
APPENDIX 3:      Service Specification: General information, guidance and support 
A comprehensive and integrated third sector service covering all major aspects of supporting organisations

	Service
	Shared 

action
	National action
	Local 

action
	Comment

	1. Common set of regularly updated information resources (in accordance with information framework)
	Joint group facilitated by WCVA
	
	
	Joint agreement on the core information needs to be met by the infrastructure, and production of common resources to underpin website, helpline, and national and local advice and support. CVCs to promote and disseminate information resources

	2. A national website (with current information about current and changing regulatory issues, good practice guidance, model policies, information sheets in accordance with information framework, advice on Welsh language and legislation etc)
	
	WCVA
	
	CVCs to respond to enquiries generated from the website.

	3. A local, interactive website with current information
	
	
	CVCs
	CVCs to maintain websites providing current local information and with links to WCVA national website

	4. A national bilingual helpline (general enquiries, information, signposting) supported by a national advisory service (to receive referrals from Helpline)
	
	WCVA
	
	Helpdesk to response to simple enquires; more complex enquiries referred to WCVA lead officer or CVCs as appropriate. 

	5. Provide a comprehensive local information and advisory service 
	
	
	CVCs
	Where appropriate, CVCs to refer to or call on WCVA specialist advice:

	6. Publish Network Wales and e-briefing (bilingual, both twice monthly)
	
	WCVA
	
	

	7. Produce bilingual national supplement for CVC newsletters.
	
	WCVA
	CVCs
	WCVA to publish

CVCs to disseminate 

	8. Publish regular newsletter (at least quarterly) and additional e-bulletins
	
	
	CVCs
	

	9. Develop training for on all aspects of running an organisation (in accordance with training framework)
	Joint group facilitated by WCVA
	
	
	Joint group to design training

National and local delivery options

	10. Deliver training (in accordance with training framework)
	Jointly agreed delivery strategy
	WCVA
	CVCs
	Joint group to design training

National and local delivery options

	11. Maintain national database of voluntary and community organisations 
	
	WCVA
	
	


	Service
	Shared 

action
	National action
	Local 

action
	Comment

	12. Maintain local database of voluntary and community organisations and feed it into the national database.
	
	
	CVCs
	

	13. Support third sector organisations to achieve their objectives and develop their effectiveness
	
	WCVA
	CVCs
	

	14. Provide access to or signpost to sources of practical assistance
	
	
	CVCs
	

	15. Develop and maintain a strong and diverse membership
	WCVA/CVCs
	
	
	Memberships to reflect diversity of the sector

	16. Contribute to the overall development and improvement of the service
	WCVA/CVCs
	
	
	


 Service Specification: Volunteering

An innovative third sector service aimed at making Wales: A volunteering nation a reality by reaching out beyond specialist volunteering areas to both policy makers and volunteers with improvements in infrastructure and management as the essential bridge.

	Service
	Shared 
action
	National action
	Local 
action
	Comment

	1. Common set of regularly updated information resources about volunteering, and involving and supporting volunteers
	Joint group facilitated by WCVA
	
	
	Joint agreement on the core information needs to be met by the infrastructure, and production of common resources to underpin web-site, helpline, and national and local advice and support

	2. A national volunteering bilingual helpline (general enquiries, information, signposting), supported by a volunteering advisory service  (to receive referrals from helpline, and generate information for the website)
	
	WCVA
	
	Helpdesk to response to simple enquires; more complex enquiries referred to WCVA lead officer or CVCs as appropriate. 

	3. A national one-stop website (covering all aspects of volunteering, including model policies, good practice guides, risk management, funding, insurance, diversity, recruiting Welsh-speaking volunteers, etc)
	
	WCVA
	
	WCVA will manage the website. VCs will work with WCVA to develop and proof the content and presentation. VCs +CVCs will field local enquiries.



	4. Manage a website providing comprehensive details of volunteering opportunities in Wales
	
	WCVA
	
	WCVA – manage web-site



	5. Upload volunteering opportunities to website 
	
	
	Volunteer centres
	VCs– upload local volunteering opportunities

	6. A network of quality assured core funded local one-stop volunteer centres and managers (supporting, funding, branding the infrastructure)
	
	WCVA
	
	

	7. Up-to-date information, guidance and sign-posting about volunteering opportunities and policies of host organisations, and helping people into volunteering
	
	
	Volunteer centres
	CVCs/VCs manage and deliver the volunteering services at a local level by promoting opportunities, interviewing prospective volunteers and placing them in host organisations. Volunteers skills and needs will be matched against the requirements of the host organisation 

	8. Advocacy for individual volunteers with regard to their volunteering 
	
	
	Volunteer centres
	VCs will provide initial support to volunteers to ensure a placement is successful and review the placement if problems emerge.

	Service
	Shared 

action
	National action
	Local 

action
	Comment

	9. Raising public awareness of volunteering, including targeting Welsh speakers, and minority and disadvantaged groups
	
	WCVA
	Volunteer centres
	National and local promotion required

	10. Advice and guidance for volunteer-involving organisations, using common material, on:

· Recruiting and retaining volunteers

· meeting duty of care requirements for safety of volunteers and clients

· developing volunteer friendly policies and practice

· involving volunteers with special needs
	
	
	Volunteer centres
	WCVA and VCs will work together to produce and proof suitable information and support materials.

VCs will provide information and advice to organisations and Volunteer Organisers on an individual basis or via groups and forums based on nationally agreed guidelines

	11. Promoting good practice in the management of volunteers using Investing in Volunteers and other suitable programmes
	
	WCVA
	Volunteer centres
	VCs and WCVA to develop national guidelines. WCVA to coordinate the 

 Investing in Volunteering scheme, manage programme and accreditation

VCs to provide support, information, advice and training to groups at a local level and promote take-up 

	12. Training (an accredited programme for volunteer managers based upon occupational standards)
	Joint group facilitated by WCVA


	
	CVCs
	Joint group to design training

National and local delivery options.

VCs to deliver local training.  

	13. Provide access to criminal records disclosures, and advice on employment practice with regard to rehabilitation of offenders 
	
	WCVA CRU
	
	VCs to promote use of the CRU and awareness of the appropriate use of CRB checks

	14. Provide regular volunteering e-bulletin
	
	WCVA
	
	

	15. Volunteering events
	
	WCVA
	Volunteer centres
	Organise or participate in national/local events which promote volunteering and volunteering opportunities.

	16. Volunteering awards, volunteering week
(recognising and celebrating volunteering)
	
	WCVA
	Volunteer centres
	WCVA – national awards and promotions

VCs – local events or promotion

	17. Contribute a volunteering perspective to policy development and campaign on issues affecting volunteers
	
	WCVA
	Volunteer centres
	WCVA to seek policy input from volunteer centres who will contribute experience and local views.

	Service
	Shared 

action
	National action
	Local 

action
	Comment

	18. Promote WAG and other volunteering initiatives
	
	WCVA
	Volunteer centres
	

	19. Research (facts and figures about volunteering in Wales)
	
	WCVA
	
	

	20. Contribute to the overall development and improvement of the service
	WCVA/CVCs
	
	
	


Service Specification: Trustees and governance

A comprehensive and integrated service designed to meet the needs of third sector trustees and leaders and their organisations.

	Service
	Shared 

action
	National action
	Local 

action
	Comment

	1. Common set of information resources about trustee roles and responsibilities, reflecting national trustee occupational standards 
	Joint group facilitated by WCVA
	
	
	Joint agreement on the core information needs to be met by the infrastructure, and production of common resources to underpin website, helpline, and national and local advice and support. CVCs to promote and deliver at local level

	2. A national trustee bilingual helpline (general enquiries, information, signposting) supported by a national trustee (legal) advisory service (to receive referrals from Helpline)
	
	WCVA
	
	Helpdesk to response to simple enquires; more complex enquiries referred to WCVA lead officer or CVCs as appropriate. 

	3. A national trustee website (which brings together all information on trusteeship from Charity Commission, model policies, information sheets, trustee code of practice, induction procedures etc)
	
	WCVA
	
	Local use of and feedback on common materials. CVCs to respond to enquiries generated from website

	4. Provide trustee recruitment service linked to volunteering website
	
	WCVA
	CVCs/VCs
	WCVA to manage web-site

Volunteer centres to identify and upload of trustee vacancies/offers. CVCs /VCs actively promote trustee opportunities at local level + field enquiries from website

	5. A trustee mediation and dispute resolution service
	
	WCVA
	CVCs
	Guidance and support to enable groups to resolve disputes in line with Charity Commission policies – provide mediation service if requested. Specialist advice available to CVCs from WCVA Legal Services Officer

	6. Provide trustee training as part of training framework
	Joint group facilitated by WCVA
	
	
	Joint group to design training

National and local delivery options

	7. Provide advice and support to individual trustees / trustee groups
	
	WCVA
	CVCs
	CVCs to respond to individual requests for advice and organise training/support events at local level

	8. Trustee/leader events
	
	
	CVCs
	


	Service
	Shared 

action
	National action
	Local 

action
	Comment

	9. A conference specially marketed to trustees/leaders
	
	WCVA
	
	WCVA to organise conference

CVCs to contribute to programme and promote event

	10. Regular volunteering e-bulletin
	
	WCVA
	
	

	11. Trustee awards category within volunteering awards
	
	WCVA
	
	Promote participation locally via CVCs and VCs

	12. Contribute to the overall development and improvement of the service
	WCVA/CVCs
	
	
	


Service Specification: Funding

A comprehensive, integrated third sector financial planning and funding advice service, to assist the sector to secure the income necessary to achieve its mission.  

	Service
	Shared 

action
	National action
	Local 

action
	Comment

	1. Common set of information resources covering:

· Assembly and Central Government funding

· Lottery

· Europe

· Trusts

· Giving

· Contracting/tendering

· Fundraising

· Loans

· Trading

· State Aids

· Full Cost Recovery

· Strategic Planning  
	Joint group facilitated by WCVA
	
	
	Joint agreement on the core information needs to be met by the infrastructure, and production of common resources to underpin web-site, helpline, and national and local advice and support. CVCs to promote and disseminate information sheets. 

	2. A funding bilingual helpline (general enquiries, information, signposting to other accredited agencies)
	
	WCVA
	
	Helpdesk to response to simple enquires; more complex enquiries referred to WCVA lead officer or CVCs as appropriate. 

	3. A comprehensive web-site (information, signposting) 
	
	WCVA
	
	CVCs to field enquiries generated from website

	4. Funding advisory service (where appropriate and necessary the helpline will refer on calls, normally from national or regional organisations, to advisors with expertise in the subject areas covered by the website
	
	WCVA
	
	CVCs to field referrals from helpline relevant to their local area

	5.   
Provide a local funding advice service to include:

· Planning for fundraising; 

· identifying sources of funds; 

· legislation regulations/affecting fundraising;

· making applications for funding.
	
	
	CVCs
	Where appropriate, CVCs to refer to or call on WCVA specialist advice eg Giving Wales


	Service
	Shared 

action
	National action
	Local 

action
	Comment

	6.  
Support for funding advice staff (training and accreditation for funding advisors, and mentoring for new advisors)
	Joint group facilitated by WCVA
	
	
	Joint group to design or commission accreditation

Identify mentors

	7.  
Provide funding training as part of training framework
	Joint group facilitated by WCVA
	
	
	Joint group to design training

National and local/regional delivery options

	8.  
Funding events
	
	
	CVCs
	CVCs to organise local funding fairs and seminars to bring funders and voluntary groups together

	9. 
Research programme to establish funding trends in Wales
	
	WCVA
	
	CVCs to contribute local experience

	10.  
Conference (maintain the Wales Funding Conference as the authoritative guide to trends, funder policy, and an opportunity to showcase and share successful strategies.)
	
	WCVA
	
	

	11.  
Influence and shape national funding policy
	
	WCVA
	
	CVCs to provide local information and statistics

	12.  
Influence and shape local funding policy
	
	
	CVCs
	CVCs to engage with local partners via the Compact and other partnership for a

	13. 
Contribute to the overall development and improvement of the service
	WCVA/CVCs
	
	
	


Service Specification: New initiatives and community development
A service to meet identified needs through the development of new third sector projects and initiatives

	Service
	Shared 

action
	National action
	Local 

action
	Comment

	1. An agreed set of regularly updated information resources 
	
	WCVA
	CVCs
	Information sheets as per Information Framework

	2. A bilingual helpline (general enquiries, information, signposting to other agencies)
	
	WCVA
	
	WCVA helplines

Referrals to CVCs as appropriate

	3. A comprehensive web-site (information, signposting) 
	
	WCVA
	
	

	4. Support voluntary and community groups to develop/expand/create new projects and initiatives which meet local needs
	
	
	CVCs
	CVCs to support local voluntary & community groups to develop new initiatives by providing funding advice, help with governing documents, brokerage of specialist advice, links to statutory bodies. 

	5. Lead/co-ordinate local developments where appropriate 
	
	
	CVCs
	CVCs to lead on the development of new initiatives where specific lead bodies cannot be identified. 

	6. Advice and support to local regeneration partnerships and residents 
	
	WCVA
	CVCs
	

	7. Funding schemes to support community activity
	
	WCVA
	CVCs
	C1st Trust Fund

CFAP schemes

	8. “Getting started” as part of the training framework 
	Joint group facilitated by WCVA
	
	
	National and local delivery options

	9. Influence and shape national regeneration policy
	
	WCVA
	
	

	10. Influence and shape local regeneration policy
	
	
	CVCs
	

	11. Contribute to the overall development and   improvement of the service
	WCVA/CVCs
	
	
	


Service Specification: Policy and Public Services
	Service
	Shared 

Action
	National action
	Local 

action
	Comment

	General
	
	
	
	

	1. National website providing current information on national policy and consultation issues and joint planning arrangements 
	
	WCVA
	
	

	2. Local website providing current information on local policy and consultation issues, local service board and joint planning arrangements
	
	
	CVCs
	

	3. A national bilingual helpline 
	
	WCVA
	
	

	4. Publicise policy consultations 
	
	WCVA
	CVCs
	

	5. Consult with third sector organisations through events, networks, website and other means
	
	WCVA
	CVCs
	

	6. Respond to policy consultations on matters of general significance to the sector
	
	WCVA
	CVCs
	

	7. Contribute to the overall development and   improvement of the service
	WCVA/CVCs
	
	
	

	Participation and public engagement
	
	
	
	

	8. Participation website
	
	WCVA
	
	

	9. Participation advice and information service
	
	WCVA
	
	

	10. Advice and support on citizen engagement to local groups and organisations
	
	
	CVCs
	

	11. Training to develop skills in citizen engagement for users, practitioners and service providers
	
	WCVA
	
	

	12. Influence and shape policy to promote and support citizen engagement
	
	WCVA
	
	

	13. Support local third sector forums or networks
	
	
	CVCs
	

	14. Facilitate access between local groups and networks and Local Service Boards
	
	
	CVCs
	


	Service
	Shared 

Action
	National action
	Local 

action
	Comment

	15. A programme of networking and information exchange to promote and support citizen engagement: 

· Service user networks

· Practitioner networks 

· Conference and seminar programme
	
	WCVA
	
	

	Partnership
	
	
	
	

	16. Facilitate the sector’s involvement in the Welsh Assembly Government Voluntary Sector Scheme including:

· Third Sector partnership Council

· Funding and Compliance Sub Committee

· Ministerial meetings

· Other working groups

	
	WCVA
	
	CVCs to publicise locally

	17. Facilitate sector’s representation on relevant national strategic partnership and working groups
	
	WCVA
	
	

	18. Support appropriate national third sector networks
	
	WCVA
	
	

	19. Facilitate sector’s representation on relevant regional planning groups
	
	WCVA
	CVCs
	

	20. Review and audit effectiveness of partnership arrangements with local authorities, health and other public bodies
	
	WCVA
	
	

	21. Identify weaknesses and produce a programme of action  
	
	WCVA
	
	

	22. Facilitate the sector’s engagement in:

· Local Service Boards

· local compacts and joint liaison committee with local authority and other public bodies

· community strategy planning and implementation
· all aspects of commissioning processes

· other joint planning mechanisms
	
	
	CVCs
	

	23. Identify issues arising from the experience of the sector’s representatives on local service boards and other significant partnerships, and address issues arising 
	
	WCVA
	
	


	Service
	Shared 

Action
	National action
	Local 

action
	Comment

	Service delivery
	
	
	
	

	24. Contribute to and monitor national commissioning and procurement guidance to ensure recognition of sector’s role
	
	WCVA
	CVCs
	

	25. Monitor and publicise benefits of third sector service delivery
	
	WCVA
	
	

	26. Identify organisations that deliver/wish to deliver public services
	
	WCVA
	CVCs
	

	27. Provide information about and website links to Sell2Wales and other sources of details about contracts and tendering opportunities
	
	WCVA
	CVCs
	

	28. Support local service provider networks
	
	
	CVCs
	

	29. Facilitate links between commissioners, procurers and providers
	
	WCVA
	CVCs
	

	30. Assist third sector providers to adopt collaborative approaches to bidding to deliver services (consortia/partnerships/mergers) 
	
	WCVA
	CVCs
	

	31. Provide advice on tendering/public service funding 
	
	WCVA
	CVCs
	

	32. Provide tendering training
	
	WCVA
	
	

	33. Provide access to services that provide efficiency savings for service providers (insurance, telephony,  payroll, HR, health and safety)
	
	WCVA
	
	CVCs as appropriate

	Scrutiny and campaigning
	
	
	
	

	34. Regular updates about legislation, scrutiny developments, campaigning issues and other related news and information (dedicated website, members’ e-briefing, Network Wales).
	
	WCVA
	
	

	35. Training and other events to increase skills, understanding and confidence covering legislation, national scrutiny, local scrutiny and campaigning
	
	WCVA


	
	

	36. Advice on national legislation and scrutiny activities, and support for organisations who wish to engage with national and local decision-makers 
	
	WCVA


	
	Referrals to or working with CVCs as appropriate


	Service
	Shared

Action
	National action
	Local

action
	Comment

	37. Identify, develop and publicise local scrutiny arrangements, and ways in which the sector can engage
	
	
	CVCs
	

	38. Support organisations and networks to input to local scrutiny arrangements
	
	
	CVCs
	

	39. Identify and promote good practice in local scrutiny arrangements
	
	WCVA
	
	CVCs to contribute practice examples

	40. “Voices” database of groups interested in influencing decision-makers
	
	WCVA
	
	WCVA to share data with CVCs

	41. Promote good practice in working arrangements between the sector and the Welsh Assembly Government/ Assembly Commission/ backbench AMs/ Westminster
	
	WCVA
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