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Practical Engagement Standard



This document is intended for individuals who are currently
engaging with homelessness services in Scotland.

It provides a simple structure to support clear and consistent communication with local
authorities. It focuses on maintaining case visibility through regular contact, accurate
recording of information, and appropriate follow-up where progress is unclear or delayed.

This document does not replace official guidance or statutory processes. It is designed to
support more effective engagement within existing systems.

Where communication is structured and consistent across cases, it becomes
easier for local authorities to identify patterns, delays, and recurring issues.

This supports improved decision making, more accurate prioritisation, and clearer
understanding of system pressures in practice.

0. Use of this document



Homelessness services operate through ongoing interaction between the individual and
the local authority.

In practice, cases that are clearly recorded, regularly followed up, and consistently
engaged with are more likely to progress in a timely and structured way.

Communication is a central part of this process. Information provided by the individual is
used to assess needs, inform decisions, and determine appropriate next steps. Where
communication is limited, unclear, or inconsistent, this can result in delays or incomplete
understanding of a person’s situation.

Maintaining clear and regular engagement supports continuity and reduces the risk of
gaps in case progression.

1. How the system operates in practice



2.2 Risk of low visibility

Where a case has limited recent communication or unclear information, it may become
less visible within the system.

This can lead to:

Delays in responses or decisions
Repetition of previous or unsuitable arrangements
Reduced prioritisation where multiple cases are being managed

Maintaining regular and structured communication helps reduce these risks and supports
more consistent case handling.

2.3 Maintaining visibility in practice

To support an active case:

Respond to communication from the local authority where possible
Provide updates if your situation changes
Follow up if there has been no response within a reasonable timeframe
Keep communication clear and focused on current needs and issues

These actions support continuity and help ensure that your case reflects your current
circumstances.

2. Maintaining an active case

2.1 What an active case looks like

An active case typically includes:

Recent communication between the individual and the local authority
A clear record of current needs and circumstances
Issues or concerns that have been formally raised
Ongoing engagement, including responses to requests for information

Maintaining these elements helps ensure that the case reflects the current situation and
can be progressed appropriately.



3. Keeping a clear personal record

Maintaining a clear personal record of your case can support consistent communication
and reduce the risk of information being missed or repeated.

This does not replace the local authority’s records. It provides a simple way to keep track of
key information from your perspective.

3.1 What to record

You may find it useful to keep a record of:

Dates of contact with the local authority
Names and roles of staff involved in your case
Key points discussed during each interaction
Any issues or concerns raised
Requests you have made
Actions agreed, including any timeframes

This can be kept in a simple format such as notes on your phone, a document, or a
notebook.

3.2 Why this supports your case

Keeping a record helps to:

Maintain clarity where multiple conversations have taken place
Support follow-up where responses are delayed
Reduce the need to repeat information
Provide a clear timeline if issues need to be reviewed

Where information is consistent and clearly recorded, it is easier to refer back to previous
discussions and agreed actions.

3.3 Using your record

You can use your record to:
Summarise previous communication when following up
Confirm what has already been discussed or agreed
Clarify where information may not have been recorded fully

Example: “On [date], I raised an issue regarding [specific concern], and it was agreed that
[action]. I am following up on this as I have not yet received an update.”



4. Communicating clearly and consistently

Clear communication supports accurate understanding of your situation and helps ensure
that appropriate actions can be taken.

Structured communication can reduce ambiguity and make it easier for your case to be
progressed.

4.1 Structure of communication

Each communication should aim to include:

Your current situation
The specific issue or concern
The impact this is having
A clear request for action

This helps ensure that key information is understood and reduces the need for follow-up
clarification.

4.2 Example structure

You may find it helpful to use a simple structure:

“I am currently in [situation].
There is an issue with [specific problem].
This is affecting [impact].
I would like to request [clear action].”



4.3 Keeping communication focused

To support clarity:

Keep messages concise and focused on one issue where possible
Avoid combining multiple unrelated concerns in one message
Use clear and specific language rather than general statements
Confirm any actions or responses received

Where communication is structured and consistent, it is easier for both you and the local
authority to understand the current position and next steps.

4.4 Written communication

Where possible, written communication (such as email) can support:

Clear records of what has been said
Reduced risk of miscommunication
Easier follow-up

If communication takes place by phone or in person, you may wish to make a note of what
was discussed and confirm key points in writing afterwards.



5. Maintaining consistent follow-up

Regular follow-up helps ensure that your case remains active and that agreed
actions are progressed.

Where communication pauses or responses are delayed, follow-up can help
maintain continuity and reduce the risk of your case becoming inactive.

5.1 When to follow up

You may wish to follow up when:

You have not received a response within a reasonable timeframe
An agreed action has not taken place
Your situation has changed and requires an update
An issue remains unresolved

5.2 Suggested follow-up approach

A simple and consistent approach can be used:

If no response → follow up after 2–3 working days
If the issue is ongoing → follow up at regular intervals (for example, weekly)
After receiving a response → confirm any actions or next steps



5.3 How to follow up

Follow-up can be brief and focused:

“I am following up on my previous message regarding [issue].
I have not yet received a response and would appreciate an
update on next steps."

5.4 Why follow-up supports your case

Consistent follow-up helps to:

Maintain visibility of your case
Confirm whether actions have been taken
Reduce delays caused by missed or incomplete
communication
Provide a clear record of ongoing engagement

Where follow-up is regular and structured, it is easier to track
progress and identify where further action may be needed.



6. Describing accommodation issues clearly

Clear and specific descriptions of accommodation issues support accurate understanding
and more effective responses.

General statements can be difficult to assess. Providing structured information helps
ensure that issues are recognised and recorded.

6.1 Describing issues in practice

When raising a concern, include:

The specific issue
How long it has been occurring
The impact on your day-to-day living

6.2 Example structure

“There is an issue with [specific condition].
This has been ongoing since [timeframe].
It is affecting [impact on daily living].”



6.3 Examples of clear descriptions

Instead of:

“The accommodation is not suitable”

Use:

“There is no consistent access to running water, which is affecting basic daily living.”
“There are safety concerns due to ongoing substance use within the property.”
“The environment is affecting my ability to sleep and maintain basic routines.”

6.4 Why this matters

Clear descriptions help to:

Ensure issues are properly understood
Reduce the risk of concerns being minimised or misinterpreted
Support appropriate review of the accommodation
Create a clear record of conditions over time

Where issues are described consistently and specifically, it is easier for them to be
assessed and acted upon.



7. Making clear requests

Clear requests help ensure that communication leads to defined actions.

Where no specific request is made, it may be unclear what outcome is being sought.
Including a single, clear request in each communication supports more direct responses
and reduces ambiguity.

7.1 Including a request in each communication

Each message should aim to include one clear request for action.

This helps to:

Focus the response
Clarify what is needed
Support timely decision-making



7.2 Types of requests

Depending on your situation, requests may include:

A review of current accommodation
Consideration of an alternative placement
Clarification of next steps
A written response or update
A change in point of contact

7.3 Example structure

“Based on the above, I would like to request [specific action].”

7.4 Keeping requests clear

To support clarity:

Make one request per message where possible
Use direct and specific wording
Avoid combining multiple unrelated requests
Confirm when a request has been addressed

Where requests are clearly stated, it is easier for them to be acknowledged and actioned.



8. Raising issues where progress is not made

Where concerns are not addressed or communication is not progressing, it may be
appropriate to raise the issue formally.

This supports review of the case and helps ensure that ongoing concerns are recognised.

8.1 When to raise an issue

You may wish to raise an issue where:

There has been no response after repeated follow-up
An issue remains unresolved over time
There is a breakdown in communication
Agreed actions have not been carried out

8.2 How to raise an issue

A clear and structured message can be used:

“I would like to request a review of my case due to ongoing issues with [specific concern].
I have previously raised this on [dates], and it has not yet been resolved.”



8.3 Keeping escalation focused

When raising an issue:

Refer to specific concerns
Include relevant dates or previous communication
Keep the tone factual and focused on resolution
Avoid introducing unrelated issues

8.4 Purpose of escalation

Raising an issue supports:

Formal recognition of ongoing concerns
Review of how the case is being handled
Identification of next steps or alternative actions

Where issues are raised clearly and consistently, it is easier for them to be reviewed
and addressed.



9. Working with an advocate

An advocate can support communication between you and the local authority,
particularly where engagement is difficult or where issues are not progressing.

9.1 Role of an advocate

An advocate may:

Communicate on your behalf
Help structure information clearly
Support follow-up and escalation
Attend meetings or discussions with you

9.2 When advocacy may be helpful

You may wish to involve an advocate where:

Communication has become difficult
Issues are not being resolved
You require support to explain your situation
You would prefer assistance in managing your case

9.3 Using advocacy effectively

To support effective use of advocacy:

Ensure the advocate has a clear summary of your situation
Share any records or notes you have kept
Confirm that you consent to them acting on your behalf

Where an advocate is involved, communication may become more structured
and consistent.



10. Staying within the system

Ongoing engagement supports continuity and helps ensure that your case continues
to progress.

10.1 Maintaining engagement

To remain engaged:

Respond to communication where possible
Provide updates if your situation changes
Continue to follow up where needed
Keep communication open and consistent

10.2 Avoiding gaps

Extended gaps in communication may result in:

Delays in case progression
Reduced visibility of your current situation
Repetition of previously addressed issues

Maintaining regular contact helps ensure that your case reflects your current needs.



11. Minimum engagement standard

This section provides a simple reference for maintaining a functional and active case.

11.1 A case should include

A clear and current record of needs
Regular communication with the local authority
Documented issues or concerns
Clear requests for action
Ongoing follow-up where required

11.2 Purpose of this standard

Maintaining these elements supports:

Clear understanding of your situation
More consistent communication
Reduced delays due to missing information
Improved continuity of case handling

This standard reflects a consistent approach to engagement within the system.



12. Quick reference

This checklist can be used to support day-to-day engagement.

12.1 Checklist

I am communicating regularly with the local authority
My current needs and situation are clearly stated
Any issues are described specifically
Each message includes a clear request
I am following up where needed
I am keeping a simple record of communication

12.2 Using this checklist

You may wish to review this checklist when:

Preparing to send a message
Following up on an issue
Reviewing your current situation

It provides a simple way to maintain consistency and clarity in your
engagement.



Closing Words

This document is intended to support consistent and effective
engagement within existing homelessness services. It focuses on
practical communication, record-keeping, and follow-up, in line with
current processes.

It may be used alongside official guidance and adapted to individual
circumstances as needed.
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