CCA Case Work Assessment, 2003

ASSESSMENT OF CCA’S “WORK-RELATED DEATH ADVICE SERVICE”

In January 2003, a year and a half after the Advice Service had been formally established, the CCA sent questionnaires to around 40 people whom at that time the WRDAS had provided significant levels of advice and assistance. It did not send the questionnaire to people who had only recently been in contact and where work was still ongoing. People could respond either anonymously or not. We had 24 responses. The process was anonymised.
We shall soon be undertaking a further assessment of the Advice Service
• 
how would you assess the overall quality and level of the service provided by the CCA: Very poor, Poor, Fair, Very Good or Excellent

• 
How useful/beneficial has the Service been to you?

• 
Could you describe the benefit of having an organisation such as the Centre for other families who are in a similar position to yourselves.

• 
Are there any drawbacks of the service provided by the Centre. 

• 
how could the service provided by the Centre be improved (i.e. what other things    

   
could the Centre do to provide a better standard of service to families.)

HOW WOULD YOU ASSESS THE OVERALL QUALITY AND LEVEL OF THE SERVICE PROVIDED BY THE CCA

20 people  -  
‘Excellent’

2 people    - 
‘Very Good’ 

1 person    - 
‘Good’

1 person    -     ‘Poor’

HOW USEFUL/BENEFICIAL HAS THE SERVICE BEEN TO YOU?

1. Its support and advice has given me the confidence and knowledge to act on my suspicion that there has been an inadequate investigation into my daughter’s death.  Also to help me understand what should be done in the circumstances and question the decision made by the C.P.S.  It has put me in touch with other families so that we could learn from their experiences and be prepared for different stages in our case, such as the inquest.  It has given me new hope to face the next stage after each crushing disappointment.

It has given my solicitor an opportunity to discuss similar cases with solicitors and barristers and understand how we could be assisted by legal aid.  It has been a big help to know that I am not alone against the daunting force of the police and C.P.S, who I originally thought would be on our side, but seem to have failed us miserably. 

2. 
Excellent. We have found that when the tragedy happened this type of organisation was exactly what we thought would be advantageous and would assist our cause 

3. 
We would not have known who to contact or what questions to ask had we not had the support of the CCA.  They talked to us about our brother as a person and not a statistic. Also having the support at meetings with the HSE in particular, who were very intimidating, was invaluable.  

4. 
Without the assistance, support and advice of the CCA we know that we could not have achieved anywhere near the progress that we have on the case. Their assistance and introductions to others in similar circumstances have been of positive benefit in many ways – beyond the basic practical help and support.

5. 
Very useful, you helped me to get some answers, and helped with the HSE. Without your help I would have been at my wits end and you got HSE to hold a meeting with me and my family. When we asked they wouldn’t meet us.     

6. 
The Centre provided an extremely useful and efficient service to myself when my husband was killed at work. They explain the process that we as a family would have to go through and helped with correspondence, they also attended meetings with us and guided us on what the police & Health & Safety Executive should have been doing. Without their assistance I doubt we could have managed.

7. 
My case is still ongoing but I have received information that I was unaware of before contacting the service.  Also being able to talk some one who understands distress. 

8. 
Very helpful, and understanding 

9. 
Very informative and helped during the time of the investigation of my son in law’s death.

10. 
Without their help, I would not have made the progress that made it possible to see the people in court for the death of my son.

11. 
Extremely. Our case has only reached it current stage due to the CCA Without the CCA the system would have dismissed and filed our case away as quickly as possible and forgotten.  

12. 
Because of the heavy and efficient police involvement in our case, I have used the service minimally but it has always been useful on the occasions I have had contact. 

13. 
The Centre has been an enormous help to me in providing advice and helping me compose letters to various bodies; their help has resulted in a manslaughter enquiry being launched into the death of my husband. 

14. 
Very useful for information, although I didn’t pursue my case. 

15. 
It has seen extremely helpful and useful to me in situations my family and I have not been used to dealing with, i.e. the Police and HSE

16. 
The Service provided has been more useful than any other help we could find available

17. 
Immeasurable, empathetic, extremely relevant and at times a life line.

18. 
I was only aware of the CCA when the CPS rejected Brian’s case for prosecution. They have been tremendously helpful and supportive since, especially now the HSE, are now taking the matter to the courts.  They have been considerate and sensitive with regards my personal feelings and has been able to present points of law they felt could help my case. 

19.  Without CCA involvement the HSE would not have investigated our complaint against them as effectively as they appear to be doing at the moment. We would never have known that the company involved had been persistently failing to report incidents under the RIDDOR Regulations. The CCA not only offered support at a time when we had reached the lowest ebb of our lives, but through their impartial and balanced advice gave us the incentives to fight what we still believe to be a gross injustice, and in doing so enabled us to rebuild our lives.


The CCA must have spent literally hours helping draft a letter of complaint to HSE and they didn’t jump in with both feet first, but meticulously checked the facts and the available evidence before hand.

20.
We could have not moved forward without their excellent advice and letter writing skills.

21. 
The service has been extremely helpful and beneficial because they helped us understand how inquests work.  Helped us at our son’s inquest, helped us with all our correspondence, They were always at the other end of the phone when we needed help and advice. We always have been treated like human beings and not like an overwrought inconvenience.  They were kind enough to come to meetings with us, as they understood, we couldn’t keep any information in our heads at the time.    

22. 
Very useful in many respects. They provided advocacy role for clients, and professional advice which is also independent and evidence based.

23.    For giving me a great deal of moral support.

.  For sending me useful information.

.  For helping me to feel a little more empowered.

.  For some guidance,  re next steps I could take.

.  The counselor I spoke to was extremely supportive and professional.

24.  
No use at all.  They referred me back to Citizen’s Advice Bureau who first advised me to contact the CCA. The length of time this all took from first contact with CCA meant that it was even more difficult to pursue [my husband’s] case and I was advised by (CAB) that it would be extremely expensive without additional support.     

CAN YOU DESCRIBE THE BENEFIT OF HAVING AN ORGANISATION SUCH AS THE CENTRE FOR OTHER FAMILIES WHO ARE IN A SIMILAR POSITION TO YOURSELVES

1. 
To give them somewhere to turn for advice and support when faced by a nightmare legal system, while experiencing the worst that could ever happen to them. To have a sympathetic and understanding ear with prompt and effective help and advice

2. 
To be able to assist in matters ranging in all areas attached to corporate issues,  updates and notification of meetings etc, sound advice at all times and stages.

3. 
You expect the HSE and police to support you, and be forthcoming in answers as to what happened that caused your relative to be killed, but they’re not. Solicitors are not interested unless you are claiming compensation and only see the justice side and finding out the truth about what happened as an incidental. The CCA were the only organisation who showed any interest and gave us hope that we would find the answers to what happened, and hopefully prevent other families going through the same as us. 

4. 
The support advice and introductions provided us with the knowledge that we are not alone - and that we are not powerless.

5. 
It was such a relief when I was given your phone member.  You can’t believe what pressure you took away from me.  I finally had someone on my side who was able to communicate with HSE and Solicitors.  You made me feel so much stronger and able to go on fighting for justice. You helped me understand the inquest procedure.  I really didn’t know what I would have done without you. There was absolutely nothing that was too much trouble. You always returned phone calls and even went out of your way to come to Wigan to see me and the HSE.

6. 
The Centre provides information to families when they need it most, knowing the service is free makes their valuable advice available to all. I would not hesitate to recommend them to anyone in a similar position

7. 
Many newly bereaved families are in a state of shock when losing a loved one so suddenly, I know I was. The service I feel is essential in ensuring that a work related death is thoroughly investigated.

8. 
When a loved one has the misfortune to lose their life in a work related accident the bereaved family requires all the help and assistance they can get.

9. 
It provided a listening ear for us and guided the whole families.

10. 
Invaluable

11. 
Invaluable. They offer support, knowledge. expertise and understanding – some one is on your side fighting your corner, probably during your worst moments.   

12. 
Very important.  I am in a fortunate position with a detective inspector keen to make his mark with a corporate manslaughter case, but for others I am sure your organisation will be their “Life Line”. 

13. 
The Centre is a lifeline to people like myself, they listened to what I had to say, discussed the information I sent to them, and helped me when “others” (police) said there no case to answer, when I knew there was, and have now been proved right.

14.    Very, very important. My case was clear cut & I had no problems with Police, HSE or Coroner, many other cases are so complex that they need an organisation like CCA to help. 

15. 
The Caseworker of the Centre has always been completely professional yet sympathetic towards my family and myself. She has been very helpful and I feel dedicated to ensure we contacted the correct people to try to clarify any worries or questions we felt should be answered.

16. 
Invaluable.  Without the help and support off the CCA we would not have a jury present at the Inquest. Considering how rare juries are at Inquests this is no mean feat. Without the support we have received from the CCA we would have been totally ignorant of how Inquests operate. We would have made the assumption of “those in authority must know what they are doing”.  When in fact, it is apparent they do not. By listening to the CCA we decided we should have legal representation at the Inquest. They helped us to find the type of legal representation we felt was right for us.



We have used the knowledge and expertise of the CCA to help us find our way through a system which is not clear to the ordinary person. When we have been unable to understand the system, the CCA have always patiently managed to explain without us feeling patronized. This is very important as when a devastating tragedy has occurred, it is very difficult to function both as an individual and or as a family.



The CCA have ensured the Crown Prosecution Service have looked at our case twice. The second time has involved an extremely complex presentation, looking at the evidence to hand and how that relates to the law. We do not have the knowledge, expertise or skill to produce such a document. This has led to a more senior Barrister looking at the case again.  There is no way we could have achieved this without the CCA. I feel the way in which the CCA conduct themselves gives the CPS the opportunity to feel fine with having the CCA on board. Only those within the CPS who are insecure could object to CCA involvement.

17. 
An excellent and reassurance – could do with a satellite Centre in Northern Ireland 

18. 
When tragedy strikes you feel so alone.  Helpless and hopeless perhaps describes it best. The CCA help you with those hurdles that seem to high. They are sympathetic, yet strong in their advice and help in fighting your corner to put it in a few words, they really do care and put that caring into practice.

19. 
It is imperative that an independent organisation like the CCA should not only survive but be allowed to flourish. Many people who have suffered work related injury\death experience an acute sense of hurt, bewilderment, anger and grief.  In the majority of work-related accidents they know someone is not only responsible but should be held accountable for their actions. Often the statutory body representing the health, safety and welfare of the UK Workforce tend to appear on the scene “after the event” and do little to prevent the occurrence in the first place.

The CCA offer impartial and knowledgeable advice on a number of issues surrounding the event whilst giving the distinct impression that they, unlike others, are actually listening and someone, somewhere actually cares over what has happened. From personal experience, the CCA have certainly made the HSE sit up and take notice and that has to be a good thing for the welfare of the UK Workforce.

20. 
The benefits of the Centre are enormously valuable, to families going through a difficult grieving procedure.  Their friendly and understanding approach makes them easy to talk to.  

21. 
I would always recommend the Centre to anyone who needs help. The benefit is that they are always ready to help and put themselves out for you. They understand what you are going through which helps at the worst possible time of your life.  They are always ready to listen to what you have to say. It is very hard to put in writing the benefits, but just knowing someone is there for you at all is one giant benefit in itself 

22. 
I think it is quite comforting and provides a voice for families.  There is no other organisation which can challenge the often so complex factors involved when individuals are injured or die while making a living at work. The Centre in many ways raises the critical issues of corporate accountability so that organisations are made aware of their unsafe practices at work.

23. 
Extremely supportive &  playing a vital role keeping up my belief in what I believe to have been an injustice served on me by my employer and union.

24. Useless. If they had a similar circumstance they would find it and of no benefit at all to contact the CCA.  It wasted my time and money. I continually had to chase for replies to telephone calls & correspondence. Was sent round in circle and finished up back where I started – Citizen’s Advice Centre (St Albans).

ARE THERE ANY DRAWBACKS OF THE SERVICE PROVIDED BY THE CENTRE. 

1. 
None that I could find.

2. 
We as a family have experience none

3. 
Probably the only draw back is the fact that they are only based in London. Work- related deaths are a national problem and therefore there needs to be Centres located around the country to make them more accessible.

4. 
Sometimes a feeling of remoteness from what is actually ( or not) happening.

5. 
The only drawback was the distance away.  I think there should be this service Nationwide.  (You never made me feel as if distance was any object to you)

8. 
It is quite a long way away from us..

11. 
Currently how stretched is the service. The demand for this service will grow and there will be a need to ensure quality of service. 

12. 
Regionally placed staff might be useful.

13. 
I only found the Centre by chance. You need to promote the work you do, let the public know that you are out there.  Another draw back is that you don’t actually get to speak to the person face to face.

14.   I don’t think so, but I was worried that if my case had become too involved it may have damaged my civil claim.

15. 
Looking at the legal system surrounding someone’s death and supporting a family is a very time consuming business. If the caseload of the existing personnel increased I do wonder if the infrastructure of the organisation would still be able to offer the same level and standard of support we have received.
17. 
Because it is London based its been difficult to attend meetings / conferences.

19. 
The CCA are surprisingly well organised.  Their web site is a minefield of information, presented in an un-sensationalized and balanced manner. They are prompt, confidential, professional and competent, It is genuinely hard to bring any drawbacks of this excellent organisation to mind.  For one is not afraid to speak my mind, I am stumped.

21. 
The only drawback is that we wished the Centre could have represented us at the inquest as we feel they helped us more than our solicitor.

22.   With more resources I think the Centre should improve more on feeding back to users and consulting face to face.    

23.    They had some limitations with dealing with bullying and harassment cases but even though this was not part of their remit to help someone who hasn’t had a death caused by it - the support they offered, I was very grateful of. 

24. 
The main drawback in our case seemed to be that the Centre works closely with the unions.

Barry’s union did not protect his interests. 

HOW COULD THE SERVICE PROVIDED BY THE CENTRE BE IMPROVED (I.E. WHAT OTHER THINGS COULD THE CENTRE DO TO PROVIDE A BETTER STANDARD OF SERVICE TO FAMILIES.)

1. 

I don’t know if it would be possible, but could it organise a meeting for families affected by the issues of the Corporate Manslaughter Law and give them chance to make representation to members of the government. The meeting we had about proposed changes to the inquest system was very good and if we can put some pressure on the government about this law, which is after all in their election manifesto, it might help us. As far as I can tell, the government has only consulted the companies about the change in law and not the families of the victims  

3. 

If they had more members of staff they would be able to attend inquests. At present they are unable to attend more than one if they were to fall at the same date. Solicitors/barristers are not always as knowledgeable about work-related incidents and the law related to them. Therefore the CCA would be able to support not only the family at such a stressful time but also the legal representative. The HSE appear to be more supportive to companies and the person who caused the death, which is very distressing and frustrating to the victim’s family.

4. 
The Centre could perhaps provide regular written updates on the specifics of what is (or is not) happening on a case. Since even the letter would assure families, that they still have an eye on the case. Since we are all aware (now) that long periods elapse when nothing seems to happen (not of course, by the CCA’s making!!  

5. 
I really couldn’t think of any improvements. Your standard was excellent in every way. I really appreciate everything you did for my family and me.  

6. 
The service is of an extremely high standard. All families that suffer a work related death should be able to use it. 

7. 
By making itself better publicised and added to the literature issued by the benefits agency. 

8. 
Only by advertising their service more.  

10. 
I can find no fault in their service

11. 
The attributes that the CCA team have are very rare.  There is a need for this to be duplicated/expanded continue to work towards changing public relations and attitudes between the different official offices.

14. 
Much wider advertising, magazines, papers, T.V. etc.  I stumbled on you purely by chance.

16. 
I would like to see the Centre provide feedback to other organisations involved in the Inquest system. This could relate to how long it takes organisations to report back to families say following an HSE investigation.  The frequency of contact for updating purposes between the investigating organisations and the family. Lobby whoever to ensure information from Inquests held around the country is collated and identify any patterns which may prevent future deaths or which would improve the Inquest system.     

17. 
Consider branch outside London. 

18. 
Earlier awareness – is it possible Police Forces could have your telephone number and address that could be automatically passed straight on to the bereaved in tragic circumstances? For example in Norwich the police advise “Victim Support” on burglary cases who automatically contact those who have had their homes robbed. 

19. 
If they had more members of staff they would be able to attend inquests.  At present they are unable to attend more than one if they were to fall at the same date. Though it would be hard to improve upon current performance, the only serious suggestion I can make is to change the CCA letter heading from “Work Related death advice service” to one which includes injury. Countless work related injuries are far from trivial, resulting in paralysis, crippling, and blindness or in my husbands case a very rare, aggressive and particularly cruel type of tumor. I feel that the current CCA letter heading might dissuade those who have been injured from seeking help 

20. 
Advertise more, we will certainly be telling people about them.

21. 
We don’t feel the standard of service needs improving.  They do an excellent job and the service is excellent. We greatly appreciated Najma and David’s help throughout.  We feel we could not have got through the past year and half without their support help and advice.  A big thank you to you both. Carry on with the good work, there are a lot of people who need your help and support from the Centre, and like us in sure they won’t get it from any where else, apart from your Centre  

22. 
A CCA 24 hours service could be set up for families to access.  There are a lot of emotional needs that families have to through and that no such support is available through current support services. 

23. 
More legal support and advice.

24. 
Documents sent to the Centre need to be read carefully and understood correctly.  It seemed to me that our case was too complex for the caseworker who continually sought clarification of the facts and then got it wrong.

We are of the opinion that my Husband’s death was definitely Work – Related (in more than one way) and yet it was made impossible for us to prove accountability, with no help, or support.

Sorry I can’t give you my support. As we were very disappointed with your response and the length of time which it took.  

