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The Advocacy Charter 
The aim of the Advocacy Charter (AC) (see Appendix 1) has always been to ‘provide a robust national test of the quality of independent advocacy provision’ (NDTi, 2024, no page).  The AC lists ten elements (see Appendix 1) or standards, and the Advocacy Code of Practice (ACoP) (NDTi, 2018, pp. 7-18) expands on what is expected from independent advocacy providers under the headings of these ten elements.
The AC (see Appendix 1) was initially published in 2008 by Action for Advocacy, an advocacy organisation previously active in London but which closed in 2013 (NDTi, 2024, no page). The current standards, following recommission by the Department of Health in 2013, were reviewed and republished by the National Development Team for Inclusion (NDTi) in 2014 and again in 2018 (NDTi, 2024, no page).  To date, the NDTi is responsible for the AC and the appraisal system for organisations to achieve the Advocacy Quality Achievement Mark (AQAM) (NDTi, 2014, p. 3).  This is a comprehensive evaluation of an organisation’s policies and procedures measured against the AC.  For those organisations who can be shown to work to those measures, the AQAM is awarded, and a working agreement is signed by both parties for the duration of the contract (NDTi, 2024a, no page).  An organisation is required to reapply and undergo reassessment for the AQAM every three years (NDTi, 2024a, no page).  
Professional standards are a signal to service-users, funding bodies, and legislators that staff within, as well as the organisation as a whole, are working to good practice (Professional Standards Authority for Health and Social Care, no date, no page).  With regard to the provision of advocacy services, the required good practice is accepted to be that contained within the AC (see Appendix 1; NDTi, no date, no page).  







Mental Health Matters Wales
Mental Health Matters Wales (MHMW) is a registered charity providing support and advocacy for those in need of assistance in Wales. The organisation was formed in 1984, and their head office is in Bridgend, Glamorgan.  The organisation’s main focus is mental health, and their services are for anyone over the age of 18 (MHMW, no date, a, no page).  The organisation displays the AQAM icon on their website (MHMW, no date, a, no page) and they are listed on the current register of organisations awarded the AQAM (NDTi, 2024b, p. 3).
The organisation is currently responsible for the provision of statutory advocacy under the Mental Health Act (1983), the Mental Health (Wales) Measure (2010) and the Mental Capacity Act (2005) for the:
· Independent Mental Capacity Advocate (IMCA) service in Swansea, Neath, Port Talbot, Carmarthen, Pembrokeshire, and Ceredigion areas.
For individuals detained under the Mental Health Act (1983) under the rules applying to the Deprivation of Liberty Safeguards (DoLS), an amendment added to the Mental Capacity Act (2005) (Social Care Wales, 2023, p.5), Mental Health Matters Wales provide:
· Paid Relevant Persons Representative (PRPR) services, available for individuals in South West Wales, West Wales, Rhondda Cynon Taf, and Merthyr Tydfil areas. (Other areas are considered). 
For individuals engaged with Social Services, under the Social Services and Well-being (Wales) Act (2104), MHMW is currently responsible for the provision of:
· Independent Professional Advocacy (IPA) services in Neath, Port Talbot, Bridgend, and Swansea areas.
This report will now consider Mental Health Matters Wales’s application of three elements of the AC (see Appendix 1) according to the information they provide online as of February 2024. The focus will be on some of the advocacy services they provide. The three elements are: Clarity of Purpose, Accessibility, and Equality and Diversity.




Clarity of Purpose
Under the element of Clarity of Purpose, the AC (see Appendix 1) states: 
Advocacy Providers ensure that the individuals they advocate for, referrers, health and social care services and funding agencies all receive information that helps them understand the advocacy service and the role of the advocate, including its benefits and boundaries.  
The ACoP (NDTi ) goes on to state:
The advocacy provider’s aims, objectives and planned activities are within the objects set out in its governing document and providers should be able to demonstrate how these meet the principles contained in this Charter. Advocacy providers should ensure that the people they advocate on behalf of, health and social care services and funding agencies have information on the scope and limitations of the advocacy provider’s role.

As stated above (p.2), the statutory advocacy services provided by MHMW, fall under more than one piece of legislation.  The funding agencies and referring bodies are therefore from more than one UK and/or Welsh Government department. The funding bodies for IMCA services provided by MHMW, are the Swansea Bay University Health Board and the Hywel Dda University Health Board.  These are all publicly funded bodies. The organisation therefore has a responsibility to be transparent to all parties involved in the service (UK Government, 2004).  The organisation, MHMW, provides comprehensive information for both the service user and referrer/provider via a series of pages on their website (MHMW, no date, a, no page), which is in line with the Advocacy Charter’s requirement for Clarity of Purpose (see Appendix 1). All of the information contained on the organisation’s website is publicly available and free of charge as per the services themselves (NDTi, 2018, p.5). 
The section of the MHMW website covering ‘Advocacy’ has the following subsections:
‘Advocacy Advice for Professionals’; ‘Independent Mental Capacity Advocacy (IMCA)’; ‘Independent Professional Advocacy (IPA)’; ‘Paid Relevant Persons Representative (PRPR)’; ‘Professional Independent Advocacy (PIA)’; ‘Litigation Friend; Nearest Relative’.
Each page clearly sets out the parameters and eligibility criteria for each service. The ‘Advocacy Advice for Professionals’ page (MHMW, no date, b, no page) provides a list of possible queries a professional may have (see Image 1) and suggests speaking to one of their advocates to determine whether statutory advocacy is appropriate or not.  This is an important inclusion as the Welsh Government (2011, p.50) advises that for situations where an individual is not eligible for statutory advocacy services, organisations should make the person aware of non-statutory services. 
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Image 1 							(MHMW, no date, b, no page)
In line with the AC’s Clarity of Purpose requirement to clearly state ‘boundaries’ (see Appendix 1), the webpage ‘IMCA’ (MHMW, no date, c, no page) clearly lays out what an IMCA is, what they are able to do, and when an IMCA should become involved in a case (MHMW, no date, c, no page).  The organisation also cites the relevant legislation for the IMCA role as per the Mental Capacity Act Code of Practice (UK Government, 2007, section 10). There is additional clear information regarding the referral process, and a person’s eligibility by geographical location, and age. 
The IMCA referral form itself, available to open and download from the ‘IMCA’ page (MHMW, no date, c, no page) clearly states the areas covered by the service and states who can refer an individual for the IMCA service: employees from a local health board, NHS trust or local authority. The referral form requires the referrer to have followed proper legal procedure by having an up-to-date assessment of capacity before continuing with the application. 
The page (MHMW, no date, d, no page) named ‘Independent Professional Advocacy’ (IPA) services is again compliant with Clarity of Purpose requirements regarding ‘boundaries’ (see Appendix 1).  This page (MHMW, no date, d, no page) sets out what the service is, the legislation they work within, and who it is open to.  As the service operates across three local authorities, it provides information for each of the areas covered: one for Bridgend, one for Neath Port Talbot, and one for Swansea.  Each of these three services operates slightly differently which is evidenced by the language used. There are links to referral forms for the different areas (MHMW, no date, d, no page).  The IPA service referral form, which can be opened and downloaded from the ‘IPA’ page (MHMW, no date, d, no page) reiterates that the service is subject to eligibility parameters set by the Social Services and Well-being (Wales) Act (2014) and states clearly and plainly what the service does not offer.  The form makes it clear that the IPA service is not a befriending, counselling, mediation, advisory, or legal support service (MHMW, no date, d, no page).
As the Welsh Government (2011, p.50) advises service providers offer alternative information for individuals who are not eligible for statutory advocacy services; MHMW includes this on their website under the heading ‘Professional Independent Advocacy’ (PIA) (MHMW, no date, e, no page). Again, the page (MHMW, no date, e, no page) is clear in setting out what the service is and is not, in line with the AC’s Clarity of Purpose remit (see Appendix 1).  The Service Agreement, which can be opened and downloaded from the ‘PIA’ page (MHMW, no date, e, no page) makes it very clear that this is a paid service and details hourly rates, mileage rates, and refers to billing and reporting procedures. 
The organisation clearly states that they are not a crisis service (MHMW, no date, h, no page).  Again, alternative information is provided when its services are not appropriate; MHMW provide the names and telephone numbers of crisis services on their website (MHMW, no date, g, no page; MHMW, no date, h, no page).  
As per the ACoP (NDTi) advocacy organisations should have a governing document with their aims and objectives set out.  Due to there not being a search function on MHMW’s website, a Google search was run using the search term ‘Mental Health Matters Wales governing document.’ The search led to the organisation’s listing on the website for the Charities Commission for England and Wales (no date, no page).  On the tab for the governing document, information is not provided in full (see Image 3).  
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Image 3				(Charity Commission for England and Wales, no date).
There are no links available for a governing document on the MHMW website itself, however, the organisation’s mission statement, objectives and values can be found on the ‘About us’ page (MHMW, no date, i, no page). On the ‘Our services’ page (MHMW, no date, no page) there is a section with their ‘Service Assurance’ which does state their commitment to service beneficiaries.   On the ‘About us’ page (MHMW, no date, i, no page) is a link to one Annual Impact Report for 2018-19 (MHMW, no date, f, no page).  This information is not up to date, as of February 2024. The document does detail an overview of who the organisation is, their mission statement, the aims, their values, and a list of their executive committee and staff names (MHMW, no date, f, pp. 4-6). Again though, this information is not the full text of their governing document as informed by the UK Government (The Charity Commission, 2014, no page).
In accordance with the AC (see Appendix 1) and ACoP (ref), the benefits of the organisation’s advocacy services can be viewed within the Annual Impact Report 2018-19 (MHMW, no date, f, pp. 14-20). Again however, this is not up to date as of February 2024. 
Accessibility
Under the element of Accessibility, the AC (see Appendix 1) states:
Advocacy will be provided free of charge to eligible people.  The Advocacy Provider will ensure that its premises (where appropriate), policies, procedures, and publicity materials promote full access for the population that it serves.  Advocates will provide information and use language that is easy to understand and accessible to the person.

The ACoP (NDTi, 2018, p. 5) expands on this:
Advocacy will be provided free of charge to eligible people. Where clients need or want to purchase advocacy or where someone has an appointed deputy/attorney in place who wishes to instruct an advocate on the person’s behalf, suitable processes should be in place to safeguard the person and ensure they are not open to financial abuse. The advocacy provider will aim to ensure that its premises (where appropriate), policies, procedures and publicity materials promote access for the population that it serves.

This report assesses the ability to access relevant information and the ability to access physical spaces connected to MHMW.  Accessibility is inclusive (Persson et al., 2014, p.509), and in line with the principles of the Social Model of Disability (Shakespeare, 2014, p. 215). 
In regard to the accessibility of information for those seeking advocacy services, both professional and non-professional, MHMW’s website has individual pages for each type of advocacy service available (MHMW, no date, a, no page).  Each page on the website has contact details: home office address, email address, and telephone numbers on the page footer.  There is a ‘Contact us’ tab on each page’s header.  This page (MHMW, no date, h, no page) provides access to information for the head office street address, and telephone numbers. There is also a live link to email the organisation, and another to return to the homepage.  For statutory advocacy services, the organisation makes it clear that the service is free, as per the ACoP (ref).   The web page headers also contain links to the organisation’s social media accounts.  There were no broken links and all links opened on the relevant app accounts.  The social media account pages were all up to date. This provides an effective means of accessibility to information, as just over three quarters of people aged 16 and over in Wales use at least one social media platform (Public Health Wales, 2020, p.3).
Further down the same ‘Contact us’ page (MHMW, no date, h, no page), there is information for another office.  This lists the street address, telephone number, a live link to email the organisation, and a link to return to the homepage.  The page also lists office opening hours and is clear in stating both offices are only open to people with prebooked appointments.  There is also an online form to ‘make an enquiry’ (MHMW, no date, h, no page). 
As one requirement of both the AC (see Appendix 1) and ACoP (NDTi, 2018, p. 5) is to ensure accessibility for the population the organisation serves, there is a distinct lack of information in both English and Welsh on the website (MHMW, no date, a, no page).  The Welsh Language Commissioner’s Code of Practice for the Welsh Language Standards (2020, p.141) lists the county and borough councils associated with MHMW’s services, as bodies to which the code applies.  Although the organisation itself is not listed, MHMW is the service provider for these bodies, it is therefore suggested they too should be providing information in both languages. 
For the website’s other pages outlining the MHMW advocacy services, on the ‘Advocacy Advice for Professionals’ page (MHMW, no date, b, no page), one improvement for contacting an advocate on this page (MHMW, no date, b, no page [also see Image 1]), would be to visibly highlight the telephone number, as currently, the reader would have to scroll to the bottom of the page, or click on the ‘Contact us’ tab, thereby navigating away from the page with the question prompts.  On the ‘IPA’ page (MHMW, no date, d, no page), the information for the services covering the three separate areas, is set in three separate text boxes.  This is helpful for accessibility purposes and avoids confusion for the user. Posters are free to download and printable from this page; however, on opening them, the poster for Bridgend was small and pixelated and requires editing.  At the time of this report, February 2024, the website pages launched quickly, with no broken links found. 
Accessibility also relates to the layout, font, and choices of colour used on media, and how accessible they are to people with additional needs, especially those with sight issues. Comprehensive guidelines of good practice can be found on UK government websites with regard to making a website accessible to users (Home Office, no date, no page). This website uses white on blue text, black on white text, and black on blue text throughout the site as a whole.  This reflects the organisation’s logo, which is two shades of blue.  The choice of colours is in line with good practice (Home Office, no date, a, no page). The front/homepage (MHMW, no date, b, no page) is quite busy in that it contains a scrolling picture gallery, which cannot be paused; however, it flashes no more than three times per second, as per suggested good practice (Home Office, no date, b, no page). The information directly below this gallery has a text box with ‘What’s happening’ (MHMW, no date, a, no date). This also has flashing graphics on the thumbnails of downloadable posters. Again, the user is unable to pause the feature, and it is in constant motion. This is not ideal for those with vision issues (Home Office, no date, b, no page).  On the ‘IMCA’ page (MHMW, no date, c, no page), there is a small image of the map of Wales with the areas covered by the MHMW IMCA service (see Image 3). The text reads ‘Our IMCA service spans the area in blue’. This is confusing, an alternative to two shades of blue would be advisable.
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Image 3 (MHMW, no date, c, no page) 
On the mobile version of the website, the user is unable to enlarge the screen to click on the tab links as the scrolling picture gallery prevents them from doing so.  However, once a tab is clicked, the page can be enlarged using two fingers on the screen.  This ‘responsive site’ (Budiu, 2016, no page) has been created using both desktop and mobile formats, as evidenced through the same layout and formatting on both laptop and mobile phone. However, for laptop and desktop users, there is no obvious link on the website to an ‘Accessibility’ page, nor a feature to enlarge text.  There is also no search facility nor ‘Site Map’ on any page on both formats.
Throughout the website (MHMW, no date, a, no page) are links to posters, leaflets, and referral forms.  All can be downloaded and printed; however, the user would need access to a printer.  For the referral forms, if not printing a hard copy, the user would need access to Microsoft Word for editing online. It is possible to self-refer for IPA and PIA so this would apply to a non-professional who may not have access to either. A Welsh Government survey (Welsh Government, 2014, p.6) shows that 67% of 18–24-year-olds were using a smartphone to access the internet, and all of the advocacy services provided by MHMW are from age 18 upwards. In the year 2022-2023, 91% of all users accessed the internet using their smartphone (Welsh Government, 2023, p. 16). It is not a given that these users will have access to a printer linked to their smart phone, or Microsoft Word for editing documents.  As the offices are only open during regular office hours, are not open to drop-ins, and do not answer their telephones out of working hours, an individual may have no option but to access the website via their smartphone. Due to these limitations, they may subsequently be excluded from the service due to a lack of editing and printing facilities.
The other area concerning accessibility is access to physical spaces, that is offices and/or places where advocacy services take place.  Whilst some of the addresses are available on the website (MHMW, no date, h, no page), there are no details as to how wheelchair friendly the spaces are.  In order to ascertain this information for this report (due to no search function), it was necessary to run a Google search.  This search returned the result of a directory (MHMW, 2012) with a listing for one of the MHMW buildings and it states wheelchair access is ‘limited’ (MHMW, 2012, p.28). Whilst this directory is twelve years old, the image used on the website suggests the building has not been renovated in some time (MHMW, no date, h, no page) and this could therefore still apply. Whilst the website does have a live link to a map for the Bridgend offices on the footer of each page, there is no information regarding accessibility via public transport or parking facilities. 
It was also not possible to ascertain if there are any adjustments made for hearing-impaired individuals either on information pages on the website or within the aforementioned directory. For example, there are no symbols (see Image 2) on the website for the hearing loop facility next to any telephone numbers.
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Image 2 (Royal Free London NHS Trust, no date, no page).
As the telephone numbers listed are landline numbers, this suggests a text facility is not available.  This can cause accessibility issues for those individuals who have speech disorders.  The Equality Act (2010) has legalised the duty to ‘ensure reasonable adjustments are made to deliver equality of healthcare services for disabled people’ (NHS Wales, 2013, p.1), and as the advocacy service is being provided on behalf of a public body, it is suggested the same standards should apply to MHMW as the service provider.






















Equality and Diversity
Under the element of Equality and Diversity, The AC (see Appendix 1) states: 
The Advocacy Provider will have an up to date Equality and Diversity Policy that recognises the need to be pro-active in tackling all forms of inequality, discrimination and social exclusion so that all people are treated fairly.  Advocates time will be allocated equitably. Advocates make reasonable adjustments to ensure people have appropriate opportunity to engage, direct and benefit from the advocacy activity.
The ACoP (NDTi, 2018, p. 5) states:
The organisation will have a written equal opportunities policy that recognises the need to be pro-active in tackling all forms of inequality, discrimination and social exclusion. The advocacy provider will have systems in place for the fair and equitable allocation of advocates’ time.

With no search function it is not easy to find specific policies on the MHMW’s website.  There is no link to a specific Equality and Diversity Policy covering all of Wales on any of the site pages.  A policy of this nature also does not show in Google search results.  What is available to view are icons for organisations focussed on addressing inequalities identified in the protected characteristics of the Equality Act (2010).  For example, on the footer of the frontpage (MHMW, no date, a, no page) there are icons for Diverse Cymru (Diverse Cymru, 2024, no page) and Zero Racism Wales (Zero Racism Wales, no date, no page). These are two organisations focussed on reducing inequality and discrimination and promoting equality for all.  Both organisations offer schemes for others to pledge their commitment, and as MHMW have icons on the website (MHMW, no date, a, no page) it can be taken that they have done so. As further evidence, there are documents which address MHMW’s Cultural Competency Guidelines and their Zero Racism Pledge (MHMW, no date, j, no page).
MHMW have identified a disparity in access to services according to race and ethnicity and state their commitment to addressing this (MHMW, no date, j, no page). There is no date on the information they provide however the organisation states (MHMW, no date, j, no page) it is: 
working towards the Diverse Cymru Good Practice Workplace Certification Scheme which recognises the commitment to continually develop ways in which organisations can improve services and provide culturally appropriate mental health services through offering practical ongoing positive differences and by ensuring everyone experiencing a mental health problem gets the support, dignity and respect they deserve.

Findings from the Welsh Government’s reports, mandated as part of the Well-being of Future Generations (Wales) Act (2015) provide a picture of the levels and means of social exclusion in Wales (Wales Centre for Public Policy, 2022, p.1). Poverty and low income are enduring problems (Wales Centre for Public Policy, 2022, p.1).  Lack of personal funds leads to social exclusion from a wide range of social and civic services (Wales Centre for Public Policy, 2022) so access to free advocacy services is vital to those in need. For the period 2018-2019, MHMW acted on 240 instructions from statutory bodies for IMCA services (MHMW, no date, f, p. 15). The same period saw 879 referrals for PRPR services (MHMW, no date, f, p. 17), and 71 referrals for IPA services (MHMW, no date, f, p. 19).  As all three services are mandated in several pieces of legislation, (see p. 2 this document), these services would have been free of charge to the individual, thereby going some way to combat social exclusion. 













Conclusion
There are several recommendations identified as a result of this report according to the three elements assessed:  
For Clarity of Purpose, it would be beneficial for MHMW to include a concise policy covering the required elements for a governing document (Charity Commission for England and Wales, 2014, no page). Additionally, it would be beneficial to have an up-to-date Impact Report published.
For Accessibility, it would be beneficial to have a contact mobile telephone number for a text messaging facility.  With reference to the website, it would be beneficial to advise where a person can pick up a hard copy of the self-referral forms in the various locations the services cover. It would be advisable to provide directions to offices, along with details of nearest public transport and car parking facilities.  It would be advisable to provide details of wheelchair accessibility and whether there are arrangements made for people with hearing loss. It would be advisable to consider the moving images and colours used on the web pages in respect of good practice (Home Office, no date, no page; Home Office, no date, a, no page). It would be advisable to have the facility to choose Welsh or English for the whole website and to offer forms, leaflets, and other media in both.
For Equality and Diversity, it would be beneficial to have a core Equality and Diversity Policy on the website, identifying how MHMW is addressing inequality, social exclusion and discrimination.  It would also be beneficial to have an up-to-date Impact Report for this element.
In summary, as MHMW are listed within the Register of Accredited Organisations, and their accreditation is listed as valid until 2026 (NDTi, 2024b, p. 3) the NDTi, is satisfied that they are working to the standard to be awarded the AQAM.  Provided there are no changes between this report dated February 2024 and January 2026, the contract between the MHMW and NDTi, is evidence that the professional standards are being met.
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Advocacy Advice for Professionals

v/ Unsure if you should make a referral
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v/ Would one of your Clients benefit from the support of an advocate.
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v/ Find out the referral process and obtain referral forms
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support you through the referral process or sign post you to the right support.
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