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User research plan



Research goals

e To understand what information Nacro actually need to make an assessment
for a CAS2 placement

e To understand the difference between the CAS2 process in public and private
prisons

e To learn more about how referrers collect current and historic offence
information

e To learn more about the usefulness of the ‘prison information’ section

e To learn more about how CAS2 areas are selected for an applicant

e To validate more designs for different sections of the form

e To validate designs from the perspective of users with access needs



Research participants

Because our research goals are wide, we need to speak to a range of people

including:

e Nacro assessors and managers
e Referrers (POMs, POM Admins, HDC Clerks, Case Admins)

e Referrers Working 1n private prisons

From speaking to these people with different research activities, we should be

able to answer our questions



Research activities

Goal: To understand what information Nacro actually need to make an

assessment for a CAS2 placement

We have previously discussed Health, Risk to self and RoSH questions with

Nacro; however, we still need to understand the need for the information from

the other questions in the form.

We will conduct a workshop with Nacro to openly discuss the need for

information in each section of the form.



Research activities

Goal: To understand the difference between the CAS2 process in public and

private prisons

We will conduct user interviews and journey mapping sessions with people

who work in private prisons to understand how the CAS2 process differs.

Ideally we need to speak to 5 people from different prisons.



Research activities

Goals:

>  To learn more about how referrers collect current and historic oftence information
> To learn more about the usefulness of the ‘prison information’ section

Before we can design pages, we need to learn how referrers currently answer these questions on the
paper form. The current and historical offence information is a large part of the form yet we don’t

know much about it.

We previously tested with the prison information page but we received mixed feedback, we need

further clarification from referrers (and Nacro) about how this is currently done.

We will conduct an observation session with referrers to see how they currently fill in this

information into the paper form.



Research activities

Goal: To learn more about how CAS?2 areas are selected for an applicant

We need to further understand how this part of the process works. We

previously asked about the journey however we need to know which specific

details of how this works so we can design a page.

We need to ask through email HDC Clerks, Case Admins and POMs about the

finer details of this part of the process.



Research activities

Goal: To validate more designs for ditferent sections of the form
The design team will be working on iterations for parts of the form. We will test

this prototype with referrers.

Rather than testing a prototype end to end, we will concentrate on question
sections of the form, so that referrers can give us focused feedback on the

questions themselves and process rather than usability.



Research activities

Goal: To validate designs from the perspective of users with access needs
We have only tested with a small number of users with access needs and
continue to recruit people. However, we need to test with a wider range of

access needs as it can be limited when testing with real people.

We will conduct cognitive walkthroughs with different user personas with

access needs. This is so we can test a wider range of access needs.



Research goals

e To understand how Nacro operate support lines

e To understand how Nacro and HMPPS communicate about CAS-2 referrals
o What do referrers phone/email Nacro about?
o  How do Nacro measure volumes of these calls?

e To understand Nacro’s knowledge base

o What does the team use to help answer questions?



Findings and insights



How do prison staff capture CAS-2 area preferences?

CAS2 area check can happen in two ways. Admin staff at the beginning of the process when they are confirming with the
applicant that they would like to go ahead with CAS2 or with the POM at the interview stage when they are gathering other
information at the same time. This process will depend prison to prison. Here is a map explaining the process.

With admin staff - 12 weeks before an applicant is released on HDC, they are sent a 'HDC form' to complete. If someone needs
accommodation when they are released on HDC, a case admin or HDC clerk will first check with a COM to see which areas are

suitable for the applicant to live in, then they will send the applicant a form with areas Nacro provide accommodation in. There is

no standard form admin staff send to the applicants, each prison has mocked up their own to send to people, for an easier way to

capture this information. Once an applicant has selected their areas, it is checked again by the COM.

With POMs - Once the applicant has consented to continue the CAS2 process, the POM will fill in information into the referral
form. The POM will also interview the applicant, this is when the preferred areas are captured. They don’t always use a list’ of
places, they just capture areas the applicant wants to go so Nacro can find the closest place possible. Usually the POM will suggest
some places which would be suitable for an applicant. For example, where someone has connections (new job, family and friends);
someone’s last known address; where someone can visit their probation ofhicer; or places where the COM has suggested when
making their pre-checks on areas. Only occasionally will applicants want to go to a different area to where is suggested, so a COM

will need to do further checks on this new area suggested and request a transfer for a new probation ofhicer in the area.


https://miro.com/app/board/uXjVN8fPe-0=/?moveToWidget=3458764575009855751&cot=14
https://docs.google.com/document/d/1WiWNbIdpne__l3qMTUsL9a3_GEZ2Yyj8/edit?usp=sharing&ouid=107869734655287137248&rtpof=true&sd=true

What does Nacro need to make an informed decision
about a referral?

We ran our workshop with Nacro to go through each part of the form and get rationale
for the information being provided. Our main findings were that most of the
information gathered is to either assess the applicant’s risk or to build a picture to see
which accommodation is the most suitable for the person. Most information gathered is

relevant for assessing an applicant for CAS2.

Other information like offence information was to understand how to protect the
applicant and any victims. And information about funding and IDs is to support the
applicant when they come into the accommodation, so the applicant can claim benefits to

pay for the rent.

Here is a link to the miro board to see more detail



https://miro.com/app/board/uXjVN9Ey13Y=/

Are private prisons run differently to public prisons?

We spoke to a private prison referrer and asked about the different roles in the
prison. Case admins are in a supportive role and POMs take responsibility for

filling in the referral form, just like in public prisons.

We also took them through our journey map and they confirmed that this is the

same process in private prisons as well.

The process will always be slightly different prison to prison but there are no

substantial differences.


https://miro.com/app/board/uXjVN8fPe-0=/?moveToWidget=3458764575009855746&cot=14

How do Nacro operate their support lines?

We contacted two referral managers via email about these questions we had

around Nacro’s support lines.

To summarise, referrers contact Nacro via phone or email and Nacro log this onto
OpenHousing. They contact Nacro for a number of reasons including: discussing
eligibility, appeals, responding to information requests and seeing property
availability. Nacro assessors answer phone calls from the referral hub (during
working hours) and answer their questions from their experience or ask assistance

from managers if they are unable to answer a question.


https://docs.google.com/document/d/1Y4BepdWK8r1Z8vEFGsh8sH2wxcNbmSF66e2jde6wKXI/edit?usp=sharing

Usability testing - round 1



Short-Term Accommodation (CAS-2)

Ared section
Which CAS-2 areas does Terry Midhurst
want torequest?

An applicant can request an area because they have alocal connection or it s close to
their approved probation office.

taff will use this information to help tothe most

When asking participants what local itale avaable re

connection means, most could explain what it
"An applicant has a local connection if:

meant. If they couldn’t, they saw the reasons

« the applicant lived in the areain the 6 out of the 12 months before prison
« the applicant lived in the area in the area in the 3 out of the last 5 years
« the applicant's immediate family (parents, children o siblings) have lived in
areafor at least 5 years

« the applicant has secured full or part-time work in the area

on the area selection boxes and understood
what it was. Because we have the reasons, we

don!t need this Content. AISO, all participants SveapuhcanthaszSDECIEUEESDH[O“VEU}U\EErex For example
skipped over this content and did not click the
link. Community Offender Manager (COM). *
First requested area
All participants agreed that having only CAS2 properties Searchforatownorcity

listed rather than all town and cities is better because

Reason

referrers will be able to see which properties CAS2 has

Select one option.

¥ lived in the area in the 6 out of the 12 months before priew

and suggest areas to the applicant. We should be specific
Wlth ‘ Terry lived in the area in the area in the 3 out of the last 5 years
. . c Terry's parents. children or siblings have lived in the area for at least 5
Property locations (so referrers know where they are in O
O Terry has a special rédsoii (U UVe 11T iie ared. For example, to receive
ecitsteathere

the country, maybe including town, city, county)

If it’s a male/female property (so referrers can choose the QY The aea s closetoTery's allocated probationofice
correct options depending on the applicant) O ™ meggerstressontotve there

This may mean that having a dropdown selection will be Secondrequestedarea

better as referrers need to see all the properties available Selectatownorcity

with CAS2. When we asked participants about the two
Reasco

different options, there was an even split. S m—
O Terry lived in the area in the 6 out of the 12 months,

(O Temyivedintheareaintheareainthe 3 9uCGithe last Syears

have lived in the area for at least 5

We should also have another question about area if O zemys arents chgancrsig
an applicant ideally wanted to live somewhere else. (D) Terytiasa sechlressontolveinthearea.Frexarle,toreceie

snecialist healthcare
This is to capture data around potential areas where

O The areais close to Terry's allocated probation office

Nacro could have properties. Nacro has said this 0 Temymasaiterntreasontotwe there

would be useful to collect.

Most participants skipped over this content.
One participant mentioned that POMs would
need to think about exclusion zones and
restraining orders when filling this page, but
did not notice this content.

We need to add the reason ‘[Name] has
secured full or part-time work in the area’ to
match the content above.

A participant asked if we should include
friends in the family reason option.

A participant mentioned that they would want to add more
information if the reason selected was about healthcare needs.
Does Nacro need to know about this or is it captured in the
health needs section?

Although we listed all the reasons for someone having a local
connection, participants found this ‘other’ category useful. The
reasons they mentioned that could be in this category were:
Someone wanting a fresh start (and away from people they
know), knowing the area or they visited the area and liked it.

We need to find out if this is useful information for Nacro to
know. Is it valuable for them to know the reason for an area
selected?



Health section

A participant mentioned that they also contact
the ‘Adult Social Care’ team when answering
questions about living needs.

Short-Term Accommodation (CAS-2)

Risks and needs fo Trry Midhurst
Request health information

To complete this section, you'll need to enter health information about the applicant.
Typically, this could involve speaking to the following people:

* Healthcare team

« Substance/Drugs team

« Substance mis-use agency
« Mental Health team

o NelsonTrust

Gettingin touch

now.

Select upporting text that you Py oruseas
ascript, to save yourself time.

¥ Introduce yourself to a team/office;

Hello,

My name jpflame}, a {Role} working at the {Location).

/elp me with.

{Applicant} has given their consent for me to reach out to you on {Consent
Please et you need this consent
before sharing information with me.

Pl name} tTerm
AS-2) and requir hat you can

If possible, i i ith the
following details:

¥ Ask questions about the applicant's health

" and the level of
severity.

2.Are

needs? If so, please describe it

3 i health needs? If so.
please provide details

4.Can they climb stairs?

5. Can they live independently?

6. What support s required?

Copy text

¥ Ask questions about drug and alcohol need:

for health

i that supportfora drug or
alcohol need.

1. What substance(s) did/do they take?

2. How often do they take it, by what method, and how much?

3.Are dalcohol 2

4.

ion f Please name it

Cleardata

oGL

All participants agreed that having these
questions available to copy and paste into emails
was a great idea and would save them time. They
were able to intuitively understand this concept
and click the button to copy the text.

“That’s really good to be able to copy and paste
that” - P1, Prison Offender Manager

We will need to do some work on which
questions go to which teams. E.g. The last three
questions in ‘Physical heath’ would go to the
Adult Social Care team rather than the
Healthcare team.



Health section

Should these sections be re-organised to
match which teams they are sent to?

We learned that:
Brain injury, other health and physical health

questions are sent to the healthcare team ~

Some questions in physical health are sent to
the adult social care team

Learning difficulties and neurodiversity
questions are sent to the neurodiversity lead

Mental health questions are sent to mental
health team

Substance misuse questions are sent to the
substance misuse team

To the participants we spoke with, the
questions made sense in these categories. We
should organise the questions to be sent on the
guidance page rather than re-organising
sections.

Short-Term Accommodation (CAS-2)

[ISEY Thisis anew service - your feedback will help us to improve it.

< Back

Risks and needs for Terry Midhurst

Health needs

| Substance misuse
Physical health
Mental health
Communication needs

Learning difficulties and
Neurodiversity

Brain injury

Other health

Clear data

OGL Al content is available under the Open Government Licence v3.0, except where otherwise stated

Substance misuse

What substances do they take?
Pléase-describe their recent histery oWsybstance misuse.

How often do they take these substances, by what method, and how
much?

Are they engaged with a drug and alcohol service? Please name it.

Are theyp il asubstitute lication for their
Please nameit.

© Crown copyright

All of the questions made sense to the
participants. However, some seemed confused
as they said they would not know how to
answer them as they are not health
professionals.

We should make it more clear to them that
this section is about gathering information
from different teams rather than getting their
perspective of the questions.

A few participants were confused at first
when looking at the substance misuse
section. They were asking questions like:

“Do I include general medications here?”
“What counts as substance misuse?”

“Is this when they were out of prison or
whilst in custody?”

We could add more guidance around why
we are asking for this information and what
the sections mean exactly.



Health section

Short-Term Accommodation (CAS-2)

Short-Term Accommodation (CAS-2)

TN This 5.2 new seruice - your feedback willhelp us to improve it

< Back

213y This is a new service - your feedback will help us to improve it.

Risks and needs for Terry Midhurst < Back
Health needs
| Substance misuse Substance misuse Risks and needs for Terry Midhurst
Physical health What substances do they take? H ea[th need S
Please descrive thei recent istory of substance misuse.
Mental health
Communication needs
—— | Substance misuse Substance misuse
Neurodiversity
Brain injury Physical health Do they take any illegal substances?

Sl mueh? Mental health O Yes O No

Communication needs

Are they engaged with a drug and alcohol service?
Learning difficulties and

Neurodiversity O Yes O No

Brain injury
Other health Do theyrequire any i formisused
Ow O
Please nameit.
EEICEUCRLIITE Back to tasklist
Clear data

Cleardata OGL Allcontent is available under the Open Licencev3.0, except herwise stated © Crown copyright
ocL

All of the participants agreed that this design was better. This is because they
could click no instead of writing ‘not applicable’ in the answer boxes. They
also said it was easier and less overwhelming to look at, so they were able to
scan all of the questions.




Status design

Short-Term Accommodation (CAS-2) Short-Term Accommodation (CAS-2)

IS7N hisis anew service - your feedback will help us to improve t. IAZN This is a new service - your feedback will help us to improve it.

< Back < Back

Risks and needs for Terry Midhurst Risks and needs for Terry Midhurst
Health needs Health needs
Substance misuse Communications needs Substance misuse Communications needs
Physical health Describe their icati the level of severity. Physical health Describe their icati d(s) and the level of severity.
MSRE RSGIE Lorem ipsum dolor sit amet, ipiscing elit, sed do eiusmod Mental health
tempor incididunt ut labore et dolore magna aliqua. Ut enim ad minim
Communication needs veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea Communication
commodo consequat. needs
Learning difficulties and | J

Learning difficulties and

Neurodiversity
Neurodiversity

Do they need any support to see, hear, speak, or understand? If so, please

B Do they need any support to see, hear, speak, or understand? If so, please s
ralminjuty describe it. Brain injury describe it.
Other health P : TR A T
Lorem ipsum dolor sit amet, elit, sed d d Other health

temporincididunt ut labore et dolore magna aliqua. Ut enim ad minim
veniam, quis nostrud exercitation ullamco laboris nisi ut aliquip ex ea
commodo consequat.

. . . .
Can they live independently? Please provide detail. Canthey v ndependentlyzPlasse provide detall

Lorem ipsum dolor sit amet, ipiscing elit, sed do ei d
tempor incididunt ut labore et dolore magna aliqua. Ut enim ad minim
veniam.

Do they need an interpreter? If so, which language?

Do they need an interpreter? If so, which language?

- They do not need an interpreter.
They do not need an interpreter.

All of the participants agreed that this design was better. This is because they found it more clear, it was also more
important to understand which sections had not been completed rather than which ones that had been started.

There was also a suggestion to also show which sections had been complete. The user’s mental model shows that it is
important to see what is complete and what isn’t. So these statuses would be helpful and users would be satisfied once a
section was completed.



A few participants mentioned that being able to track
an application would be useful

In this round of research, we spoke to POMs, a CA and a OMU manager. The
CA and OMU manager sit outside of the main process and support with

applications rather than completing them.

So they said it would benefit them if they were able to track the status of an
application rather than chasing Nacro fora response. They said it sometimes takes
weeks to find out the result. We should set their expectations on the service with

how long this usually takes and provide a status update.



Some participants mentioned a collaboration feature
without prompt

When participants looked at the health needs section, they mentioned that it
might be useful if those relevant teams were able to access the service and answer
the questions themselves rather than the POM contacting them and copying the

answers across from their emails.

We were not testing the collaboration feature in this round. But it does show that
this feature may be useful in the future if healthcare teams were able to access the

service and complete their part, not just internal HMPPS staft members.



Some participants asked how they would be able to
access the service

Several participants asked how they would be able to access the service once it’s

live. They said it would be good to access it through the DPS service.

“It looks very similar to the other services on there. It would be good to have it

there” - P1, Prison Offender Manager



How did participants answer the question: “What
would you change about the CAS-2 process?”

Changing how spent and unspent convictions were collected. “It is a laborious

process trying to separate this” - P1, Prison Offender Manager

Seeing the status of an application. “It would be useful to see this on the service rather
than chasing Nacro, it can be hard to chase them for an answer, they only respond when

there’s an offer or when they need more information” - P6, Case Administrator

Changing the format of the form. “It’s more about how the form works rather than
ging

rocess. Sometimes the PDF doesn’t save, tick the richt boxes or format correctly. 1 spent
p g y.1sp

more time doing that than actually filling it in. It’s quite irritating” - P3, Prison Offender

Mcmager



Usability testing - round 2



Offence history for Terry Midhurst

Offence history page

Add a previous offence

STALKING OR HARASSMENT

Change | Remove

At first, participants questioned where the offences came from but s

usually asked “Are these manually inputted or from a system?” g dat: 1272023
They understood that they were manually inputted once they saw
the ‘add previous offence’ button. Most found that this page was

WEAPONS OR FIREARMS

Change | Remove

Excepteursint

clear and they could easily add previous offences. Although they

Sentenciiiy a+:12 April 2023 Sentence length: 6 months

would have preferred an automated import of information,

ARSON

participants still found this more clear and easier to add to rather

Change | Remove

totamrem

aperiam.

Nemo

than the paper form.

sitamet,

tetur, ac it
aliquam quaerat voluptatem.

ut

taliquid ex ea

More of the discussion was about calculating spent and unspent

consequatur,

convictions, as this is the laborious part of the process. —

STALKING OR HARASSMENT
T

“It can take me up to 30 minutes to calculate these” - P1, Prison

Change | Remove

“Eonsectetur adipiscing elit, sed do elusmod tempor incididunt ut labore et dolore.

Offender Manager s

1240112023

“This is one of the worst parts of the form” - P3, Prison Offender voence

Change | Remove

Manager (speaking about the paper referral form)

Excepteursint

12April 2023

DOMESTIC ABUSE

Change | Remove

Excepteursint

12April 2023

HATE CRIME

Change | Remove

‘magnaaliqua

consequat.

12April2023

WEAPONS OR FIREARMS

Change | Remove

consectetur
magnaaliqua.

consequat.

1240612023

Add a previous offence

One participant asked whether we even needed to
include the offence details part. Another participant asked
what needed to be included in the offence details. We
should ask Nacro what is actually needed in this part
so POM:s can write the correct information to be
included. We would need to state this to POMs through
hint text guidance.

Participants found the colour coded offences useful as
they were able to easily identify the different types. This
also helps them when they need to describe a pattern of
behaviour in the descriptions or when filling out different
parts of the form.

One participant mentioned that they ‘group’ offences together
and put them on the paper form. She also asked whether she
could do that on here. Grouping offences would make
sense as Nacro are looking for a pattern of behaviour
rather than when offences happened. This would also be
easier for referrers as they could look on the Pre-cons (which
groups them already) and copy it from there. This would also
cut down the time to input the offences.



Offence history page - design variations

Offence history for Terry Midhurst Offence history for Terry Midhurst Offence history for Terry Midhurst

serous and unspent. Dt
serous and unspent. Aadapriosotece

Ghone | samens
STALKING OR HARASSHENT Change  Remove .
STALKING OR HARASSMENT Change | Remove —
¥ View dtas sbout i offnce
mag alcus.
Sentencing date: 12 4pri 2023 Sentencelength 6 months pariatur.
-
WEAPONS OR FIREARNS Change  Remove Sentencingdate 12 Aprl 2023 Sentence length: S months [r— ez
[revrsm—
Excepteur st
WERPONS OR FIREARNS Change  Remove .
Sentencing date: 12492023 Sentencelength: 6 montrs > Vew detals about s offence
Avson Change | Remove Sentencingdate 12 Aprl 2073 Sentence length: 6 months
i [ree— =
speram. N — Chanoe | Famore fra— ottt ettt st
amet,
e > View detas sbout i offence
slquam auserstoluptaten.
Sentencing date 12 Aprl 2023 Sentence length: 6 months
Sentencing date: 124pr 2023 Sentenclengths 6 months STALKING OR HARASSHENT Change  Ramove
¥ che | ramoe
STALKING OR HARASSHMENT Change  Remove
Sentencingdate: 12 Aprl 2023 Sentence length: 6 months JES—
viowsnce Change  Remove

Sentancing date: 12 Aprl 2023  Santence length: 6 morths

> Viewdetais sbout thisoffence:

viotence Change | Remove oo e | seme
Sentencing dstes 12 Aprl 2023 Sentence ength: 5 morths FENEN s
Excepteursint
Leognotsantnce: Gt
[ra——
Sentancing date: 12Aprl 2023  Sentence length: 6 months DOHESTICABUSE ooy Ramors
> Viewdetaisshout this offence:
DomesTic asuse Change | Remove Crange | Remove
Sentencing date:12Aprl2023  Sentence length: & morthe o B
[ —— Gmonte
Sentancing date: 12 4prl 2023  Sentence length: 6 months HATE CRINE Change  Remove Sltoee i
> Viewdetais about thsoffence
HaTE CRIME Change | Remove
T Change | remore
Sentencing date: 12 Aprl2023  Sentence ength 6 mortis
Prs— anpuzon
magna aliqua
. [— Smonts
WEAPONS OR FIREARMS Change  Remove Ofence detsis
Sentancing date: 12Aprl 2023  Sentence length: 6 months
> View detaisshout thisoffence:
WEAPONS OR FIREARMS Change | Remove I [P
Sentncing date: 1240112023  Sentence length: 5 morths
magnasla Lengnotsenence:

Adda prevousoffence

Sentancing date: 12 Aprl 2023  Sentence length: 6 months

Backtotaskist

Adda provious ofence

— 2 participants preferred this design as sometimes the e

offence details can be long, so if they were hidden it However, they liked the information about sentencing

would be easier o scan the page. date and length being at the top from this design.



Confirm consent page

All participants understood and liked this
page. They found it clear and read through
all the content and knew what was needed
from them. They also pointed out that
gaining verbal consent was a better approach
and would cut out a lot of work for them.

Confirm Terry Midhurst's consent to apply
for Short-Term Accommodation (CAS-2)

You need verbal consent from Terry Midhurst to send an application for Short-Term
Accommodation (CAS-2) on their behalf.
Check that Teespifiidhurst understands:

at CAS-2 provides short-term housing and weekly support

they are responsible for paying for CAS-2 accommodation and support

what will be in the application form, including legal and confidentialinformation
about address history, offences, risks to themselves and others and health needs

their health needs will be collected from relevant sources, such as the prison drug
and alcohol provider, mental health in-reach team and healthcare team

their information will be used to assess their suitability and ensure their safety

erry Midhurst given their consent to apply fo
O Yes, Terry Midhurst has given their consent

No, Terry Midhurst has not given their consent

Participants understood that this content was aimed at
‘Terry’ so that he understands what he is consenting to.
All participants agreed that this was the ‘right amount’ of
content to include.

Participants intuitively answered the question. They said
in their experience that not many people have refused
consent as it stops the application, and the applicants
usually understand that. Participants also explained that
applicants usually sign without asking many questions
anyway, so a lot of guidance is not needed.



Applicant interview checklist

4 Participants said they wouldn’t ask the questions in this
o P d they wouldn’t ask the q h
All participants understood the purpose of HM Prison & order. They said an order like this would make more
Probation Service sense:

this page. Currently, POMs either print off
the entire form and collect the information Ap p licant interview checklist for

needed from the applicant or they note down

what is needed. This checklist allows them to Short-Term Accommodation (CAS-Z)

Verbal consent
NI number, ID docs, funding
Previous address and preferred area

. . Phone
print out this one page and collect the
information they need. And most participants Use this checklist to get answers from the applicant for their CAS-2 application. Gender of support worker
. . Equality and diversit
said they would use this. Once completed, add thie q ty Y
Applicant's full name . .
applicant’s answers tg their
I application.
Date of interview You do not need t¢ include
I | | | I I I [ I | | this checklist in tffe L . .
application. The'checklist Is for A participant mentioned that sometimes health
Day Month  Year only. information is gathered from the applicant,
Checklist should we include this on this checklist?

[ Get verbal zonsent for Short-Term Accommodation (CAS-2) application
[0 Ask epuality and diversity questions or opt out
(] Ask disability questions (optional)
[J Ask sex and gender identity questions (optional)
[] Ask sexual orientation question (optional)
O Ask ethnic group questions (optional)
[0 Ask religion question (optional)
O Ask military service question (optional)
[0 Ask care leaver question (optional)
[ Ask parental and carer responsibility question (optional)
[0 Ask marital or civil partnership status question (optional)
[0 Ask how the applicant will fund their CAS-2 placement
[ Ask for the applicant’s NI number
[0 Ask which ID documents the applicant has
[ Ask for the applicant’s previous address before entering custody
[0 Or ask how long the applicant had no fixed address
O Confirm applicant's requested towns or cities for placement
[0 Askif the applicant will have a phone or smartphone?
O If the apolicant is female, ask if they have a gender prefercace for
their suppurt worker?

Another participant mentioned that not all
information on this list needs to be gathered from
the applicant. Should we remove the tasks
which can be gathered from systems?



We need more guidance as this process is complicated
for POMs to understand

There has never been guidance for filling out a CAS2 referral form, which could be one of the reasons for
referral tennis and collecting incorrect information. In our service, we want users to intuitively fill out the

form but they need to know which information to provide.
We need to tell users about:

e How to fill in the information around offending history - which offences need to be included, how
far back the history needs to go, describing/including a ‘pattern of behaviour’, what information
needs to be captured in ‘offence details’, if they need to include spent convictions which may make
them high risk for shared accommodation services.

e  How to calculate spent and unspent convictions - we also need to reiterate why this is important
and illegal to disclose spent convictions

e  How much they are allowed to disclose to Nacro assessors - what is necessary and what is illegal to

share about someone?



A participant shared a tool they use to calculate
spent and unspent convictions

We have previously learned that one of the most exhausting jobs for POMs when
ﬁlling out the referral form is calculating the spent and unspent convictions. This
is because it is a different calculation for different types of convictions and

applicants can have a long list of previous offences.

To help tackle one of these problems, we can use this tool to help other POMs

with calculations.


https://check-when-to-disclose-caution-conviction.service.gov.uk/steps/check/kind

Participants use the Nacro weekly email to help
applicants get into accommodation

When we asked participants about how they collect the area preference from the
applicant, they said they sometimes suggest accommodation with spaces. Nacro
send out a weekly email with accommodation with spaces so POMs can fll those

spaces and avoid applicants staying in prison.

“I believe it’s more important to get people in spaces rather than them having a

local connection” - P3, Prison Offender Manager



. East Midlands
Nacro weekly email

Derby 3 8

Leicester 2 9

Information from the top of the email Natiighan 3 7

Shirebrook 0 2

Nacro CAS-2 Accommodation

East Mdiands East of Englang Stock list - each county has a listing with
Greater Manchester Kent, Surrey & Sussex available accommOdationS fOI‘ that Week

London North East

North West South Central

South West Wales

West Midlands Yorkshire and Humberside

** CAS2 have accommodation in most major towns and cities across England and Wales. Applications should be made by referrers at the earliest opportunity for those eligible for HDC or Bail (Court Bail/Prison
Remands). Specific address offers for eligible/suitable accommodation offers will be made no earlier than; **

. 7 days prior to the earliest release date for HDC
. On the Day for Court Bail applications
. As required for Prison Bail/R g i (although held for no longer than 7 days prior)

** Availability of bedspaces in each town/city changes hourly/daily so please still make a referral! If you are unsure of any aspect of the referral criteria or process, please give us a call on ‘0300 555 0264' (select
option 1) or email referrals@nacrocas2.org.uk where one of the referral team will be happy to assist and advise **
** For 'On the Day' Court Bail Applications please make direct contact with Nacro CAS-2 to discuss our 'live' availability on '0300 555 0264’ (select option 1) or email referrals@nacrocas2.org.uk **

** Please scroll down further for additional information, below the CAS2 stock list **



Some POMSs collect information from offenders during
induction

All prisoners have an induction when they enter prison. The session includes time
to ask questions, learning about prison rules and guidelines and meeting your
Prison Offender Manager. In this time, some POMs will collect basic information
about the person to be used when doing things on their behalf, like the CAS2
referral form. Some POMs will also collect a signature for their consent about

sharing health information.

This also means that some POMs don’t conduct interviews with applicants when

completing the referral form as they already have the information that they need.



All participants said that if they were not sure if a
conviction was spent or unspent, they would disclose it

When speaking to the POMs about calculating spent and unspent convictions,
they all agreed it was complex and took a lot of time. Most also agreed that if they
were not sure about whether a conviction was spent or unspent, they would put it
into the form anyway, just in case. POMs are not aware that it is illegal for them
to disclose this information to Nacro, and that is also has implications for Nacro,

the applicant and themselves.

“If P'm not sure about it [whether a conviction is spent], [ would just put it in

anyway, just to cover my back” - P4, Prison Offender Manager



Usability testing - round 3



Exclusion zone page

All participants understood this
question and they were able to provide
the answers needed, they also knew
why they would have to provide
sensitive information to Nacro. One
participant mentioned that ‘other
reason’ is a good catch-all as sometimes
exclusion zones can be for other reasons
that are not listed here.

All participants mentioned that this
question is not needed as exclusion
zones don’t work like this. Offenders
only need to stay out of the exclusion
zone and don’t need to keep a certain
distance away from it.

We asked participants about whether
exclusion zones have end dates. Some do
(like restraining orders) and some don’t.
Sometimes it’s not provided or it’s not

necessary. In this case, the SED (Sentence \

End Date) would be the indicator for the
end of the exclusion zone.

Short-Term Accommodation (CAS-2)

2138 This is a new service - your feedback will help us to improve it.

< Back

Enter details of exclusion zone

elect one option.

Domestic abuse

Stalking

Harassment

Gang affiliations

Other reason

whatis Terry Midhurst excluded from?

O Town or city
O Address

far must Terry Midhurst stay away from the e; ion
area?

End date for exclusion or injuncticn
For example, 27 32027
Day Month Year

Add another excluded area

Clear data

OGL Allcontent s available under the Open Government Licence v3.0, except where otherwise stated © Crown copyright

All participants agreed that it can be difficult to define an
exclusion zone as either a town or city or address.
Depending on the offender, the exclusion zone can be
small enough to be defined as an address and sometimes
large enough to be a whole town or city. However, most
of the time it is an area. This is an example of an exclusion
zone. We need to think about how we get referrers to
give accurate enough information about someone’s
exclusion zone - is it possible to upload the image of
the exclusion zone instead?
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Applicant information section

When asking participants about what
this section should be called they said:
‘Other information’ and ‘Personal

information’. It was difficult to name

the section as the questions are varied.

% GOV.UK Short-Term Accommodation (CAS-2)

All participants said that this question made sense. But we

:130:W This is a new service - your feedback will help us to improve it. .
 BETA | Y P need to make a few changes to it:

< Back . We need to have an option for Yes - they have
a phone but they don’t know the number
. . . We need to reword the question so it’s clear
Does Angela Midhurst have a working that we’re asking about a phone that is at
mobile nhone? reception, not in the person’s cell

op

What is their mobile number?

| i

Is their mobile a smart phone?

O v O o

» Whatis a smart phone?

O no

or
O | don't know




Non-standard licence conditions page

Short-Term Accommodation (CAS-2)

When asking participants about the hint text, they said they
would not usually get the non-standard licence conditions
from the HDC Address Checks form. It would either be from
Fiiack the COM (via the Case admin) or from the ‘Part C’. Some
T participants also mentioned that they don’t always have the

121308 This is a new service - your feedback will help us to improve it.

non-standard licence conditions at this point in the process,

Does Terry Midhurst have any non.standard they Would receive this i.nformatic‘)n once the applicant is )
licence conditions? placed into accommodation. It might be helpful to users if

we added a ‘Don’t know’ option.

Yes

@ “We don’t know this information at this point. I always write
Describe the conditione ‘unknown at this time’ on the paper form” - P2, Prison
These are usually recorded in the HDC Address Checks form (HDC form 6). Offender Manager

O we
. REVEEloRelelnlo] Il Back to tasklist



Risk management arrangement page

This content helped participants
understand that this information
comes from the COM or from the

Short-Term Accommodation (CAS-2)

Previously when we tested this question,

all of our participants were confused.
They said “I wouldn’t know how to

-1 W This is a new service - your feedback will help us to improve it.
Risk Management plan.
< Back

answer this”. However, we tested this
new design with participants and they

understood the question and where to Risk management arrangements for Terry Midhurst

get information from.

View Terry Midhurst's RoSH summary

You should check with Terry Midhurst's Community Probation Practitioner
(CPP) for up-to-date risk management arrangements.

Risk to others

Risk factors
You can also check the 'Risk Management Plan' section in OASys.

Reducing risk

Risk management arrangements
Is Terry Midhurst subject to any of these multi-agency risk

Cellshars nfomation management arrangements upon release?
Behaviour notes Select all that apply
Additional risk information I:I Multi-Agency Public Protection Arrangements (MAPPA)

I:' Multi-Agency Risk Assessment Conference (MARAC)

|:| Integrated Offender Management (IOM)
or

|:| No, Terry Midhurst does not have risk management arrangements



Applicant interview checklist page

Most participants agreed that having both formats of the checklist are
useful as they can conduct interviews over the phone or in person with
their laptops. Or they can print it off to conduct interviews.

“I think it’s helpful, it would help us save time” - P4, Prison Offender
Manager

“I can imagine regretting not using it” - P4, Prison Oﬂender Manager

“This is useful to have because you can ring for one thing and then
forget that you need to ask them for other things” - P1, Prison Offender
Manager

However, one participant did have negative feedback, but it was more
about the task at hand rather than the design. This participant is under
a lot of pressure and only does what is absolutely necessary. They
usually gather information from systems rather than the applicant.

“I've gotten away with not filling in the NI number so far” - P2, Prison
Offender Manager

“I wouldn’t even touch the diversity part of the form” - P2, Prison
Offender Manager

Short-Term Accommodation (CAS-2)

EISZY This is a new service - your feedback will help us to improve it

< Back

Check information needed from Terry
Midhurst

Use this checklist to get answers from Terry Midhurst for their CAS-2 application.

You do not need to include this checklist in the application. The checklist is for
your reference only.

Download printable checklist

Checklist

[ Get verbal consent for Short-Term Accommodation (CAS-2) application

[ Ask for the applicant’s NI number

] Askwhich ID documents the applicant has

] Ask how the applicant will fund their CAS-2 placement

[ Ask for the applicant's previous address before entering custody

[ orask how long the applicant had no fixed address

[ Confirm applicant’s requested towns or cities for placement

[] Askiifthe applicant will have a phone or smartphone?

[ ifthe applicant is female, ask if they have a gender preference for their support
worker?

Diversity survey (optional)

[ Ask disability questions

[ Ask sex and gender identity questions

[ Ask sexual orientation question

[ Askethnic group questions

[ Ask religion question

[ Ask military service question

[ Ask care leaver question

[ Ask parentaland carer responsibility

[ Ask marital or civil partnership status question

VCEUCKLCOULUEE Back to tasklist
TR -t st

e 3
2
Clear data &ng&,;
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Although participants said that they would be able
to ask the diversity questions without actually
seeing them, we should make these more specific
about what we’re asking. This is sensitive
information and we want POMs to ask these
questions in the right way. One participant did
say that they would not be comfortable asking
these questions anyway.

Another participant went through the checklist
and said they wouldn’t know about what specific
detail we would be asking for with the ‘care
leaver’ and ‘parental and carer responsibility’
questions.

We should change these to questions so POMs
are collecting the correct information and
asking the questions in a sensitive way.



Behaviour notes page

All participants mentioned that they would

include adjudications in this section.

However, we know that HMPPS do not
want to share this information now, so we
need to make it clear that POM:s should
not be including adjudications in this

section.

Before looking at this page,
participants could clearly explain
what a behaviour note was. A few
mentioned that it could either
positive or negative.

However, they saw behaviour notes

and P-Nomis alerts as separate things.

“I don’t think it would be linked to a
Nomis alert most of the time” - P2,
Prison Offender Manager

Short-Term Accommodation (CAS-2)

Add a behaviour note for Terry Midhurst

Behaviour notes can be prison notes, or P-Nomis alerts.
Important notes to include could be:

« issues with working or being managed by a specific gender of staff

.y ST A I P TP

» What protective factors are

is the behaviour note related to a P-Nomis alert?

O v
O n

Describe the behaviour

Save andadd another

Save and add behaviour note [ENeETIe:Il

Clear data

OGL Allcontent is available under the Open Government Licence v3.0, except where otherwise stated © Crown copyright

Most participants found this content misleading.
They thought that they only had to include
behaviour notes that fit into those categories
rather than reading them as examples of
behaviour notes to include. Perhaps we could
state more examples or explicitly say these are
examples and there are more that you could
include.

In this content, we don’t mention a timeframe
or about how much information they need to
include. We should be more explicit about
this.

Participants were confused about this line asking
what it meant. We need to change this to say
something around IEP, as users would understand
what this means and they could clearly state what
an applicant’s IEP level is.

Some participants said that they would put all the
behaviour notes in this box as applicants can have
hundreds of them. Can we make it easier for
POM s to enter lots of behaviour notes?

“I think it would be quite time consuming [to add
each one manually]” - P2, Prison Offender Manager



When Nacro follow up for information, they should
involve the COM in the emails

When speaking to POMs about referral tennis, they spoke about their frustrations
including, how Nacro ask for historical information they would not have
knowledge of, location of victims and further information that only the COM

would know.

This is why the COM should be more involved in the process as this would save

time for the POM and the Nacro assessor.

"It's a bit of a chore and a nightmare" - P2, Prison Offender Manager



POMs are aware of what CPPs are, but commonly use
the term COMSs instead

We tested some pages that said CPP instead of COM, as this is the new name for
their role. We wanted to know if POMs knew this. All participants did, but they
commonly use COM instead. So we need to decide whether to use the new

name or use what language the POMs use.

“I've never heard of CPP, but I know it’s a COM. It’s the same thing” - P2, Prison
Offender Manager

“They’re a COM, and we’re a POM” - P2, Prison Offender Manager



Some POMs are hesitant about the area preference
section not stating where CAS-2 properties are located

We have previously tested the area preference section, showing participant a list or search
function of all towns and cities. Unprompted, POMs mentioned that it would be helpful
to have a list of CAS-2 properties so they can recommend areas for applicants to be

placed in. They also mentioned that this would be helpful for newer POMs.

When testing the area preference section again showing all towns or cities, some POM:s
did mention this. However, POMs did also mention the weekly email Nacro send which
shows availability for properties. This helps POMs recommend places to applicants so
they have a better chance of being placed. So having a generic list is a suitable option
for the design as POMs have this knowledge about their local area placements and

other areas from the Nacro email.



User personas



Our users

Prison Offender Manager

Admin staff (Prison)

Nacro Assessor

Applicant

Community Offender Manager

Behaviours
What do they usually do?

Overstretched - They usually have a caseload around
25-30 or 60 (this should be around 10-15)

Stressed - They have a lot of work to do and takes a
lot of prioritisation

Lack of motivation - Referral forms are badly

designed therefore require workarounds and redoing

work

Different levels of experience - New staff lack
experience to fill in referral forms and risk
assessments leading to more work

Very organised - They usually work with different
POMs to keep things running in their prisons. They
must inform POMs of deadlines and chase things on
their behalf

Not knowledgeable about the details - They are able
to help with the CAS-2 process but are unable to

access information so can't help with filling in referral

forms

Knowledgeable about the process - When people
phone or email the support line, Nacro assessors will

help them from their knowledge and experience with

the process

Lack of motivation - 'Referral tennis' widely affects
Nacro's process to place people efficiently, they
usually have to wait days for a response from
referrers for the information they need

Desperate for placement - Some applicants will say
they are happy to be placed ‘anywhere" but this is
not usually the case. They just want the best chance
of getting a place somewhere.

Overstretched - They have larger caseloads as well
(like POMs)

Attitudes
What do they think?

They would like the form to be redesigned for many
reasons like: Nacro asking them follow up questions
(even though they have invested a lot of time in

i ions) , asking for i ion that
they don't know about and the form overall being
badly designed.

They are happy with their role in the process as they
support POMs.

They would like forms to be of a higher quality to
reduce their workload and speed up the process of
placing people.

"Forms are either too detailed or don't have enough
information" - Nacro assessor

They know that chances at the moment can be slim
to be placed somewhere.

They are usually happy to comply with answering
questions and signing consent to get a place.

They would like to be more involved in the process as

they usually have to find out things from the admin
staff. It would help them a lot to know what was
happening as they take over the supervision

once a person is in the community.
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Goals
What are they trying to do?

Filling in the form as quickly as possible

Filling in the form to avoid follow up questions
Get their person placed into accommodation
before the handover to the COM

Support the POM to complete the referral form

. Keep everyone informed about the progress of

the application

. Make sure applicant share the areas they want to

live in

Place people in their preferred area

. Get accurate information from referrers

. Give POMs the right information for the best

chance to get placed

. Approve areas so the applicant can be placed as

quickly as possible

. Doing the correct checks to not delay the process

‘Referral tennis’ - this delays the process for both
HMPPS and Nacro. The POM will need to find
further information from systems and/or the
applicant. They also may need to look through
information already collected.

Not having an OASys risk assessment - meaning
that they proceed with the referral expecting
questions from Nacro or they complete one
which can take a long time.

- Contacting health teams for information - health

teams can take a long time to respond and this
can delay the entire process.

« Sharing historical information with Nacro - Nacro

can sometimes follow up with questions about
offences more than 10 years ago, POMs would
not be able to answer these questions.

The current PDF itself - the PDF has various
problems leading to POMs redoing work.
Including the PDF locking so assessors are not
able to view all the text.

« Calculating spent and unspent convictions - one

of the most time consuming tasks, as it has be
done one by one. Some applicants can have
many convictions.

Getting a wet signature from the applicant - this
task means that they must print the form, find
the applicant, get their signature, find a scanner
and email it along with the form. Not all prisons
have these facilities and finding people on the
wing can take up to a few hours.

Not applicable

Chasing referrers for information ('Referral
tennis')

Referrers not getting back with information
needed quickly enough

Not applicable

- Not being involved in the process as much as

they could be
Not knowing about the progress of an
application



