positive impact for their clients.

“

We require our ISVA service to collect specific
information that I then monitor as the
commissioner, but I’d really like to know how
our ISVA service is performing against other ISVA
services. This isn’t possible at the moment, but it
would be fantastic if we could get all ISVA services
to collect the same information. Really powerful.
- Commissioner

”

Achieving the Quality Standard

✓

Leaders have implemented processes to collect and monitor a core data set and ensure this is
reviewed to ensure the service is achieving equitable access, engagement and a positive impact

✓

Staff are able to collect and monitor the ISVA service data set and recognise the importance of
ensuring accurate information is routinely collected

✓

Clients are made aware of the purpose of data collection from the outset and are assured of
effective information management
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4.3

The ISVA Service reviews data and feedback from clients to
inform change, improvement and to develop innovative ways
of working

Rationale
Monitoring and reviewing data and feedback
from clients will ensure ISVA services are able
to spot any problems and change, improve and
develop new ways of working accordingly.
Reviews should occur at both operational and
strategic levels and may establish where there
is an increase or decrease in demand or where
further engagement is required to ensure
equitable access.
Where possible, data should be made available
to clients or potential clients, for example via
Annual Reports or information published on
websites, or in other accessible formats.

“

We know that we can keep improving our
service. It would be great if we could make those
improvements based on what the data and
feedback tell us, rather than just guessing what
we should be doing better or differently.
- ISVA service provider
Data can be a useful tool in maintaining and
driving an ISVA service’s performance.
I don’t think we’re doing this well enough yet.
- Commissioner

”

Achieving the Quality Standard

✓

Leaders have introduced processes to routinely review data and feedback from clients to inform
change, improvement and to develop innovative ways of working

✓

Staff are able to contribute to the review of data and feedback

✓

Clients understand how data is used to improve the service or their individual support. They are
empowered to contribute data as an essential element of their support
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contact

LimeCulture Community Interest Company (CIC) is the UK’s leading sexual violence
training and development organisation. Through our breadth of professional
knowledge and experience of working across the sexual violence sector, we are
able to support our clients to deliver excellent services to victims/survivors of rape
and sexual assault.
www.limeculture.co.uk

•

info@limeculture.co.uk
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•

Tel: 0203 633 0018

