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1 The Kent Advocacy Service 
 
Voice has provided the advocacy service to KCC since July 31st 2012. This report refers to the reporting period of 1st August 
2013 –30th April 2014.   
The service is currently delivered by a core team of Kent based advocates including our service coordinator Kristy Tidey. The 
core service team is supported by the helpline who can answer and respond to immediate calls and correspondence from young 
people, community advocates located in London and the South East and elsewhere in England, as well as our specialist 
advocates (Young Migrants and Refugees, Children with Disabilities, Children with Mental Health Issues, and 16+ Care Leavers) 
who can advise and support the core team on specialist queries in support of young people 
 
Coram Voice updates:   
We have recently recruited 7 new freelance advocates to the Coram Voice team, two of whom will be solely based in Kent. Both 
Kent advocates have completed a three day training in advocacy practice, 1 day’s safeguarding training and one days training in 
equality and diversity The Kent team now consists of advocates positioned across East, Mid and West Kent. The recruitment of 
freelance advocates in Kent is also supported by the expansion of the helpline which is experiencing an increasing volume of 
referrals and enquiries nationally.  
 
The Coram Voice head office has now moved to the Coram campus. The transition has been successful without any notable 
impact on service delivery. The helpline contact numbers have remained the same allowing young people and professionals to 
access the service as normal.  
 
Coram Voice advocates are now supported with legal advice from the Coram Children’s Legal Centre which has been on-going 
since the turn of this year. We have received a wealth of positive feedback from Coram Voice advocates and young people who 
have reported that young peoples’ enquiries are responded to quickly and that the legal team are always child centred and able 
to provide advice in an accessible manner,. 
 
The Voice service in Kent continues to be accessible via the Voice Helpline: 
         Freephone: 0808 800 5792 Email: help@voiceyp.org  Text: 07758 670369 Online: www.voiceyp.org 
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2 The Work We Have Done – Service Performance 
  
We are continuing to successfully reach young people across the county and provide effective advocacy both via the Coram 
Voice Advocacy helpline and direct community advocacy. The service continues to receive a variety of referrals covering a 
range of issues, with cases often covering multiple and often complex issues. 
 
During the reporting period of 1st August 2013 – 30th April 2014 the service has received a total of 150 referrals.  
 
At the time of reporting the service was supporting approximately 55 Kent young people who were receiving direct advocacy, 
and 8 young people receiving advocacy via the helpline. It is positive to report that within the first three quarters of the 
reporting year 2013-2014 there have been a higher number of referrals received compared to July 2012-July 2013. 
 
 
Case Duration: The average case length for concluded allocated cases was 29 weeks. This reflects the length of time between 
receiving the initial referral to the service to when the young person’s case is closed. There are currently a number of active 
cases where young people have presented additional advocacy issues to those taken at the point of referral increasing the 
length of the case duration. The average case length also takes into account cases were complaints are escalated to Stage 2 and 
above.   
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Sources of Referrals: Helpline  
It is encouraging to report that the largest source of referrals to the helpline continued to be from young people making contact 
directly, which has remained a consistent trend during the period that Coram Voice has provided Kent’s advocacy service. This 
highlights both the knowledge of young people in knowing who and how to contact advocacy, but also that we retain a focus on 
being child focused so that the helpline remains accessible to young people directly Social workers were the second highest 
source of referral which is also consistent with previous reporting periods. The referral source ‘others’ includes referrals from 
friends and other non related contacts. The ‘unknown’ source represents cases where the referrer has either declined to 
provide the information or it has not been possible to obtain the information.  
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Sources of referrals: Allocated Cases 

 
Young people contacting the service directly also continued to represent the largest referral source for cases which went 
on to be allocated an advocate followed by referral from social workers. The third highest source of referrer for cases 
allocated was ‘other professionals’, this includes IRO’S, teachers, college tutors and fostering services. The proportion of 
young people making direct contact to the service to self-refer suggests a correlation with the age breakdown of young 
people accessing the service, who are primarily aged between 16- 21 years. We have continued to see an increase in the 
referrals of Non-Instructed advocacy cases and for younger children, which is reflected in the proportion of referrals 
received from professionals, relatives and foster carers who have referred on behalf of young people unable to do so 
themselves.  
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4. Issues Trends and Learning 
 
          Gender Breakdown:  

There has continued to be a higher number of males receiving allocated advocacy during the reporting period than 
females, which has been a consistent trend each reporting period since July 2012. It has been noted in previous 
performance reports that this is in contrast to trends observed by Coram Voice in other local authorities. However it is 
likely to be reflective of the high population of UASC in Kent; of whom the majority are male.  
During the reporting period between 31st October-31st January 2014, just over half of all male referrals were supported by 
the SUASC team. The reporting period between 1st February – 30th April 2014 saw a third of all male referrals who were 
allocated advocates were supported by SUASC team.  
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Age Breakdown 
     
The majority of young people receiving allocated advocacy were between the ages 16-25 . This trend is similar to those Coram 
Voice observes in other local authorities and reflects the increased capacity of young people at this age to make direct contact with 
the service. The advocacy service in Kent has also successfully continued to receive referrals of young people aged 3-15 years . 
Between 1st February and 30th April just under half of the referrals received were young people aged 15 years and under.  
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Issues: (See graphs) 
 
Helpline issues: 
 
The top issue raised by young people contacting the helpline was Education, Training and Employment. Issues in this category 
related to requiring travel money to attend education, access to education, young people wishing to know their rights and 
entitlements whilst engaging in education and support with education fees.  
 
The second most common issue raised on the helpline was categorised as ‘other’. This figure is inclusive of issues which do not fit 
into a category, including enquiries which have been signposted to alternative services and for cases where it has not been 
possible to record the issue for example when young people have lost contact or do wish to disclose. 
 
 
Allocated case issues: 
 
Young people’s request to remain in placement continues to be the most common issue for young people receiving direct 
advocacy. Of the young people aged 15 years and under, over half presented ‘placement’ as at least one of their issues.  
 
Issues relating to Education, Training &  Employment and  Finance, Benefits & Debt were the second most common issues raised.   
Young people typically raised issues relating to receiving financial support from social services, the advice and support they are 
receiving with regard to education, benefits and support transition into independence.   
 
 
Additional issues raised within the reporting period included; safeguarding relating to a young person presenting as homeless, 
requests for more support from SW’s and requests for support at social service meetings.  
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4. Feedback, Compliments & Complaints. 

 
Support to Make Complaints:  
 
During the reporting period there have been approximately 28 cases where young people have either been supported to 
make a complaint or pursue their existing complaint to the next stage of the complaints process.  

 
Coram Voice Advocates continue to work in line with the National Advocacy Standards and have ensured that young 
people are always informed about their options when wishing to raise an issue or make a complaint to social services and 
act solely on instruction. As a service we have acknowledged feedback from the local authority and have continued to 
emphasis to young people where appropriate, the possibility of resolving issues outside of the complaints process and 
encouraging young people to self advocate.  
There have been several examples of advocacy work carried out during this reporting period that have seen young 
people’s issues resolved successfully or resolutions initiated outside of the complaints process. Two cases saw young 
people provided with sufficient information regarding their rights and entitlements by their advocate to empower them 
to discuss issues directly with their social workers without requiring the presence of an advocate and avoiding the 
complaints process.  

 
 

 
Support in LAC reviews:   
There were approximately 16 cases where advocates supported young people during LAC reviews including non-instructed 
advocacy cases where advocates represented the wishes and feelings of young people who are unable to actively 
participate in meetings themselves.  
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Issues 
Resolved:  

 
 
 

 
There have been 19 allocated cases which have seen the young persons issues fully resolved and 9 cases which have been 
partially resolved,. There was only one case closed during the reporting period where a young person did not feel their issues had 
been resolved. The unknown figure refers to young people who lost contact with their advocates and it was therefore not possible 
to clarify their outcome or obtain their views. 
 
 
Promoting the service:  
 
It is acknowledged that during the reporting period there have been some changes to the location and staffing to the teams 
supporting Kent’s CIC and Care Leavers, and as a result it willl be necessary to continue to re visit teams across the county in the 
coming months to continue to promote the advocacy service and advise professionals about Coram Voice’s referral process. We 
would welcome any discussion to explore further ways of promoting the service directly with young people and children.  
 
We have received feedback from professionals during this reporting period that there is a particular need to provide further 
information to professionals regarding Non Instructed Advocacy. Voice information booklets have been sent out to teams and this 
will be followed up with attendance at relevant team meetings.  
 
 
Despite encouraging young people to participate in providing feedback forms at the point of case closure, , we have not 
received any returned feedback forms during this reporting period, and this continues to be an issue across Coram Voice 
services.  As a result we have recently trialled a ‘snapshot week’ in one of our areas whereby every advocate seeks feedback 
directly from the young person regardless of the stage in which the advocacy case has reached. We are still collating the results 

 Resolved partially resolved  not resolved unknown not recorded 
Closed Allocated 19 9 1 9      1 
Closed Helpline 4 2 2 5 11 
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of this week’s trial, but if successful we would look to roll this out across all our contracted areas as a means to receive young 
people’s views, and importantly their consent to share this externally  
 
Whilst the lack of formal feedback is disappointing, we also appreciate that completing a feedback form is not always at the top 
of young people’s agenda. As an advocacy service we strive to encourage young people to feedback and share their views, and 
we would welcome discussion around potential opportunities to seek increased feedback with KCC  
 
We have acknowledged that advocates often receive feedback from young people and professionals directly throughout their 
work on advocacy cases, and below are some examples where we have quotes but without consent to identify the source of the 
quote   .  
 
Direct feedback and comments from young people: 
 
‘Thank you very much; you are a nice person, thank you for always helping me’. 
 
‘Thank you to Mr *** and Voice for helping me’. 
 
‘Thank you again, you are the only person who listened to me and you make them listen’ 
 
‘Voice are good people’ 
 
 
Feedback from professionals/ Carers:  
 
‘I would like to say a big thank you to you and your team for all of your hard work, help and support over the 
past year. Your knowledge and expertise during this time was exceptional’ Mother of a young person. 
 



Voice 
We just wanted to say thank you for the copy of your report which we thought was excellent. We really 
appreciate your help with this. Feedback received from professionals attending a LAC review. 
 
‘I’m not sure how you get assigned to a young person but we wondered if there was ever a student that we 
felt needed an independent advocate that we could recommend you. We have been so thrilled with your 
recent work with ***8  that it would be great if we could recommend you in future’  Email received from 
professional working at a residential school  
 
‘It is a shame every young person cannot have an advocate like you’  
 Comment from a yp’s teacher at a LAC review. 
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Case Study 1. 
 
A deaf young person aged 5 was referred to the helpline by her social worker. The social worker suggested the young person 
may require independent advocacy support because she had told professionals she was unhappy with the long commute to 
school due to being unable to communicate with the driver. 
An advocate was allocated and met with the young person with an interpreter. Unable to seek the young person’s wishes on 
where to meet over the telephone the advocate liaised with the young person’s social worker and teacher to ensure that 
arrangements were made to meet here the needs of the young person and where she felt most comfortable.  
 
The advocate used emotion cards to communicate and observe how the young person was feeling and take instruction based on 
her wishes and feelings. The young person was able to communicate despite her age and communication difficulties enough to 
inform her advocate that the journeys to school made her sad and the reasons why. 
 
The advocate spoke to various professionals involved to gather information and learned that it had been written in the young 
person’s SEN Statement that journeys to and from school should not exceed the length of time they were and that the young 
person should also be provided with an escort  
 
The young person’s advocate communicated this information to social services and presented the young persons wishes’ and 
views at her LAC review. Following the reviews and agreement by professionals that the situation for the young person was not 
suitable the advocate continued to contact and work with young person’s IRO, social work team manger and VSK to ensure that 
actions were taken to reduce journey times and allocate an escort as quickly as possible. 
 
The young person’s taxi journey as result has now been shortened in line with the recommendations of the young person’s SEN 
statement. The advocate continues to pursue the possibility of an escort travelling with the young person and alternative ways 
that social services and education can provide stimulus and means of communication during the journey.  
Work being Carried out in relation to the Kent Pledge: a Good Education 
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Case Study 2. 
 
A young person aged 11 was referred to the service by a fostering agency that had concerns that the young person was going to be moved 
from her placement against her wishes. The move was proposed for the week following the initial date of referral.  
 
With the consent of the young person an advocate visited following day to initially to explain the role of an advocate, identify if the young 
person felt they wanted advocacy support and if it she was able to give clear instruction.  The advocate requested with consent of the young 
person to speak to her without her foster carers present to obtain an independent view of the issues directly from the young person. 
 
Using pictures, word cards and an activity booklets the young person was able to understand the role of an advocate and during the meeting 
explained that she did not want to leave the placement and she cried at night. The advocate spent time with the young person exploring her 
feelings and was given permission by the young person to speak to the social worker about how she felt. 
 
The advocate passed on the information to the social worker the following day, he advised that the young person had not spoken about  not 
being able to sleep and was complimentary that the young person had felt at ease enough to raise these issues with an advocate. The 
information was passed onto CAHMS so that the young person could be appropriately supported. The social worker advised that plans to 
move the young person had been planned with great  care and attention to meet her needs and best interests and the decision would remain. 
 
The advocate met with the young person the following day to explain the response of the social worker, the young persons wishes remained 
the same and so  the advocate explained to the young person  she could write a letter to ask if she could stay at the placement.  On instruction  
and with the young person’s  contribution the advocate submitted a Stage 1 complaint. 
 
The advocate made arrangements to visit the young person following the placement move which had not agreed to be froze to see if her 
wishes had changed and take further instruction. The young person told her advocate she was not as scared as he thought she would be and 
she really liked her new home. The advocate suggested whether she still wanted his letter to be read or not and was instructed by the young 
person that she didn’t need anyone to read it now and was happy and pleased she had her advocate visit her to check she was ok. 
 
 
 
Work being carried out in relation to the Kent Pledge: Champion Needs & Sense of belonging 
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Case Study 3.  
 
A young person aged 17 contacted the helpline requesting advocacy support because he required clarification about compensation he was 
due to receive from social services. The young person told his advocate that he and his family had been trying to ask social services for a 
long time but had not received any answers, only misguided advice he would lose the money if he did not claim it before turning 18 years 
old.  
 
The advocate met with the young person and discussed his options, the young person felt he had already tried to resolve the problem 
outside the complaints process and advised his advocate he wanted to make a Stage 1 complaint. The advocate supported to the young 
person to write a complaint and submitted it on his behalf. 
 
The young person was contacted very soon after submitting the complaint by A KCC lawyer who discussed the queries with the young person 
and quickly confirmed in writing that he would receive the  compensation on his 18th Birthday.  
 
The young person was pleased with how quickly the issue was resolved after submitting a complaint and was thankful of the support 
provided by both her advocate and the KCC lawyer responding to her.  
 
All issues for the young person were successfully resolved and the case went on to be closed.  
 
 
 
 
 
 
 
Work being carried out in relation to Kent Pledge: Champion Needs and Interests. 
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Work taking place in relation to KENT PLEDGE Commitments 
 
 
 
1.  Sense of 
belonging 

* Coram Voice employ specialist 16+, asylum, mental health and disability advocates alongside 
a team of freelance advocates with a range backgrounds and experiences; allowing children 
and young people regardless of age, gender, culture or disability to receive advocacy support. 
Wherever possible advocates are allocated based on young people’s preferences and 
individual needs.  
* Coram Voice is committed to ensuring young people have knowledge of their rights and 
entitlements in line with current legislation and the commitments outlined in the Kent 
Pledge.  Advocates advise and support young people to raise issues to the LA and challenge via 
Kent’s complaints process if necessary if these are not honoured. 
* During the closure of an advocacy case Coram Voice offers young people the opportunity to 
keep updated with Coram Voice’s news and updates allowing them to continue to be involved 
with the service after their cases have been closed.  
 
 

2. A consistent adult Young people receiving advocacy from Coram Voice advocates can expect to have one 
consistent allocated advocate with whom they can build an appropriate relationship. In the 
event a young person moves of out county we would aim to allocate an advocate in the area 
and continue to provide support for that young person with minimal disruption. Coram Voice 
also provides a free national advocacy helpline offering advice and support for young people 
in the short term.  
  

3. A good education Coram Voice advises and informs young people of their education rights and entitlements 
based on current legislation and referencing commitments in the Kent Pledge. In the event 
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that young people are not in receipt of these entitlements,  advocates will support young 
people to raise the issue with the LA and challenge via the complaints procedure as an option 
and  if requested. 
Where trends in cases are identified Voice will highlight these at contract reviews and work 
with the LA to address how this can be resolved.  
Coram Voice have a publication entitled ‘Sorted and Supported’ available for young people, 
which explains the rights and entitlements of care leavers. 
Coram Voice have established a working relationship with VSK and will continue to do so  in 
the coming months to address issues relating to education and to be updated with 
entitlements for Kent CIC . Advocates are aware of and have access to all VSK contacts and 
advise young people of these as required. The VSK website link has been added to Voice’s 
website to allow young people access to further information. 
Coram Voice will include CICC leaflets in feedback forms sent out to young people after 
completion of an advocacy case to encourage young people to continue to engage and 
participate in getting their Voices heard. 
 
 

4 Good memories for 
the future 

Coram Voice advocacy will ensure that young people are aware that they are entitled to 
support from KCC to enjoy opportunities to develop hobbies and interests, and for support to 
build a meaningful record of their lives.  
 

5. Preparation for 
adulthood 

Coram Voice advocacy is led by the wishes and instruction of young people. The advocacy 
process includes and is led by young people at every step and aims to empower by 
encouraging self advocacy, and exploring effective negotiation and communication skills. 
*Advocates enable young people to express their wishes and feelings to adults while being 
realistic about their options and expectations.    
 *Young people are encouraged to be actively involved in important meetings taking place in 
their lives. Advocates will speak on behalf of young people if requested and invest time 
exploring techniques which enable them to attend and contribute their wishes and feelings. 
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6. Champion needs 
and interests 

In line with The National Advocacy Standards Voice advocacy is led by the views and wishes of 
young people to champion their needs and rights.  
 
Coram Voice has and will continue to promote the importance of obtaining young people’s 
views and wishes in any planning or decision making about their lives to professionals and the 
value of independent advocacy in enabling young people to do so. Voice will continue to visit 
social service teams and relevant agencies across the county to support this.  
 
Working relationships have been established with Kent IRO’s, social work teams, CICC and 
fostering services. Voice is currently building relations with external agencies such as 
connexions and homeless charities in the county. 
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3 Contacting Voice 
 
The Kent Voice Advocacy Coordinator is Kristy Tidey kristy.tidey@voiceyp.org / 07807 004 239, and the Voice Advocacy 
Service’s Manger is Andrew Dickie andrew.dickie@voiceyp.org / Richard Walsh Richard.walsh@voiceyp.org 0207239 7504.  
The Voice head office is based in London and can be contacted at: 
 
Gregory House,  
Coram Campus,  
49 Mecklenburgh Square, 
 London WC1N 2QA  
 
Telephone: 020 7833 5792 
Fax: 020 7713 1950 
Voice Free phone number for young people is 0808 800 5792 
The web address is www.voiceyp.org  

 
 
 
    Voice Kent Advocacy Service, Review 1st August – 
30th April 2014 
  

 
 


