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1 EXECUTIVE SUMMARY

1.1 A Changing Context for Advice Services
The success of Community Legal Service Partnerships has varied considerably across the country. There have been varying degrees of commitment to or interest in CLSP involvement shown by local authorities. Many local authority areas, including Nottingham City, no longer have an active partnership. In Nottingham the partnership continues to operate but has had minimal success besides its active Training Consortium. (3.1)

The government wishes to explore new ways of improving accessibility of advice which include:

an expansion of telephone advice services, the piloting of Community Legal and Advice Centres (CLACs) to provide local social welfare law services and the piloting of Community Legal and Advice Networks (CLANs) to deliver a ‘seamless’ service over wider areas. (3.1.1)

The Quality Mark is currently being reviewed to take account of the changing context of the advice sector and in particular the general improvement of standards in the sector. (3.1.2)

Legal Services Commission (LSC) contracts have been subject to a standstill budget for five years with little prospect of increase in 2006. (3.1.3)
The LSC’s priority is to ensure those people in areas of significant deprivation, such as Nottingham have improved access to advice. Our proposals for a telephone triage system and for advice services to consider merger or consortia arrangements fit well with these proposals and if Nottingham was to implement our proposals, it could secure additional financial support.  (3.1.4)

There are constant changes to social welfare legislation which impact upon advice and information providers. (3.2)

Advice agencies contribute to regeneration and renewal policies across a wide spectrum of activities and there are also hidden positive outcomes such as the avoidance of housing arrears, voids, repossessions and emergency housing costs. (3.3)

Social welfare advice plays a key role in meeting key themes in Nottingham City Council’s Corporate Strategies. (3.3.4)

Potential sources of financial support have become increasingly diverse in recent years. (3.4)

Local authorities are probably the largest funder of advice services, followed by the LSC. (3.4.1)

The development of debt advice should be a priority and in particular, early intervention to prevent debts escalating, financial education and specialist advice to help with problems of mortgage repossession and evictions. (3.4.2)

Changes in NHS strategy provide significant opportunities for the sector to align itself with the health promotion agenda and secure funding commensurate with this role. (3.4.3)

There is approximately £550,000 of funding coming into the advice sector in Nottingham from central government regeneration programmes; all of this funding is currently due to cease in March 2006.  However, the government has recently announced over £14.2 million NRF funding for Nottingham for 2006-7 and £14.1 million for 2007-8. This new funding gives more resources to help improve service delivery in the most disadvantaged neighbourhoods. (3.4.4)

It would appear that Nottingham agencies have not been very successful in securing charitable and Big Lottery funding and many advice agencies lack the expertise and/or resources to fundraise but could secure additional funds with support. (3.4.5)

Fundraising with the private sector is resource-intensive and often undertaken by willing trustees. (3.4.6)

There was evidence of substantial under-employment of refugees in Nottingham and many have skills which would be valuable to advice agencies. (3.4.6)

1.2 Current Advice Provision in nottingham

There is a range of information and advice services which do not receive funding from Nottingham City Council (NCC) but that nevertheless provide some level of advice and advocacy on social welfare law in Nottingham.  It is important in any future strategy for advice that these agencies are recognised. There is also likely to be information and advice being provided by many community support organisations and it would be useful to map this and ensure they are provided with professional support. (4.2)

With the exception of the Citizens Advice Bureau there is very low use of volunteers.  All agencies have significant staff recruitment problems. It is hope that the Volunteer Adviser Training Programme will increase volunteering capacity and address some of the recruitment difficulties. (4.4)

Most local agencies provide community-based services in their specific locality. Others provide wider pan-city services. (4.5)

NCC invests £532,560 to support voluntary sector provision and this levered in over £375,000 from central government (LSC), over £93,000 from Area Based Initiatives (including NRF and SRB/Sure Start) and £7,000 from the PCT. Nottinghamshire County Council and other neighbouring authorities account for the remaining funding with small additions from trading activity. (4.6.1)

Comparison with other local authorities may suggest that NCC’s spending on advice is not at the level one might expect for the scale and depth of poverty in the city. (4.6.2)

LSC funding is 18% of total funding but is only paid to three agencies. (4.6.3)

In March 2006, a total of 20.85 advice posts plus administrative and management posts will be lost because of the loss of short-term funding.  Areas Three and Five will have no local provision. (4.6.5)

The proportion of advice workers from black and minority ethnic backgrounds is lower than the city population profile. Among many people from black and minority ethnic backgrounds in Nottingham, there appears to be a poor awareness of the services available from advice services: the profile of ethnicity of service users of the Welfare Rights Service shows a better than average use by people from black and minority ethnic groups, but their overall caseload numbers are relatively low which reduces the statistical significance of this finding. There are a number of separate advice services for people whose asylum claim has not been determined and which are funded by the Home Office. These services were not within the scope of our project but they appear to operate largely in isolation from the rest of the advice community. (4.7)

1.3 Advice Needs in Nottingham

Our analysis of advice needs estimates that a minimum of 55,000 people in Nottingham would seek advice each year. This would need a minimum of 56 advisers to meet this need.  These figures are only a starting point and may need to be tested against other local factors such as crime levels, literacy levels and the need for complex casework. (5.1.1)

1.4 Findings and Recommendations

1.4.1 Planning and Commissioning

NCC WRS has developed highly commendable contractual arrangements with advice services and the best service specifications we have ever seen. The funding and location of advice agencies appears to be based largely on historical factors rather than strategy. Different NCC Departments use different contract and monitoring arrangements. (6.1.2)

Location and organisational structures of advice agencies are also largely historical and have developed organically as opposed to any strategic plan in the past. Nevertheless, our analysis suggests that advice outlets are generally in the right locations. (6.1.3)

All agencies have high levels of insecure funding and funders have had to adopt an opportunistic approach to service development, frequently duplicating funding bids.  There is a very complex mix of funding with at least 18 different funding streams in the city. (6.1.4)

Health-based advice is largely based on historical arrangements and the Nottingham Primary Care Trust has not been actively engaged in planning advice services with other funders. (6.1.5)

At the earliest opportunity NCC should lead the establishment of a Joint Planning and Commissioning Board for advice services. A half-day seminar should be held to outline NCC’s strategy and the role of the Board and its members. (6.2.1)

NCC should agree a core sustainability approach to funding of advice services. Future NCC contracts with advice agencies should recognise and protect their role as advocates as part of the wider democratic process. NCC should not provide funds for any new advice agencies and should be limited to services holding the CLS Quality Mark. (6.2.2)

NCC should investigate the possibility of a financial literacy initiative and promote take-up of financial literacy options within schools. (6.2.3)

1.4.2 Advice Agency Capacity

There is a high demand for advice services across the city and this is reflected by significant waiting lists, rigorous gate-keeping of access and the large number of service users who either fail to receive any service or do so only after making multiple phone calls. There was no significant evidence that NCC resources are being used to advise residents from outside Nottingham. (6.3.1)

Smaller advice agencies have particular difficulty sustaining services.  There was evidence that NCC’s monitoring system is a burden and has had software difficulties. (6.3.2)

Access to specialist help with debt, housing and employment appears to be acute. (6.3.4)

Efforts to address Nottingham’s Council Tax debt levels through traditional, robust debt recovery methods are creating conflict and wider undesirable effects. (6.3.5)

Feedback about the in-house Welfare Rights Service indicates that the service’s inaccessibility does not meet Social Services customer’s needs. There is evidence of a pattern of outputs by this Service which is less than one would expect of a service of its size and despite being designated as a second tier service significant parts operate as front line service with little underpinning strategy or evidence of effectiveness. (6.3.5)

There is evidence of rent arrears cases where no basic income maximisation work had been done and serious rent arrears cases with social work involvement where the Welfare Rights Service had not been involved.  (6.3.5)

There is clear evidence of an informal credit market in Nottingham and people borrowing from such sources to pay bailiffs. (6.3.5)

Limited benefit take-up work has been undertaken. (6.3.6)

The part time welfare rights post in Community and Leisure Department is unusual and should be reviewed. (6.3.7 & 6.4.6)

NCC’s Housing Benefits Service is having less of a negative impact on advice agencies and there is a willingness to work with others on benefit take-up and for staff to have welfare rights training. (6.3.8)

All advice agencies have difficulties with the premises they occupy. (6.3.9)

All advice agencies should make greater use of the CLS Direct welfare benefits telephone service and this should be developed as a de facto telephone triage system. (6.4.1)

The following options should be considered to address the sustainability of smaller advice agencies: a) a voluntary merger, b) one supplier, c) relocate resources. (6.4.2)

The Welfare Rights Service should be reorganised to remove client specialisation and to provide an enhanced second tier service. Agencies must redirect social work and other NCC generated welfare benefit queries to the in-house service. The service would have a strategic role to improve the accessibility of advice to black and minority ethnic groups. Part of the Service should be dedicated to ongoing benefit take-up and publicity work. The commissioning and contract monitoring function of the Service should be located within the Joint Planning and Commissioning Board. The Service should have a role in advising and training other NCC staff (6.4.3)

There is not a strong business case for outsourcing the North and West Advice Services. (6.4.4)

NCC should develop basic income maximisation processes around debt recovery. Senior managers in NCC must review Council Tax debt collection procedures in partnership with the advice sector. (6.4.5)

There are no easy solutions to premises difficulties but it may be possible to purchase or see a partnership with the PCT with relocation in developing primary case facilities. (6.4.7)

The focus of developmental support by the WRS should shift. (6.4.8)

A review of NCC monitoring arrangements should take place with a view to standardisation. (6.4.9)

1.4.3 Quality of Advice Provision

Sampling of casework showed that work is generally of a high standard. Advisers operate in isolation from each other. (6.5.1)

The CLSP-organised training is having an impact on standards of work. (6.5.2)

The WRS should take the initial lead in setting up a citywide advice agencies forum. The forum should include both a strategic focus and operational activity. (6.6.1)

A common case recording system should be developed. (6.6.2)

The Volunteer Adviser Training Initiative should include more on-the-job training and a more formalised approach to placements and possibly development of a Modern Apprenticeship and should be specifically targeted at people from black and minority ethnic communities and other social groups such as lone parents and people with a disability. (6.6.3)

1.5 Equalities Issues

Advice agencies should review recruitment practices and exp-lore scope for improving recruitment of black and minority ethnic advisers. Advice bodies serving the refugee/asylum seeker communities and informal advice groups for black and minority ethnic groups should be encouraged to participate in the advice forum. The skills and knowledge of staff within the WRS dedicated to working with black and minority ethnic groups should be used to help the WRS develop an equalities strand. The voluntary advice sector should improve links with black and minority ethnic community organisations. (6.8.1)

2 Introduction

2.1 Background to this Report

In February 2005, Nottingham City Council (NCC) Welfare Rights Service (WRS) commissioned Michael Bell Associates to assess the need for advice on social welfare law, review existing advice services funded by NCC and to recommend a strategy for improvement and future commissioning of social welfare law advice services. Specifically, the researchers were asked:
“to determine what services are to be procured from 1st April 2006 in order to: deliver accessible services according to need; address issues of sustainability; meet departmental and corporate priorities; and ensure best value is achieved”.
NCC Social Services Department currently funds eight voluntary advice providers with total current expenditure of £406,193, which is provided under a contract with robust performance requirements. The WRS provides an in-house front line advice service based in the north west of the city costing £380,000 and an in-house, mostly second tier services based at Players Court costing £450,000. 

There is a wide range of funding from up to 18 different sources also going into advice services in the city and the scale of the public funds represents a significant economic activity in its own right. However, as will be seen later in this report, it is clear that many opportunities to strengthen the funding position of the sector are being missed and the diversity of funding sources, which does not equate to a substantial amount of inward investment, creates its own problems in terms of added administrative burdens among other things. 

In common with many other Local Authority areas, Nottingham has a diverse advice sector comprising a mix of solicitor, Local Authority and voluntary sector advice services. 

Alongside financial support from the Social Services Department, the Housing Department also provides an advice service (though in common with many such services, it is perhaps better described as being an enhanced homelessness service) and the Housing Department also funds a range of advice providers.

In 2001, the Social Services Department carried out an internal Best Value Review of the WRS and made various recommendations, which included a restructuring of the Service so that it focussed on the people who use the Social Services Department. Another recommendation was to outsource the front-line service based in the North West of the city. 

2.2 Definition of Terms

2.2.1 Advice
For the purpose of this review, we define ‘advice’ as explaining legal rights and responsibilities to clients, discussing available options and remedies and taking action which may include representation in connection with problems related to welfare benefits, debt, housing and homelessness, immigration, community care, mental health, education and employment. Collectively these subject areas are referred to as social welfare law. 

The term advice covers a range of activities, including:

· Providing information, i.e. general explanation of legal issues, without reference to a particular situation or individual

· Providing recommendations regarding future action, and may also involve other forms of assistance, which are tailored to those specific needs and circumstances of individual clients
· Negotiating with third parties on behalf of clients 

· Representing clients in courts and tribunals.

Advice services frequently undertake other activities connected with or arising from advice giving, including:

· Social policy work and campaigning for the reform of the law or improvements in services

· Working with other community organisations to consolidate and expand services

· Legal education for the local community on issues such as benefit entitlement

Social welfare advice services are provided by a wide range of private, public and voluntary sector agencies, including locally based independent advice centres, Citizens Advice Bureaux (CABx), Age Concern branches, Law Centres, Shelter Housing Aid Centres, disability organisations, local authority services such as welfare rights and housing advice units, and Legal Aid-funded private practice solicitors. Advice is also provided by a wide range of community and voluntary groups as one element of a wider programme of work designed to support particular constituencies (e.g. young people) or communities (e.g. individual cultural or national groups). 

The Importance of Advice

Lack of access to reliable legal advice can be a contributing factor in the creation and maintenance of social exclusion.
 Poor access to advice means that some of the most vulnerable members of the community are unable to enforce their legal rights effectively and/or are not aware of their rights and responsibilities in the first place. 

Good advice and assistance at an early stage can prevent a problem getting worse, and may well lead to its prompt resolution. Early intervention can avoid the need to go to the expense and trouble for all parties associated with court action.
As well as ‘direct’ outcomes such as e.g. increased benefit income; advice can often have a range of wider beneficial effects on clients such as:

· Enhanced sense of overall well-being.

· Reduced stress, anxiety or depression.

· Improvements to physical health.

· Greater sense of overall control over one’s life.

· Greater capacity for and interest in social, cultural and community engagement.

· Improved ability to engage in and maintain paid or unpaid work.

· Lower levels of and better managed indebtedness.

· Greater levels of community and economic participation.

2.2.2 Advice Networks

All of the funded non-local authority providers in Nottingham are members of one (or more) of the following membership bodies:

· Advice UK – network of independent advice organisations (formerly FIAC);

· Age Concern – local Age Concern organisations;

· Citizens Advice – network of CABx in England;

· DIAL UK – the disabled information and advice service;

· Law Centres Federation – network of Law Centres;

· Shelter

These umbrella bodies promote quality advice services via the provision of training, consultancy and other developmental support and the promotion of quality assurance systems appropriate to their members.

Methodology of the Review

The methodology used in undertaking this review is outlined below. A planning tool developed by Michael Bell Associates for use in advice reviews, “ANARAK” (the Advice Needs Assessment and Resource Allocation Kit), was used to assess advice need, supply and capacity. Please see Section 4.

Stage One – Needs Assessment and Supplier Analysis

An initial meeting with advice providers was held to engage them in the work and to highlight key issues. An assessment of advice needs on a ward-by-ward basis and a city-wide basis was undertaken using ANARAK. Research consultants also reviewed existing corporate strategies, socio-economic data and other indicators and assessments of advice needs in the city. An analysis of benefit take-up in Nottingham was also undertaken as this is a useful indicator, not only of need in the city but also of advice sector activity. Finally, in stage one an analysis of current funding information was made.

Stages Two and Three – Mapping Provision, Gap Analysis and Best Value

Research consultants assessed the demand for, scale and quality of services provided by agencies via a survey of advice providers and detailed structured interviews, together with site visits to eight organisations which included sampling of case files and other work, interviews with nineteen non-provider stakeholders and two service user focus group interviews to verify various initial findings. We carried out some limited service users focus group interviews to “reality test” emergent themes about access to advice and we analysed data about cost and advice agency performance.

Stage Four – Developing the strategy

Consultants then prepared an emerging findings paper which was tested with both the WRS and at a seminar for advice providers. The WRS also tested the emerging findings internally with their Departmental Management Team.

3 A changing context for advice services

3.1 The Community Legal Service

The Community Legal Service (CLS) was introduced in April 2000 with the aim of improving access for the public, to quality assured information, advice and legal services through local networks of services supported by co-ordinated funding and based on an assessment of local needs. The Legal Services Commission (LSC) replaced the Legal Aid Board. As well as inheriting the Board’s responsibility for the administration of Legal Aid (through the fixed budget Community Legal Services Fund), the LSC was also charged with developing a more proactive role in identifying needs and improving access to legal services.

The Lord Chancellor directed the LSC that priority should be given to, “help with social welfare issues that will enable people to avoid or climb out of social exclusion”. 

Community Legal Service Partnerships (CLSPs) were established to provide a mechanism for joint working between existing agencies, and to act as a means to identify advice needs, plan advice provision at local level, and make recommendations for funding. Each CLSP was expected to produce a strategic plan to map out need for advice services in each category of law for each partnership. It was intended that these plans should feed into community plans and the work of Local Strategic Partnerships.
However, the success of these partnerships has varied considerably across the country. There have been varying degrees of commitment to or interest in CLSP involvement shown by local authorities. Many local authority areas, including Nottingham City, no longer have an active partnership. In Nottingham the partnership continues to operate but has had minimal success besides its active Training Consortium. 

3.1.1 The CLS Strategy

In July 2005 the government published ‘Making Legal Rights a Reality’
 the long awaited LSC strategy for the development of the CLS over the next five years. After undertaking a review of the CLS to date a number of key points emerged:

· The need to provide clear leadership and strategic direction for the CLS;

· Recognition that many CLSPs have not delivered the evidence to identify local need;

· Many people do not get legal advice and there is need to improve early access to advice;

· Advice services need to be provided in an integrated and seamless manner;

· Services should be commissioned against agreed targets on access and range of services.

There is a commitment to using the law as a way of achieving positive change for both individuals and communities. There is also a recognition that the CLS needs to work with other funders ‘to agree priorities and to obtain best value for money’.
The paper suggests ways of improving accessibility of advice which include:

· An expansion of telephone advice services;

· The piloting of Community Legal and Advice Centres (CLACs) to provide local social welfare law services;

· The piloting of Community Legal and Advice Networks (CLANs) to deliver a ‘seamless’ service over wider areas. 

CLACs would be based in major urban centres with possibly satellite offices in the most deprived communities. They would offer ‘seamless’ access to basic advice and assistance to access specialist representation. Centres will cover a broad range of categories of law (debt, housing, welfare benefits, community care and employment) and will have effective links with suppliers in other specialist areas of law. It is suggested funding of centres could relate to achieving specific outcomes including:

· Targeting hard to reach communities;

· Helping tackle problems relating to poor delivery of public and private services through dialogue and negotiation;

· Making clients aware of their rights through information and self help packs.

CLANs would be a group or consortium of advice providers who provide a seamless and integrated service across a broad range of welfare law categories. They would work across a broad range of legal categories and possibly be run by a lead supplier.

3.1.2 The Quality Mark

The CLS Quality Mark is the quality standard for advice, information and legal services developed by the LSC in consultation with representatives from the advice sector. The promotion of the Quality Mark as a nationally recognised quality standard was an initial priority for the LSC and the CLS Partnerships. There has been an increasing trend for funders, especially local authorities, to require agencies to have the appropriate Quality Mark as a condition of further funding. 

In the last year the future of the Quality Mark has been questioned and there has been a reduction in resources available to undertake Quality Mark audits. The recently published CLS strategy suggests that it has been ‘valuable’ but ‘it will not remain unaltered’. It is understood the Quality Mark is currently being reviewed to take account of the changing context of the advice sector and in particular the general improvement of standards in the sector, which allows a lighter approach to auditing. It is likely the LSC will be replaced as auditors by the use of the advice networks that will be used to audit and accredit agencies.

3.1.3 Future of Legal Aid Contracts

Following a pilot phase initiated in 1993, the opportunity for non-private practice providers of legal advice to bid for Not-for-Profit (NfP) ‘block’ Legal Aid contracts was introduced in the mid 1990’s. Under the terms of these contracts, agencies are contracted to provide a specified amount of ‘Legal Help’ in specific categories of social welfare law, expressed as hours per year (typically 1100 hours per worker per individual contract).

There is a strong belief that even current levels of LSC funding do not fully cover the cost of providing legal advice under the terms of Legal Aid contracts. Current contracts requirements are more difficult for small organisations to fulfil – larger organisations have a greater opportunity to use economies of scale in order to cover administration and other support activities.  

The introduction of fixed fees for NfP contracts, which is a likely change within the next three years, will no doubt mean that many current suppliers, especially smaller, less well resourced agencies and small private practices, will be unlikely to be able to offer Legal Aid-supported advice services. Any reduction in payment rates would have a significant impact on many agencies’ ability to deliver such contracts, which would in turn lead to a reduction in the supply of legal advice. 

Any moves to further restrict the time spent on cases would have a severe impact on access to justice, particularly for clients with the greatest needs, whose cases are likely to be more complex, take longer and therefore cost more.
 Another problem associated with LSC contracts include the fact that all work must be undertaken on behalf of financially eligible clients, (typically those on Income Support or similar income levels) a principle which causes difficulties for advice agencies accustomed to providing services to all and which excludes large numbers of customers on low incomes but who are in work. Similarly, no funding is available to work involving representation of clients at most tribunals such as employment or social security tribunals. There is ample evidence that suggests that this service is vital in enforcing rights and is often seen by local authorities as a priority element of specialist agencies’ funding that complements LSC contracts. In the area of refugee and immigration advice, significant cuts have been felt by LSC contract holders over the last year leading to a number of firms and agencies returning contracts to the LSC. 

LSC contracts have been subject to a stand still budget for five years with little prospect of increase in 2006. Indeed, the recently published proposals for Legal Aid bluntly highlight that “…there is no extra money for legal aid”
, highlighting the huge pressure on the criminal law Legal Aid budget.

With the new CLS strategy and the “Clementi Review” of legal advice services 
 (with a White Paper expected this autumn) the LSC is looking to procure advice and legal services in a different way – either through price competition, bulk contracting or lead suppliers.  It is clear they will be looking to develop social welfare law through electronic and telephone methods, while also aiming to increase the capability of face-to-face advice and representation “for those in vulnerable groups” 
 (CLAC’s and CLAN’s) the trend towards having larger advice services which thus have better economies of scale, may well continue.

3.1.4 Impact 

The LSC focus is to ensure those people in areas of significant deprivation, such as Nottingham have improved access to advice. Whilst it is very early days and little concrete detail is available it is clear that the proposals for a joint commissioning and planning board would fit well with the government’s thinking on the future planning of legal services. 

In addition our proposals for a telephone triage system and for advice services to consider merger or consortia arrangements fit very well with these proposals and we believe that if Nottingham was to implement our proposals, it could be in a prime position to secure additional support for developing imaginative new forms of advice giving.
3.2 Changing Legal Needs

There are constant changes to social welfare legislation which impact upon advice and information providers. For example, during the last year there were over thirty significant changes to welfare benefits law. In recent years we have also seen the introduction of the Human Rights Act and the Disability Discrimination Act, which add to the need for people to have knowledge and advice about obligations, rights, remedies and responsibilities. In the coming year we can expect a new raft of legislation affecting asylum seekers and refugees and consumer credit. 

New legislation and case law means advisers need to ensure they keep up-to-date with these changes in order to provide accurate advice. Resources are needed to purchase up-to-date information as well as access to training and specialist support.

Legislation can impact on the delivery of advice services. The Disability Discrimination Act meant that from 2004 service providers have to take reasonable steps to make services accessible to disabled users.

3.3 Advice & Regeneration

The Department for Constitutional Affairs (DCA), formerly the Lord Chancellor’s Department, regards the CLS and advice and legal services as an essential part of efforts to tackle social exclusion. Access to justice is seen as vital for social inclusion and a fully inclusive society is one where citizens understand their rights and have access to advice so they can enforce those rights.

Advice agencies contribute to regeneration and renewal policies across a wide spectrum of activities. They operate in the pre-economic development phase of regeneration in areas of severe deprivation, offering opportunities to link the socially excluded to a range of regeneration initiatives. They empower individuals by transferring knowledge and skills about rights and entitlements, as well as bridging the gap between excluded individuals and mainstream services. Agencies also work to influence policy and practice through partnerships with regional and central government bodies.

The activities provided by advice services may vary but the unifying thread is they attack multiple disadvantage that affects many, often marginalised communities. For example, averting homelessness or improving housing can bring benefits such as better health and access to statutory services, potentially leading to pre-employment activities. Reducing debt and increasing benefit take-up may lead to improved diet and health and contribute to the economic success of a neighbourhood. 

3.3.1 Regenerating the Local Economy

A report on HABIT, a multi-agency benefit take-up campaign for older people on Merseyside, reported a wide range of positive economic effects associated with income maximisation advice, namely:

· The potential knock-on effect of rises in benefit income on local authorities’ Formula Spending Shares (central government subsidies based on specific deprivation indices, include rates on mean-tested benefit entitlement)

· Increased benefit take-up improves revenue collection (rent and Council Tax)

· Increased local spending generated by higher benefit income “benefits the local community as benefits are usually spent locally”

· According to cited research by John Moores University, “for every £100,000 spent on local shops and businesses, another job is created within the economy”

A report from the University of Strathclyde’s Department of Economics detailed the economic impact on job creation of increased benefit income. This was derived from take-up work undertaken by Glasgow City Council’s Welfare Rights Services who calculated that just over £11 million in additional benefits led to the creation of 163 jobs in Glasgow and 264 across Scotland as a whole.
 

This report also concluded that it was likely that these jobs would be sustainable, in the sense that many benefit awards would be ongoing and therefore would be able to ‘support’ the additional employment created in the medium/long term. These new jobs in turn led to increased local and national income through the salaries that are paid for them – calculated as over £2.8 million in Glasgow and a further £1.7 million in the rest of Scotland. 

When considering the economic benefits of take-up work for the local authority, it should also be borne in mind that there are ‘hidden’ outcomes that are impossible to quantify with precision, such as avoidance of housing arrears, voids, repossessions and emergency housing costs.

The reduction of personal debt has also been shown to be a factor in enabling people to hold down jobs after transition from benefits
. In addition, major reforms to the benefits and tax credits system designed to help people to take up work and remain in work mean that good quality advice which includes “better off” calculations and unravelling of in-work benefits problems is becoming even more central to the agenda of reducing worklessness.
3.3.2 Strengthening Local Communities

The Advice Services Alliance (ASA) briefing The Impact of Advice provides brief summaries of a number of reports into the effects of advice on clients and others, including a study by Dr Leah Pybus into Dial House Chester’s advice service.
 

The report found that advice provided was “considered vital to the quality of life of clients”, and “played a central role in the social and economic empowerment of disabled people in the region”.

A report by Brighton and Hove Citizens Advice Bureau on the impact of its advice services cites case studies that provide practical illustrations of the effect of increased benefit income on clients’ ability to engage in a wide range of cultural, social and recreational activities and develop social autonomy.
 Interestingly, the effects of increased confidence created by successful benefit claims often reinforced the objective possibilities created by increased spending power. In other words, the positive impact of advice assistance is not limited to ‘more money’ but also includes a more positive outlook based on having one’s statutory entitlements recognised.

3.3.3 Promoting Health and Well-being

The Dial House Chester report cited above found that in the view of local doctors, the service “contributed to the health and well-being of patients”, a view that was endorsed by the patients themselves. An academic study evaluating the impact of increased benefit income on users of seven advice services based in primary care settings made the following findings:

· “Better health [appeared] to be associated with income increase in two domains, vitality and mental health

· The vitality score at six months of those whose income had increased improved, whereas that of those whose income had not increased worsened

· The mental health score at twelve months of those whose income had increased improved by significantly more than that of those whose income had not increased

· Generally, improvements at six months were sustained, although reduced at twelve months”

The report also found that “there may be considerable disadvantage to health if benefit entitlements are delayed: those whose income had increased within six months scored higher at twelve months than those who had to wait longer”. This may suggest that those who have to wait unreasonably long periods to have their entitlement experience ‘attrition’, i.e. positive effects of gaining or safeguarding benefits is offset by the frustration of the delays involved in securing them. Advice workers spend considerable time tackling benefit delays and errors.

These findings support the importance of continuing to support the provision of benefit take-up advice, both in primary care settings and elsewhere, on the basis that such work will enable clients to improve their health, particularly if we understand this term in the broad sense of “the capacity of people to adapt to, respond to, or control life’s challenges and changes”.
 The report also suggests diversifying delivery sites to ensure accessibility to a wider range of client groups and encouraging benefit take-up services to collect and analyse basic health data, in order to “understand the needs of their existing clients and to argue more strongly for continued or extended funding”.

Whilst the examples above demonstrate what is possible through good advice provision in welfare rights, a similar case can be made for other categories of social welfare advice in bringing wider benefits, such as greater social cohesion, to local communities and the economy of the area.  

3.3.4 How Advice Contributes to Nottingham City Council’s Strategies
Social welfare advice plays a key role in meeting key themes of NCC’s corporate strategies. The paragraphs below summarise some research findings that demonstrate how advice contributes to some aims:

· An inclusive society – by being used by marginalised communities, empowering people who use advice services, increasing their income so they can participate in society and by building social capital

· Supporting major regeneration in the south and east of the city - by raising disposable incomes and money supply in the local and micro economies

· Providing a neighbourhood focus - by having local outlets in key low-income neighbourhoods

· Respect for Nottingham - by helping rough sleepers exercise rights to housing and income and challenging illegal money lending to people in multiple debt

· Providing decent homes – by helping homeowners access sources of financial help with repairs and improvements and advising tenants about the rights to repair

· Helping the Housing Benefit Service meet the BFI-DWP Standards - by helping improve benefits take-up

· Reducing debt owed to the NCC - by providing debt advice and advocacy and income maximisation for those in debt.

· A healthy city for all – through proven links between welfare rights and debt advice and health and well-being

· Reducing homelessness applications – by providing debt and welfare rights advice to people with housing debts.

3.4 Funding for Advice

Potential sources of financial support for advice services have become increasingly diverse in recent years, particularly as a result of the introduction of various forms of regeneration and social inclusion funding. Sources can include the following:

· Local authorities

· Legal Services Commission

· Other central government departments

· Charitable Trusts (such as The Big Lottery Fund)

· Strategic Health Authorities/Primary Care Trusts

· Neighbourhood Renewal Unit

· European Social Fund

· Private sector

· Donations and gifts

· Trading (such as publications and training).

Many agencies nationally rely on a patchwork of funding from a range of statutory and charitable sources and the pattern is more marked in Nottingham with at least eighteen different funding streams being used to fund advice services in the city. 

3.4.1 Local Authority Funding

It is widely acknowledged that local authorities are probably the largest funder of advice services, followed by the Legal Services Commission. Local authorities fund in-house advice services, particularly in welfare benefits, consumer and housing. Best Value Performance Indicator 177 has been revised from 2005/6 to BV 226 to provide a picture of local authority funding on community legal services.
BV 226 - Percentage of authority expenditure on community legal services,

(a) total amount spent by local authority on advice and guidance services provided by external organisations;

(b) percentage of money spent on advice and guidance services provision given to organisations holding the Community Legal Service Quality Mark;

(c) total amount spent on advice and guidance provided directly by the authority in the area of housing, welfare benefits and consumer

3.4.2 Financial Inclusion Fund

As part of the 2004 spending review, the Government set out a commitment to tackle financial exclusion and announced a Financial Inclusion Fund of over £120 million over three years to support initiatives to tackle financial exclusion. 

The Government has recognised that the most financially excluded would benefit from face-to-face money advice. £45 million will be used to increase face-to-face money advice, administered by the Department of Trade and Industry. This will be targeted at areas of ‘high financial exclusion’
 In August 2005 it was announced this will be available for development of face-to-face money advice services from 2006-7 (£15 million) and 2007-8 (£30million). DTI are working on a Bid Request document which will be available Autumn 2005.

A further £6million will be used by the Department of Constitutional Affairs to pilot money advice outreach aimed at those who do not normally present themselves to advisors. Advice UK has funding to identify existing provision and gaps in provision and hopes to work with members to bring in money from the Financial Inclusion Fund to meet the unmet demand for money advice.

The development of debt advice in Nottingham should be a priority and in particular access to early intervention to prevent debts escalating, financial education and specialist advice to help with problems of mortgage repossession and evictions.

3.4.3 Primary Care Trusts

As a result of the reorganisation of the NHS in 2002, Primary Care Trusts (PCTs) were established across England to be largely coterminous with local authority boundaries.
 Within Nottingham there is one PCT. 

Traditionally primary care has related to treatment services. 
 In the ‘new’ NHS, the key role of PCTs goes beyond treatment services to embrace activities associated with improving the health of the local community. PCTs use NHS resources to commission hospital and other services from NHS trusts and other healthcare providers. This includes commissioning services from independent primary care contractors such as GPs and dentists and from the independent sector, i.e. voluntary and private sector providers.

As such, PCTs are pivotal to the planning and delivery of local NHS services. They are expected to work closely with patients, service users, carers, GPs, other health professionals and local healthcare providers to assess local health needs and develop or commission suitable services. PCTs receive most of their budget directly from the Department of Health (DoH). In July 2004, the DoH issued new standards for PCTs, which will form the basis of the future assessment of their performance.
 These standards explicitly confer a responsibility on PCTs to “promote, protect and demonstrably improve the health of the population served and reduce health inequalities between different population groups and areas”. The core standards require PCTs to co-operate with local authorities and other organisations in order to contribute to meeting this aim, and the developmental standards require PCTs to develop programmes that address wider health outcomes and factor related service objectives into their commissioning processes.

The Wanless Review of the NHS for the Treasury in 2002/3 supported the future funding of the NHS on the basis of taxation, but indicated that this was only affordable if the NHS moved from a “treatment” model to one that tackled the underlying causes of ill health. In the autumn of 2004 the DoH published “Choosing Health” which affirmed this new commitment to support public health with concrete actions.

Such initiatives do not explicitly highlight a specific role for advice agencies but it is considered that they provide significant opportunities for the sector to align itself with the health promotion agenda and secure funding commensurate with this role. The effects of poor housing, low income etc. upon health outcomes has been well documented and whilst there is less conclusive evidence of the impact of advice on health outcomes, their capacity to influence key determinants of health, such as income etc is not in doubt. 

In the period to 2008 the budgets of PCTs are increasing by 8-9% in real terms. Once other commitments are deducted, this represents a national ‘pot’ of around £12 million for new developments, which represents a considerable opportunity to invest in services that will reduce health inequalities and minimise long-term associated costs to health services. However, the Nottingham PCT currently has particularly acute financial pressures and has proposed to end direct funding of a small in-house welfare rights advice service (ACTIONS) which it had inherited from a GP Fundholder.

Because of the close links between advice provision and ill-health, we believe that it is essential that the PCT is a member of the proposed Joint Commissioning Board for advice services (see Recommendation 5.2).

3.4.4 regeneration Funding

There is approximately £550,000
 of funding coming into the advice sector in Nottingham from central government regeneration programmes, namely Single Regeneration Budget and Neighbourhood Renewal Funding (NRF). All of this funding is currently due to cease in March 2006.  However, the government has recently announced over £14.2 million NRF funding for Nottingham for 2006-7 and £14.1 million for 2007-8. This new funding gives “more resources to help improve service delivery in the most disadvantaged neighbourhoods”.

3.4.5 Charitable Trusts and the Big Lottery

Regional and national charitable trusts can be used to fund advice services, particularly in areas of deprivation. Nottingham’s advice sector receives very little funding from the Big Lottery Fund (approximately £15,000). The Big Lottery, formerly the Community Fund, is a substantial and important funder of the advice sector with some 15% of its funding distributed to advice services.
 It would appear that Nottingham agencies have not been very successful in securing such funding. In autumn 2005 it is expected the Big Lottery will announce a strategic fund to support advice services in England and Wales. 

Many voluntary sector agencies are sceptical of the short-term project based nature of such funding. However, it can often secure initial investment for innovative services that could be mainstreamed by traditional funders. It is also expected that some trusts and the Big Lottery may extend funding periods to in excess of three years.

Many local advice centres lack the expertise and/or resources to fundraise who with support in this area, could generate additional income to develop services.

3.4.6 Private Sector Funding

The private sector, particularly the banking and credit industries, fund national money advice projects such as the Money Advice Trusts and Citizens Advice financial literacy project. There are a few examples of local advice agencies accessing support from local private sector business. This can be done in the form of sponsorship, for example of the Annual General Meeting or publishing the Annual Report. Support may be given in kind by private sector staff with, for example, financial management or personnel skills. Some agencies have tried to maintain links with local businesses and encourage their support by demonstrating the income brought into the local economy by maximising claimants benefits and how this is spent in local shops. However fundraising with this sector and building beneficial relationships is resource intensive and often undertaken by willing trustees. 

3.5 Asylum Seekers & Refugees
Since 2002 Nottingham has been a location for the dispersal of asylum seekers awaiting decisions on their application for refugee status. Asylum seekers dispersed to Nottingham are supported through the Home Office’s National Asylum Support Service (NASS), which provides accommodation and income. In addition, NASS contracts with voluntary agencies to provide a “One Stop” support service, which includes assistance with advice needs. In Nottingham, the major current NASS provider is Refugee Action. However, immigration and asylum advice is not covered by this funding, which is deemed to be already covered by LSC contracts with other suppliers, mainly private firms of solicitors. In reality, actual provision of immigration/asylum advice is patchy and awareness of advice provision among this community appears to be low. The need for specialist immigration/refugee advice and representation is an area that the NCC should keep monitored in the event of further increases in the asylum seeker population without a commensurate rise in LSC contract funding to solicitors’ practices.

It should be noted that NASS support relates only to asylum seekers, and is withdrawn 28 days after a positive decision is made on an individual’s asylum claim. Once refugee status has been granted a refugee should be fully entitled to access the entire range of public services and benefits available to any UK citizen. However, during and after this 28-day ‘window’, a refugee will face a range of very acute advice needs; relating to being re-housed from NASS supported accommodation, transferring to the benefits system, securing a National Insurance number, accessing training or employment etc. Evidence of substantial under-employment of refugees in Nottingham was identified as part of this research. Many refugees have skills which would be valuable to advice agencies and projects to support this development are eminently fundable.

The Home Office is planning to pilot a funding programme known as ‘Sunrise’ from Autumn 2005, which will fund projects/services that seek to address these immediate advice needs with a programme of support, known as the Personal Integration Plan, which will cover the first twelve months of an individual’s post-positive decision residence. However, this pilot is likely to only operate in three to four UK regions, which may not include Nottingham. Therefore, ‘new’ refugees in particular are likely to continue to experience acute advice needs requiring the intensive support of local advice services that will need to be met via support funded by existing funding.

4 CURRENT ADVICE PROVISION IN NOTTINGHAM
4.1 Introduction

There is a range of voluntary and statutory agencies in the City of Nottingham that are engaged in the provision of free advice, information and advocacy services. This review focused upon agencies whose primary focus was the provision of advice in the following key areas of social welfare law as itemised by the LSC.

Community Care


Consumer


Education

Housing and Homelessness

Debt

Immigration & Nationality

Employment

Welfare Benefits


Mental health 

Both local authority funded and non-funded organisations were sent a survey questionnaire to identify the nature and extent of their service, the inputs (staffing, funding) and outputs (amount and type of advice, location) and also to identify some key issues such as recruitment difficulties. This section provides the results of that survey. 

4.2 Organisations included in this review

The following organisations were including in this review:

ACTIONS- Welfare Rights and Counselling service

A health service funded imitative to provide debt, employment, housing, immigration and benefits advice.

Bestwood Advice Centre

A community based advice service providing mostly debt, welfare benefits and housing advice in the Bestwood area of Nottingham. 

Citizens Advice Bureau 

City centre based advice on a range of subjects including debt, housing, employment, immigration and welfare benefits. Services provided drop-in sessions, telephone and appointments at the main office and through outreach services.

Clifton Advice Centre

A community based advice service providing mostly debt, welfare benefits and housing advice in the Clifton area of Nottingham.
Deaf Society 
A welfare benefits advice and advocacy service to British Sign Language Users.

Law Centre 

A city wide legal advice and representation service on subjects including employment, housing, immigration, debt, welfare benefits, community care, race, disability and sex discrimination. Services provided from an office in Hyson Green through telephone advice and appointments also provide support and consultancy to advice agencies and voluntary organisations across the city. 
Meadows Advice Group

Provides free advice mostly about debt, welfare benefits and housing in the Meadows area of Nottingham.
North and West Advice Service

An in-house NCC service which provides free advice mostly about debt, welfare benefits and housing in the north and west of the city.

Players Court - NCC Welfare Rights Service

In house NCC welfare benefits advice service mostly, but not exclusively, for the people who use the Social Services Department.

Probation service – Accommodation and Benefits Unit

In house advice service for Nottinghamshire Probation service users providing housing and benefits advice to service users only.

Shelter
Provides free, independent housing and homelessness advice and representation to Nottinghamshire residents via appointments, outreach sessions and telephone advice.

St Ann’s Advice Centre

Community based advice service mostly about debt, welfare benefits and housing in the St Ann’s area of Nottingham.

Other advice services:
There is a range of information and advice services which do not receive funding from NCC but that nevertheless provide some level of advice and advocacy on social welfare law in Nottingham.  It is important in any future strategy for advice that these agencies are recognised in the contributions they make to overall advice provision in the city.  As a first step, they should be extended an invitation to the advisers’ forum, the establishment of which is one of the recommendations in Section Five. These agencies include:

Age Concern Nottingham

Housing Aid Centre (NCC service)

Refugee Action

Student advice services

There is also likely to be information and advice being provided by many community support organisations and it would be useful to map the level and type of provision and ensure that these groups are provided with the appropriate level of advice and support to ensure they provide quality information services and can make appropriate referrals to other legal advice providers when necessary. 

4.3 Current Provision

A total of 12 organisations responded to the survey as part of the advice review. This information has been analysed to provide data on inputs to advice provision in Nottingham such as funding, levels of advice, staffing and outputs. Like any data this needs to be read with caution. Agencies collect and report statistical information very differently. There may be distortions caused by organisations holding different meanings to different terms. The advice providers do not have the same remit and it is not possible to compare like with like. 

Appendix 3 shows the overall types and level of advice provided by each agency from Supported Information to Specialist Help. 

4.4 staffing and recruitment

The table below sets out the level of staff hours and staffing levels reported in the survey dedicated to advice on a weekly basis, agency by agency.

	Agency
	Paid Staff Hours
	Volunteer Hours
	Total Hours per week
	Total Advisers. FTE

	ACTIONS
	106
	30
	136
	3.6

	Bestwood Advice Centre
	85
	4
	89
	2.4

	Clifton Advice Centre
	50
	2
	52
	1.4

	Deaf Society
	n/a
	n/a
	n/a
	1


	Meadows Advice Centre
	85.5
	0
	85.5
	2.3

	North West Advice Service
	314
	14
	328
	9

	Nottingham and District CAB

	96
	96
	192
	5.25


	Nottingham Law Centre
	210
	10
	220
	6.5

	Players Court
	388.5
	0
	388.5
	9.0

	Probation
	84
	0
	84
	2.3

	Shelter
	74 
	15
	89
	2.4

	St Ann’s Advice Centre
	296
	2
	298
	8.25

	Sure Start N West & Sre Start Snieghton
	37
	0
	37
	1

	NCC Leisure
	18.5
	0
	18.5
	0.5

	Total
	1834.5
	173
	2007.5
	54.9


With the exception of the Citizens Advice Bureau, there is very low use of volunteers to provide advice services. All the agencies mentioned a significant problem in recruiting paid staff. Over 65% of the voluntary sector agencies reported difficulty in recruiting staff, with many having to advertise at least twice before the post was filled. One of the local reasons for this is that the equivalent posts in a local authority pay higher salaries and often have better terms and conditions such as pensions and annual leave. However, there is a recruitment crisis across the United Kingdom within the advice sector. 

There is currently no nationally recognised qualification for advice work. The main route for accessing the training and volunteer experience is through Citizens Advice Bureaux which relies significantly on volunteers who receive a comprehensive training programme and this often results in full time paid employment. However, the Bureau in Nottingham reports that there are currently few volunteers entering the sector via this route.  

In Nottingham the CLSP Training Consortium has been successful in attracting money from ESF Co-financing to develop an Access to Advice Volunteer Training Project (VATP). This project has been funded for two years, from November 2004 to November 2006, to train 60 volunteers from Nottingham City and Nottinghamshire County, in basic advice work. The course is delivered one day a week over a period of 10 weeks, and leads to an Open College Network (OCN) accreditation. Course places are available to volunteers nominated by a quality marked advice provider, with the understanding that the volunteer also receives one day of week of work placement in the advice centre to develop and extend their learning in conjunction with the taught course. To date one block has run with very successful results (15 out of the 16 volunteers have completed the course, with 13 expected to obtain their OCN certificate). Several currently remain volunteering in local advice centres. It is hoped that VATP will increase the volunteering capacity in the sector in the medium terms, and address some of the recruitment difficulties currently experienced.

There is an NVQ in Advice and Guidance and at least one advice network, Advice UK, and a local advice agency in Bristol, South Bristol Advice Service, have developed an NVQ programme for volunteers. Such programmes have been targeted at those who find it difficult to access traditional employment, for example refugees and asylum seekers, lone parents and people with disabilities. The flexible working environment of the voluntary sector and their own personal life experiences is attracting volunteers who may then go on to find paid employment. It is a potential area that the advice sector in Nottingham, with support from NCC, should be seeking to explore to ensure there is an adequate supply of well-trained advisers to maintain sustainable services.  We have therefore made several recommendations about using existing training activity to aid recruitment of advice workers.

4.5 Geographical coverage of services

Most local agencies provide community based services in their specific locality. Others provide a wider pan-city services. Our survey identified where the majority of service users where located for each agency. 

	Agency
	Area

	ACTIONS
	Area 6: St Ann’s and Dales.

	Bestwood Advice Centre
	Area 2: Basford and Bestwood.

	Clifton Advice Centre
	Area 9: Clifton North and South.

	Deaf Society
	City Wide

	Meadows Advice Group
	Area 8: 

	North West Advice Service
	Areas 1 & 3 mainly:

Bulwell, Bulwell Forest, Aspley, Bilborough & Leen Valley.

	Nottingham and District CAB
	City Wide  

	Nottingham Law Centre
	City Wide, but majority Area 2, 4, 5 6 & 7.

	Players Court
	City Wide, mainly Areas 6 & 4.

	Probation
	City Wide

	Shelter
	City Wide

	St Ann’s Advice Centre
	Mainly in Area 6 (St Ann’s and Dales)


This current pattern of provision provides access to advice in most wards and is further supported by city-wide generalist CAB service and Shelter housing advice. Some specialist groups are supported, such as the Deaf community and users of Probation service and social services. Most agencies appear to provide home visiting services for the housebound and elderly where they can. However, if there are staff shortages or reductions these services can be reduced leaving these communities with no access to advice.

However, this picture and geographical coverage will change with the loss of Area Based Initiative funding in 2006. See below.

4.6 Funding of advice services

4.6.1 Local Authority Funding (2004/05)
Nottingham advice provision is funded by grants from the local authority. NCC invests £532,560 to support voluntary sector provision and this levered in over £375,000 from central government (Legal Services Commission), over £93,000 from Area Based Initiatives (including NRF and SRB/Sure Start) and £7,000 from the PCT. Nottinghamshire County Council and other neighbouring authorities account for the remaining funding with some support from local and national charitable trusts and some income earned from sales of training and publications. See Appendix 4 for 2005 Funding Chart.

Without the investment of NCC this additional funding, particularly from the Legal Services Commission, would not be available.

4.6.2 How Does Nottingham Compare to Other Local Authorities?
A simple benchmarking exercise below compares spending on advice services across England. 

The new Best Value Indicator (BVI 227) for 2005-06 will enable more robust comparisons to be made when data is available nationally.  

	Local authority 
	Ranked by SOA Level Index of Multiple Deprivation
	In house provision
	Vol sector provision
	Total spend
	Population
	£ spend per person

	Liverpool
	1
	£1,162,500
	£744,000
	£1,906,500
	439,437
	£4.34

	Manchester

(City)
	2
	£2 million
	£1.5 million
	£3.5 million
	392,819
	£8.91

	Nottingham (City)
	7
	£510,850
	£532,560
	£1,043,410
	266,988
	£3.91 

	Newcastle
	20
	£1,159,830
	£310,000
	£1,469,830
	259,536
	£5.66

	Leicester (City)
	31
	£665,300
	£546,600
	£1,211,900
	279,921
	£4.33

	Wolverhampton
	35
	£816,165
	£340,147
	£1,156,302
	236,582
	£4.89

	Coventry
	64
	£928,000
	£262,017
	£1,190,017
	300,848
	£3.95

	Bristol (City) 
	67
	£333,000

	£890,000
	£1,223,000
	380,615
	£3.21

	Leeds
	68
	£1,158,970
	£998,800
	£2,157,770
	715,402
	£3.02

	Reading
	153
	£327,674
	£583,639
	£911,313
	144,400
	£6.31


However, comparison between different local authorities must be done with several notes of caution. 

· Some local authorities include Housing Aid, Trading Standards and Consumer Advice. Some local authorities do not have an in-house welfare rights service. Those with an in-house service may have a lower level of external expenditure.

· Costs can be distorted by commercial property costs meaning that a high cost property area may require additional spending for the same level of service elsewhere.

· Some local authorities purchase a range of services from voluntary bodies, but funding figures may not be disaggregated to accurately show how much is being spent on advice services.

· It may be misleading to compare spending between unitary and non-unitary local authorities.  One would expect a unitary local authority to spend more than a non-unitary local authority (particularly ones without Social Services functions) given the full range of services they are responsible for.

Spending figures do not show how needs for advice vary from local authority to local authority. These figures may suggest that NCC’s spending on advice services, is not at the level one might expect given the depth and scale of poverty in the city.

4.6.3 Legal Services Commission Funding

LSC contract funding is 18% of total funding but this is in fact only paid to three agencies (not counting LSC spending on civil Legal Aid by solicitors – LSC spending on social welfare law amounts to just under ten percent of LSC spending on civil Legal Aid in Nottingham). These contracts are difficult to maintain and any changes to LSC funding and contracting in the future could mean agencies facing a reduction or loss of this funding. 

4.6.4 Charitable Trust and Other Funding Sources

Big Lottery funding, formerly known as the Community Fund, is currently only received by one advice organisation in the city. The analysis exposed the fact that relatively small amounts of funding for advice services have been secured from local, regional or national charitable trusts. Agencies reported difficulty in accessing such funding. Many of the smaller, less well resourced agencies do not have the capacity and sometimes the skills to undertake successful fundraising. They have difficulty accessing financial support for core services and are concerned that the ‘project’ nature of some short term funding streams will take them away from their core mission.

A few of the larger agencies receive funding from local authorities outside the NCC area to provide services to residents within those authority boundaries. NCC should ensure that these services are properly costed and funded to prevent City Council funding being used to support services to residents outside of the City although no noteworthy evidence of this was identified in the research.

4.6.5 Area Based Initiatives
Area Based Funding such as Neighbourhood Renewal Fund (NRF) Sure Start and Single Regeneration Budget (SRB) underpins a significant amount of current advice provision in both the voluntary and statutory sector. However, this is short term funding and due to finish in March 2006. Without replacement funding there will be a severe impact on service delivery.

Most of these posts are based in the most deprived areas in the City and are enabling people access advice on their benefits if they return to work, to maximise their income and support families with low incomes. There is currently no funding to replace these advice posts.

A total of 19.6 advice posts will be lost plus administration and management posts as follows:

	Area
	Advice Posts

	 Area 1
	1.75

	 Area 2:
	1

	Area 3 
	4.5

	Area 4
	1

	Area 5
	1.5

	Area 6
	5.85

	Area 7
	0

	Area 8
	1.5

	Area 9
	0.5

	Cross City
	2

	Total
	19.6


Areas 3 and 5 will be left with no local provision and will have to rely on city-wide agencies such as the CAB and Law Centre.

4.6.6 Funding Loss By Agency March 2006
	Agency
	Funding loss in 2006
	Description

	ACTIONS
	3.6 posts
	PCT proposing to withdraw funding. NRF funding finishes March 2006 

	ABA – Probation Service
	1 post 
	NRF funding finishes March 2006

	Bestwood Advice Centre
	1 post 
	NRF funding finishes March 2006.

	Clifton Advice Centre
	0.5 post 
	NRF funding finishes March 2006

	Meadows Advice Centre
	1 post
	NRF funding finishes March 2006

	North West Advice Centre
	5.75 posts 
	NRF, SRB, Sure Start funding finishes March 2006

	Nottingham and District CAB
	0.5 post
	NRF funding finishes March 2006

	Nottingham Law Centre
	1.5 posts


	Legal Services Commission Immigration contract lost

	Players Court
	1 post
	Carers Grant funding ends March 2006

	St Ann’s Advice Centre
	4 posts
	NRF, NCC, STTF funding finishes by March 2006


In addition to the above there are a further 4 Benefit Advisor posts (as part of the Nottingham Works Project funded by NRF) which will cease in March 2006.

In our experience, small agencies with fewer than two advice staff find it difficult to provide a consistent quality advice service despite the support of voluntary sector management committees and volunteers. Absence from the centre due to annual leave, holidays, training and sickness can make it difficult to maintain regular opening hours and appointments. Growing overheads, particularly premises costs and maintenance may mean it is more effective for the resources to be merged into a larger, more sustainable organisation.

4.7 Equalities Issues 
In order to investigate the use of advice services by black and minority ethnic communities we included certain questions in our survey and also carried out telephone interviews with community groups’ representatives. These disclosed the following:

· The proportion of advice workers from black and minority ethnic backgrounds is lower than the city population profile. It is believed that this also applies to the management committees of advice services. This was further borne out by certain management committee members themselves.

· Among many people from black and minority ethnic backgrounds in Nottingham, there appears to be a poor awareness of the services available from advice services and views were expressed that local communities wish to provide advice services themselves. While the profile of ethnicity of service users of the Welfare Rights Service shows a better than average use by people from black and minority ethnic groups, the overall caseload numbers across the service are relatively low which reduces the statistical significance of this finding. Additionally, there may be a degree of under recording of ethnicity among white service users. Overall, people from black and minority ethnic backgrounds are known to experience higher levels of poverty and lower levels of benefit take-up. 

· A one-off project to improve take-up of Pension Credit among Asian elders had been undertaken but proved unsuccessful.

· There is a small but significant refugee population in Nottingham which is developing as distinct new communities. There are a number of separate services for people whose asylum claim has not been determined and which are funded by the Home Office. These services were not within the scope of our project but they appear to operate largely in isolation from the rest of the advice community.

5 Advice need in Nottingham

5.1 ANARAK

In 1996, Michael Bell Associates pioneered the use of a computer generated advice needs assessment model. This was based on a series of socio-economic factors that it was considered would be likely to lead to increased (or decreased) levels of need for advice.

The model requires a limited number of data inputs, such as the number of residents in an area, the number of households, and a range of socio-demographic statistics which serve as indicators. The following five areas are generally recognised as being appropriate indicators of deprivation for advice needs modelling. These are:

1. Income deprivation

2. Work deprivation

3. Health deprivation

4. Housing deprivation

5. Education, skills and training deprivation
In addition, we have included both ethnicity and age as indicators of advice need because the elderly populations tend to have restricted mobility which has implications for home visits, for example and a large black and minority ethnic communities often have higher levels of demand for immigration advice and potential translation facility implications. 

Advice needs and consequent resource requirements are subject to a Special Needs Multiplier (SNM) based on these indicators which, once applied to an area, produce an indication as to how much above or below a national mean need for advice. 

This latter figure for the national level of need for advice is based upon research conducted by the National Consumer Council in 1992 which indicated that 16.5% of the population used, or would have used if they had known about it or it had been accessible, some form of advice service. 

ANARAK findings are calculations that allow for an estimate of likely predicted advice need in a given area and the level of resources required to meet this need. The figures generated by ANARAK should be seen as indicators of need, rather than absolutes. They should be used as a starting point for planning local advice need, not a blueprint.

Assessing advice needs is an imprecise science and caution is advisable in interpreting the data. However, this data can provide a framework whereby commissioners of advice services can begin to understand the profile of need in a given locality and, in conjunction with other data, begin to make informed decisions on planning services.

ANARAK ANALYSIS: ADVICE NEEDS & provision 2005
	Area


	Total

Population
	Estimated Population 

in Need
	Advisers

Required
	Actual Advisers

FTE

	Gap in advisors required

	Area 1
	29,097
	5,755
	5.8
	4.25
	1.55

	Area 2
	30,495
	6275
	6.4
	4.9
	1.5

	Area 3
	40,990
	9030
	9.2
	6.25
	2.95

	Area 4
	41,014
	9043
	9.3
	5
	4.3

	Area 5
	29,295
	5598
	5.8
	4.5
	1.3

	Area 6
	27,195
	6273
	6.4
	11.85
	- 5.45

	Area 7
	23,308
	4037
	4.1
	2
	2.1

	Area 8
	19,075
	4076
	4.1
	4.3
	- 0.2

	Area 9
	26,519
	4913
	5.0
	2.4
	2.6

	Cross City
	
	
	
	8.7
	

	Total
	266,988
	55,088
	56.7
	53.65
	3.05


5.1.1 Advice Need

Nottingham has a total population of 266,988. ANARAK estimates a minimum of 55,000 people would seek advice in the city in a year. And this would need a minimum of 56 advisers to meet this need. These figures are only a starting point and may need to be tested against other local factors such as literacy levels and the need for complex casework.

ANARAK estimates advice need being met in three ways:

· people receiving ‘signposting’ assistance 65% (20 minutes per case)

· 25% would receive general help and casework help (1.5 hours per case ) 

· 10% of peoples needs would be met through specialist help
 ( 4 hours per case ) . 

Our research in Nottingham  found that the majority of people do not seek advice at the early ‘signpost’ stage and that by the time they sought assistance the problems had often become complex and needed detailed casework support and specialist help. In addition, as work by the Legal Services Research Centre has reported
 people now have more than one justifiable problem, but they often present two or three a ‘cluster’ of problems. Furthermore, agencies in Nottingham and around the country are reporting an increasing number of clients have difficulties which prevent them from dealing with the problem themselves or in a timely manner. These most common of these problems include mental health issues, literacy and language issues where English is not their first spoken language. All of these factors would require substantial additional adviser time and all advisers reported that literacy levels among service users in Nottingham frequently necessitate longer advice time.

Incidence of crime is now seen as a powerful indicator of legal advice need and this has not been factored into ANARAK calculation. Nottingham has higher levels than the national average indicating a greater need for advice.

ANARAK analysis is based on ‘ambient’ level of demand which is based upon people seeking assistance for justiciable problems. It does not take into account those individuals who do not realise that they have a legal problem for which advice may be appropriate and for whom more proactive model of advice, e.g. take up campaigns, may be more appropriate. Neither can this model take into account advice demand that may increase due to changes in or new legislation that comes into force.

ANARAK estimates advice need using the Index of Multiple Deprivation on a ward by ward basis. In 2004 the ODPM published the new Indices of Deprivation which included detailed information about areas of deprivation at a sub ward basis in Super Output Areas to help identify the most deprived areas within wards. ANARAK does not yet take this into account and this information should be used to identify areas within wards to target greater advice resources.

5.1.2 Actual Advice Provision

Research found the equivalent of 53.65 full time advice posts. (See Appendix 6 for breakdown per agency). Each post is estimated to provide approximately 966 hours of direct advice per year.
 . 

A number of agencies provide cross city advice services, namely the Law Centre, CAB, Deaf Society, Probation and Shelter. The staffing input from each of these agencies was included in the overall estimate of advisers in the city. However, Probation and the Deaf Society are specialist services only available to a specific client group. Shelter did not provide information on the location of their clients. It may be useful to ensure this housing advice services is accessible to those in need.

The Law Centre and CAB provided information on client location by ward and this was used to assess their input across the City and their staff resources were allocated across the city on this basis.

If adviser time is spent on the following second tier activities such as training, supported casework, take up campaigns and/or policy work, then these activities would reduce the estimated advice resources in the city. 

An attempt to estimate the number of clients seen in a year was unsuccessful as many agencies failed to provide this data and others recorded it in many different ways it was not possible to compare. It is unlikely the estimated 55,000 NCC residents needing advice were able to access advice services as all agencies reported that the demand for their services far outweighed the service that could be supplied. 

5.1.3 Gaps in Provision

To help planning within the City ANARAK data is presented on an Area basis. This helps identify where current provision is and any potential geographical gaps. ANARAK estimated need for advisers in the city is not met in some areas and exceeded in others.  

5.1.4 Provision in 2006

As mentioned above in March 2006 Area Based Initiative funding comes to an end and an estimated 19.6 advice posts (53.65 down to 34.05 posts) will be lost plus management and administrative support. The impact for an ANARAK analysis is as follows:

ANARAK ANALYSIS: ADVICE NEEDS & Provision 2006

	Area


	Total

Population
	Estimated Population 

in Need
	Advisers

Required
	Actual Advisers

FTE

	Gap in advisors required

	Area 1
	29,097
	5,755
	5.8
	2.5
	3.3

	Area 2
	30,495
	6275
	6.4
	3.9
	2.5

	Area 3
	40,990
	9030
	9.2
	1.75
	7.45

	Area 4
	41,014
	9043
	9.3
	3.5
	5.8

	Area 5
	29,295
	5598
	5.8
	3
	2.5

	Area 6
	27,195
	6273
	6.4
	6
	0.4

	Area 7
	23,308
	4037
	4.1
	2
	2.1

	Area 8
	19,075
	4076
	4.1
	2.8
	1.3

	Area 9
	26,519
	4913
	5.0
	1.9
	3.1

	Cross City
	
	
	
	6.7
	

	Total
	266,988
	55,088
	56.7
	34.05
	21.95


This analysis demonstrates the impact of this loss in funding and the reduction in advice services in each area across the City from March 2006. Areas 3 and 4 are left with only access to City Wide provision and areas of high need, such as Area 6, provision has halved. 

6 Findings and recommendations

Set out below are the report’s recommendations as to future action to be taken by NCC and the sector as a whole in order to enhance advice services in the city together with research findings on which these have been based. For convenience, the findings and recommendations have been organised thematically.

The strategic aims of our recommendations are to:
· Develop a more coherent and coordinated inter-agency approach to commissioning and developing advice services

· Ensure a better strategic fit between advice service activity, Council services and corporate objectives

· Achieve better value for money

· Help develop a sustainable advice sector

6.1 Commissioning & Funding of Advice Services - Findings
6.1.1 Planning & Commissioning

While NCC WRS has developed highly commendable contractual arrangements with advice services, which have the best service specifications we have ever seen, the funding and location of advice agencies appears to be based largely on historical factors rather than any strategy to determine the type, level, extent and geographical location of services. In particular, there is no City Council-wide infrastructure for commissioning advice services and few coordination arrangements allowing limited scope, for example, to plan exit strategies for projects that have received short term funding or for exploring the potential for joint bids or match funding. Also no formal system exists for linking funding and provision to needs or to strategic priorities such as child poverty, debt collection and tackling health inequalities. This has led to different City Council departments each commissioning services from local advice agencies without liaison, risking duplication and unmet need. The situation is further complicated by departments imposing different contract and monitoring requirements and service specifications.

6.1.2 Contracting & Monitoring

The Welfare Rights Service, however, has a well developed contracting and monitoring process which generally works satisfactorily while similar arrangements have been adopted by the Housing Department. In addition, NCC has a significant resource in the quality of its socio-economic data that could be used to align its commissioning strategy for advice services as well as good quality management information about advice agency activity and the communities they service.

6.1.3 Location of Current Services
The location and organisational structures of advice agencies are also largely historical and have developed organically as opposed to any strategic plan in the past. Nevertheless, the ANARAK analysis (see above) suggests that advice outlets are generally in the right locations to meet identified need.

Evidence from advice agencies suggests that new funding and advice initiatives sometimes feel as if they have been “parachuted” into localities without reference to local need and without prior consultation that may have yielded more success.

6.1.4 Short-Term Funding

All advice agencies have high levels of insecure funding. One agency is almost exclusively funded on this basis. The lack of infrastructure for commissioning, coordinating and planning of advice service funding in Nottingham means that providers have been forced to adopt an opportunistic approach to developing their services, frequently duplicating each others’ funding bids. This is a common and understandable response in such situations, but it can lead to short-termism and also negative effects on staff and consumer morale, without it necessarily addressing need in the most effective and efficient way. There is also a danger that when short terms funding ends, a gap is exposed, either creating fresh demands on an already hard-pressed sector or, worse, alienating local communities who may then feel they have been “experimented” with.

There is a very complex mix of funding for advice agencies and there was also some evidence of duplication of management effort and less value for money as a result. We have identified that there are at least eighteen different funding streams for social welfare law advice in the city, each with their own terms of reference, accountability and funding dates. This makes for considerable uncertainty and takes up significant management and advice worker capacity in small advice providers. It is also the case that there are marked differences in amounts received under these streams with many yielding only a matter of a few thousand pounds for one agency. 

The initiative led approach to tackling poverty and social exclusion which characterises much government spending in this field means that a significant proportion of advice agency funding will inevitably be short term in nature. It is unrealistic, as well, for advice providers to have an expectation that NCC will automatically continue funding which is discontinued by third parties. A more explicit expression of this reality would be helpful. Nevertheless, a citywide commissioning process would give much greater opportunities for managing the ending of short term funds and would provide much needed stability.

The impact of the loss of NRF, Sure Start, SRB and PCT funding in 2006 will greatly reduce advice provision across the city – 19.6 advice posts with additional management and administrative support posts. There are all focussed in the poorest areas of the city. Many areas will only be left with access to core generic provision provided by the Law Centre and CABx. Both these agencies have reported they are unable to meet current demand. Both agencies operate on an appointment system only with very small time set aside for emergency drop-in appointments. Clients often need to wait weeks for an appointment.

6.1.5 Health Based Advice

Health based advice provision was largely based on historical arrangements and the PCT have not been actively engaged in planning health related advice with other funders and advice providers. While the Trust currently has funding difficulties, and has proposed to disinvest from its small in-house advice service (ACTIONS), this situation may change in the medium term. In any event the Trust remains a key stakeholder in the future of advice services in the city, quite apart from its potential role as funder, because of their knowledge of Nottingham’s health needs and inequalities and their ability to influence health care providers.

6.1.6 Advice Needs in Nottingham

As has been amply illustrated in various analyses, Nottingham has levels of poverty and low income which are significantly worse than the national average and which create a need for a large and accessible advice sector. This is worsened by poor literacy and numeracy levels. For example, 34% of Nottingham adult residents lack basic job entry skills, compared to 29% nationally. In some city wards this is nearly 50% - the statistics actually paint a more positive picture than is justified because students are included.
 These indicators of wider need also suggest a need for more advice workers, more advice worker time and more time having to be spent on less complex issues. Advice agencies commented on this as a feature of their work and highlighted the need for investment in financial literacy education. It has been estimated that people who lack basic literacy and numeracy skills need up to 50% more advice worker time.   It is also certain that poor literacy and numeracy levels have a direct impact on NCC’s revenue collection functions.
The west of the city (Area 3) appears to be an area where there is a particularly strong geographical and socio-economic case for improving access and resourcing of advice work. Current services are based on outreach provision rather than a permanent provision or access point. These services are temporary and funding is due to expire on 31/3/06.

6.1.7 Awareness of Role of Advice Services

We were concerned to find among some senior staff in NCC that there was a limited understanding of the role of advice agencies, including their role as advocates for residents who may have legal problems which involve NCC and the importance of independent help.
6.2 Commissioning and funding of advice services – Recommendations

6.2.1 Joint Planning & Commissioning Board

At the earliest opportunity, NCC should lead the establishment of a Joint Planning and Commissioning Board, to include key funders and strategic stakeholders. The Board would jointly commission advice provision, work towards common contractual terms and standards across all advice providers and would coordinate funding. The Board would meet every four to six months with all funding bids being taken there and all funding being agreed at the Board. Suggested Board members would be: NCC, Nottingham PCT, Legal Services Commission, Severn Trent Water Trust, Nottingham City Homes, Big Lottery Fund, One City Partnership, Supporting People, Nottinghamshire County Council and a senior representative of all the Area Committees who could influence NRF funding and others who may be appropriate. 
In order to convince the proposed members of the Joint Planning and Commissioning Board to take the initiative seriously, it is recommended that a half day seminar is held to outline NCC’s strategy and the role of the Board and its members. ( see Appendix 11 for Remit and Priorities).
Key tasks for the Board should include: 

· Allocating resources taking account of needs as identified elsewhere in this report and by reference to other indicators of advice needs – such as patterns of ill health and the Index of Multiple Deprivation. 

· Prioritising securing funding to replace loss from 2006.

· Planning exit and sustainability aspects of short-term funding.
· Allocating future investment. One conclusion from our ANARAK analysis is that decisions on future geographical allocation of resources should have regard to the ANARAK findings.

· Developing and submitting joint bids for external funding (e.g. European Social Fund, Big Lottery Fund)

· Within constraints, developing common contractual, monitoring and information requirements across different funders. Clearly, this may not be possible in relation to funders that operate according to nationally imposed requirements on project monitoring.

· Exploring the scope for and moving towards pooling of different funds. 

· Identifying sources of matched funding.

· Developing a process to invite and receive bids for funding from advice agencies and/or allocating funding.

The Legal Services Commission should be asked to assist with some pump priming funding to enable the Board to develop its activities. 

It is clear that ending the current short-term funds would have a catastrophic effect on the supply of advice in the city. We therefore urge and recommend that the various funders concerned, who are in a position to do so, consider seriously an extension of current funding arrangements. NCC should continue its current practice of making explicit its difficulties in assuming responsibility for continuation funding for such projects. 

6.2.2 NCC Funding of Advice Services

In view of the vital role the advice sector plays in generating additional income for the city, in helping the community to manage debts owed to NCC and, generally, in ensuring that the population gains access to justice (see above), NCC should agree a core sustainability approach to funding of advice agencies. In other words, it must underpin through sufficient funding the existence of a critical mass of advice agencies. It is recommended that there be no decrease in funding for those agencies that currently receive support from NCC. This funding must be seen as an investment rather than an area of discretionary spend, particularly given the growing statutory requirement to provide advice services. The funding commitment should be made explicit in corporate policies and strategies. 
Future Council contracts with advice agencies should include a statement recognising and protecting their role as advocates and confirming that funding services which may act against NCC is part of the wider democratic process. 

In the absence of a significant increase in available funds and subject to any decisions taken by the Joint Planning and Commissioning Board in the future, NCC should not provide funds for any new advice agencies. This is because to do so would spread existing resources more thinly and would amplify the instability of currently funded agencies. 

Council funding should be limited to services that hold the Legal Services Commission Quality Mark. While there are concerns within the advice sector about the usefulness of and some of the content of the Quality Mark, it does contain basic quality assurance processes for advice work.

6.2.3 Financial Literacy
NCC should investigate the possibility of a financial literacy initiative targeted at adults. In addition, NCC should promote the take up in schools of the financial literacy options at key stages 2 to 4 under Personal, Social and Health Education (PSHE) within the National Curriculum. 

6.3 Advice Agency Capacity - Findings
6.3.1 Need And Supply Issues
The research findings have exposed the high demand for advice services across the city and the enormous pressures which many front line services are under. This is reflected by the significant waiting lists they have, the rigorous gate-keeping of access and the large number of service users who either fail to receive any service or do so only after making multiple phone calls. Evidence from one agency disclosed that around 20% of all their incoming phone calls were from people who had not been able to access advice elsewhere – the researchers were assured that this was a reliable estimate. Our focus group work bore this out with a number of respondents indicating that they had been forced to access advice services outside the city or to fend for themselves (often experiencing hardship as a result). Further interviews reinforced the evidence of pressures. All of which gives credibility to the ANARAK findings, which won approval at the consultation seminar with providers.

There was no significant evidence that City Council funded resources are being used to advise residents from outside Nottingham.

6.3.2 Monitoring and Reporting

Smaller advice agencies have particular difficulty sustaining services (e.g. when an advice worker is on leave) and also suffer from fewer economies of scale. The economics of advice work have changed in recent years with a more complex legislative environment (requiring increased training and information resources, for example), restrictions on Legal Aid, the emphasis on quality and systems to promote quality (calling for more management) and the move to funding via contracts (and the requirements that these impose). These trends have more of an impact on small advice agencies in their ability to provide a sustainable service.  There was evidence that NCC’s monitoring system is proving to be a burden for advice agencies and has been hampered by software difficulties.

6.3.3 Recruitment Difficulties

There was strong evidence that recruitment to staff and management committee vacancies was very difficult with consequent pressure on those more longstanding members whose morale suffers and whose incentive to remain can be eroded.  Staff recruitment may however be eased by the impact of the Volunteer Adviser Training Programme.

6.3.4 Access to Specialist Help

Accessing services that provide specialist assistance in debt, housing and employment appears to be acute as borne out by the evidence of interviewees and the results of the ANARAK survey.   However, this is not to imply that access to other specialisms is adequate.

French and Co solicitors in Nottingham have a LSC contract to provide telephone advice to the public on welfare benefits. This service has been and is still under-used.

6.3.5 Factors Impacting on Capacity Within the Advice Sector
Significant additional work is created for independent advice agencies by the following local factors:

Council Tax Debt
NCC has a major difficulty with the percentage of Council Tax that it collects. However, there are concerns that efforts to address this through traditional, robust, debt recovery methods are creating conflict and wider undesirable effects. All advisers report a consistent pattern of frustrating and inflexible negotiations with both NCC and its bailiffs, having to challenge inappropriate recovery methods, an unwillingness to freeze action while advisers try to find a solution, a lack of income maximisation activity by Council Tax staff and bailiff action occurring in cases where alternative solutions (e.g. deductions from benefits) are available to NCC and no referral arrangement with advice agencies in place. Several debt advisers commented that they spend more time attempting to resolve Council Tax debt problems than all other debts combined. It is fair to assume that the equivalent of the work of several full time posts is being taken up by this work and while NCC does need to take action about its Council Tax debt, current approaches do not appear to fit in with NCC’s anti-poverty and social inclusion aims. 
Suggestions from the sector include the possible suspension of recovery action pending further negotiations with the advice agency as being one way in which to resolve issues in a more cost efficient way and without imposing unnecessary pressure on existing advice services. The additional pressures may also impact on other services such as children’s services and mental health support services.

NCC’s Welfare Rights Service – Players Court Service

Some Council social workers refer service users to advice agencies rather than to the in-house welfare rights service (it appears because of the rigid client group specialism of the posts in the service). Feedback about the in-house service from some social workers indicates that the service’s inaccessibility does not meet theirs or their customers’ needs. 

There is evidence of a pattern of outputs by the in-house Welfare Rights Service which is less than one would expect of a service of its size. The specialist (customer-linked) nature of the posts is, it is thought, a major contributory cause of this and the strict allocation of so many posts to particular groups is unusual among second tier welfare rights services. Such strict demarcation is also likely to reduce workforce flexibility. Despite being designated as a second tier service, significant parts of the service also appear to operate as front line service offering appointment-based services and there is little underpinning strategy or evidence of effectiveness to justify these (and indeed, advice worker experience shows that regular drop-in advice sessions are rarely a good use of time). 
The referral process for Fairer Charging income maximisation also appears to be unnecessarily complicated with several people being involved with customers.  The result of current arrangements is that large numbers of social care (and other Council) staff have no effective access to second tier welfare rights support which, of course, also means that some of the poorest and most vulnerable people in Nottingham do not currently have access to the in-house service.

The Best Value review of NCC Welfare Rights Service in 2003 recommended that the North and West Advice Services be outsourced. These services operate at a high level with impressive outputs to a good standard and are located in an area of Nottingham where the socio-economic and geographical indicators point to a need for an advice presence.

Management of Rent Arrears

There was evidence of rent arrears cases where housing officers have done no basic income maximisation work and serious rent arrears cases (including those resulting in homelessness) where there is social work involvement and where there seems to have been no involvement by the Welfare Rights Service. Such cases appear in subsequent homelessness applications to NCC. At the same time NCC has regularly underspent its Discretionary Housing Payment budget, which could have been used to reduce rent arrears.

Literacy and Numeracy

All agencies commented that additional work was required because of below average literacy levels in the city (DfES data confirms below average literacy and numeracy levels – please refer to earlier comments on this).

Informal Credit

There is clear evidence from advice agencies of an active “informal” credit market operating in the city and of people borrowing from such sources to pay bailiffs. Pressure from creditors (including NCC) to pay off debts is helping to sustain this undesirable phenomenon and appears to contradict NCC’s aims to address crime in the city and create safer communities. This is referred to as a priority within the HM Treasury - Promoting Financial Inclusion report. Lack of affordable credit and pressure on debtors from other creditors leads people into the alternative credit market from pawnbrokers and home credit companies through to illegal moneylenders.
6.3.6 Benefit Take-Up Campaigns
Generally, limited amounts of benefit take-up work have been undertaken in the city because of capacity problems and because agencies also work in isolation from each other. Advice agencies in the voluntary sector also felt that they need organisational and financial stability in order to undertake such projects. The results of an analysis of benefit take-up in Nottingham with some suggested areas of further activity has been included in Appendix 3 to this report. 

6.3.7 NCC Community & Leisure Department 0.5fte advice post

Shortage of time and contractual limitations prevented us from exploring the rationale for locating a single, part-time welfare rights post in NCC’s Leisure and Community Services. However, this arrangement is unusual. Isolated posts such as this often leads to support problems, fewer opportunities to exchange information with other advisers and to influence work across Council departments. 

6.3.8 NCC’s Housing Benefit Department

NCC’s Housing Benefits service has greatly improved and is having less of a negative impact on advice agencies, though there was some evidence of delays in appeals and “unusual” cases. Because of the need for the service to recover, it had been necessary to curtail benefit take-up activity, but there is now a willingness and ability to work with other agencies on benefit take-up and using data matching on a more wide scale and regular basis. There is also a willingness for key staff to have access to welfare rights courses. 

6.3.9 Premises Issues

Many advice agencies have difficulties with the premises they occupy – cost, insecurity, accessibility and/or state of repair.  For example, the Citizens Advice Bureau’s premises are too small and the lease (to NCC) is due to be renewed shortly. The Law Centre has insufficient space for any more staff, access to the (otherwise good) premises at Clifton Advice Centre can be problematic and the Meadows Advice Centre is located in a building with no disability access. The Bestwood Centre’s premises, while cheap, are constrained by operating from a local authority domestic property.

6.3.10 Development Officer Post

The WRS has supported the development of the advice sector by funding a half time post which has supplied agencies with information and support around quality-related issues e.g. compliance with the Quality Mark.  

6.4 Advice agency capacity – Recommendations 

6.4.1 Need and Supply – Telephone Advice Service Capacity

All advice agencies should encourage users to make greater use of the CLS Direct welfare benefits telephone service, in part operated by French & Co, who are based in Nottingham. This should be developed as the basis for a de facto telephone triage system of managing support for users with benefits problems. The telephone triage service could give initial advice and diagnose the need for further face to face appointment, making appointments with local advice agencies that are part of the scheme. To make this effective, a referral protocol would be needed and the Legal Services Commission would need to be approached (by French & Co possibly).

6.4.2 Sustainability of Small Advice Providers

In view of reservations about the sustainability of smaller neighbourhood advice services, as set out above, it is recommended that one or more of the following options are pursued.

A Voluntary Merger
Meadows, Clifton and Bestwood advice services are merged into one organisation, but retaining existing outlets (St Ann’s appears to have sufficient “critical mass” not to need to merge. However, if a significant proportion of the short term funding is not renewed, this may change).

One Supplier

NCC pools existing funding and tenders for one supplier to provide local advice services. This radical solution would need to involve an agency of significant size and may involve, depending on size of organisation, considerable arrangements including management of change, TUPE negotiations and transfer of staff.

Relocate Resources

The Bestwood Advice Service (including staff) is relocated to the North and West Advice Service as part of the service in that part of the city (but retaining local access). In addition, Meadows service is relocated to the Citizens Advice Bureau, closing the current advice premises but providing an enhanced level of outreach activity in the Meadows area for those people who are unable to access the city centre Bureau. There would be savings on overheads from these measures, including gains from pooling administrative staff which should be reinvested in the merged services. There would also be savings (and release of a Council capital asset which could be used to increase funding on advice services) from ending occupancy of the Meadows advice building, which was felt to be particularly unsuitable as an advice centre for accessibility reasons. There is clearly a case for Clifton Advice Centre to have an ongoing outlet as currently operated, but its location means that an alternative approach is needed. For this service we would recommend that the Management Committee explores the possibility of a voluntary merger of management and back-office functions

Careful thought has been given to finding a solution as there are difficulties associated with any changes, particularly any moves that are imposed. Ideally, the best solution is one that comes from and is supported by the advice sector and one that takes place with agreement. Should it be agreed that there is the need for a restructuring in the make up of current advice agencies, it is recommended that NCC plays a role in facilitating any discussions between agencies.

6.4.3 NCC’s Welfare Rights Service (NCCWRS) 

The Players Court based in-house Welfare Rights Service should be re-organised to remove client specialisation and provide an enhanced second tier service so that all social workers feel confident to use the service. A reconfigured service would operate in similar ways to other second tier services in local authorities.

All the welfare rights posts would become generic second-tier posts.  They would provide advice to council staff, training to staff and other agencies, undertake benefit take-up activities, undertake strategic liaison with the DWP and other agencies. In addition, they would undertake casework, (ideally in partnership with any allocated social worker), in cases where people meet the Social Services eligibility criteria or there are important aspects in the case which justified casework (e.g. cases which raise issues of legal principle or organisational practice). This casework eligibility should be reviewed in the light of experience.  

Direct, regular face-to-face advice work with the public should cease apart from when a particular event justifies it (e.g. at an open day for carers).

A telephone advice Helpline would be opened for all Social Services staff, Housing Benefit visiting staff and housing advice staff (and possibly others) and should be available for at least five mornings a week. E-mail access would be in addition. Staff would be restricted to casework that was referred from the advice line and where customers met the social services eligibility criteria (unless the case had a special feature which merited an in-house welfare rights worker taking it on). Where possible staff would work closely with the referrer on any casework rather than taking over the welfare rights aspect in isolation. A case allocation system needs to be developed and managed by the Team Leader. 

An enhanced level of training activity with at least a three-day foundation course replacing the current fragmented training provision for social services staff, plus additional specialist courses, is recommended. To supplement this activity all social work teams should receive four-monthly briefings from a designated welfare rights worker (possibly building on the current team members’ interests).

Independent advice agencies must redirect social worker and other Council generated welfare benefit enquiries to the in-house service. 

The service would have a strategic role to improve the accessibility of advice to black and minority ethnic groups – please see the Equalities section of this report.

Part of the in-house service should be dedicated to ongoing benefit take-up and publicity work, linked with ongoing and wide scale data matching work with HB service and other agencies. This should be done in partnership, where appropriate, and consultation with independent advice agencies. 

The current process of visits by three different staff around community care financial assessments should be altered so that: a) the care assessor undertakes more initial welfare benefits maximisation and b) the Fairer Charging financial assessor takes responsibility for both charge assessment and benefit maximisation with training and support as well as appeals on complex cases being given by the in-house service as well as monitoring of quality. Financial assessors needing additional support and training for this work may benefit from closer contact with the in-house service. 

The current role of the Welfare Rights Service as both a supplier and commissioner of services can create misunderstandings. The commissioning and contract monitoring function of the Welfare Rights Service should be located within the Joint Planning and Commissioning Board and the part time Development Officer would be accountable to the Board.  

It will be necessary to revise the WRS’s Quality Manual to take account of these new ways of working.

The WRS should also negotiate and establish procedures for formal referrals of appropriate cases to advice agencies in areas not covered by the Welfare Rights Service. 

The Welfare Rights Service itself should have a role in advising and training other Council (and Nottingham City Homes) staff about income maximisation.

6.4.4 NCCWRS North and West Advice Services

There is not a strong business case for outsourcing the North and West Advice Services and it is recommended that this does not take place. Retaining an element of front line services enables NCC to influence the “provider market” and a safety net should other services fail (in-house home care and residential care services are often retained by local authorities for similar reasons). Outsourcing will involve additional one-off costs and few, if any, savings given the high proportion of expenses associated with staff costs and the TUPE protection which accompanies outsourcing. Outsourcing would open up additional opportunities for funding but this in turn would add to the scale of unstable funding across the city and some “new” funding for the outsourced service (e.g. Legal Services Commission) may well be at the expense of other advice services.

6.4.5 Debt Collection Procedures
NCC should develop formal, basic income maximisation processes around debt recovery (which will require training, management ownership and access to in-house welfare rights consultancy support).  Many creditors (including those in the commercial sector) also have a policy of suspending recovery when an advice agency becomes involved in order to allow time for a sustainable solution to be found. 

Senior managers in NCC must review their Council Tax debt collection procedures in partnership with the advice sector, drawing upon their experience and expertise in setting up sustainable debt repayment arrangements. Opportunities present themselves with the advent of a new advisers’ forum (see below).

6.4.6 Part-time WR post in Leisure & Community Services

The part time welfare rights post in Leisure and Community Services should be reconsidered with a view to transferring it to the Welfare Rights Service.  

6.4.7 Advice Agency Premises

On the question of premises, there are no easy solutions but it may be possible to purchase more suitable premises (with consequent lower running costs), by bidding for a contribution to such costs from bodies such as the Big Lottery Fund. This in turn could release revenue expenditure currently committed to rents, for staff costs.  Another option might see a partnership with the PCT, with relocation in developing primary care facilities. 

6.4.8 Developmental Support

NCC should continue to support the sector through the provision of part time developmental support.  However the focus of this support should shift.  It is recommended that this post relates exclusively to building the capacity of the advice sector to fundraise through the provision of information, training and consultancy as well as providing a brokerage role to potential joint funding bids.  The post-holder will work closely with the forum and the Board and be accountable to the Joint Commissioning Board and the forum to address priorities that they identify. 

6.4.9 Monitoring Arrangements

A thorough review of current Council monitoring arrangements should take place with a view to standardising them across all advice work conducted in the City. As stated previously, this would be the responsibility of the Joint Planning and Commissioning Board. Current requirements obtain data that may be of limited relevance whilst other information is missed (e.g. Tribunal success rate). Final monitoring requirements should not only monitor the efficiency and effectiveness of agencies that are funded but should increase advice needs knowledge across the city. Further simplification of the processes for funded agencies may be possible and it is recommended that the previously agreed joint review between the Welfare Rights Service and independent advice agencies should be progressed.

Merging some administrative functions and having common case management systems would help reduce the burden of monitoring (a further reason for organisational merger).
6.5 Quality of Advice Provision - Findings

6.5.1 Audit & File Management Findings

The sampling and examination of case files undertaken as part of the research showed that advice work is generally undertaken to a high standard albeit the audit was limited in scope. Advice workers are clearly committed and enthusiastic. In some cases, there was a limited awareness of alternative solutions to advice problems (e.g. use of limitation periods for challenging recovery of old debts and use of Discretionary Housing Payments in rent arrears cases). These deficiencies could be addressed by advice workers having more opportunities to learn from each other.

Within the sample of files audited there was a tendency to focus on only the problem which had been presented to the advice agency. This is not uncommon in advice work but it can result in a less efficient service when people re-present later on or because inter-related problems were not resolved. Again this finding must be viewed in the context of the limited sample. However, there is scope for improving file management procedures (e.g. how casework is recorded). 
Advice agencies and advice workers operate in isolation from each other. Numerous opportunities are lost as a result to improve advice services in the city. Without exception, advice agencies funded by NCC identified the pressing need to improve networking, shared learning, inter-agency coordination and support, savings through economies of scale, and the exploration of joint funding bids.

6.5.2 Volunteer Adviser Training programme

The Community Legal Services Partnership-organised programme of training is appreciated and is clearly having an impact on standards of work. This is an appropriate priority activity. The Volunteer Adviser Training Initiative is also an imaginative response to the recruitment and capacity problems faced by advice agencies.

6.6 Quality of Advice Provision – Recommendations
6.6.1 Advice Agency Forum

The Welfare Rights Service should take the initial lead in setting up and providing the secretariat for a bi-monthly citywide advice agencies’ forum to improve networking, support and joint work. This will also help raise standards, enabling workers to be better at identifying more unusual solutions to casework problems as well as create synergies for addressing social policy issues and joint ventures such as take-up campaigns. This body should also take the lead in arranging liaison meetings with benefit providers. Planning for the Forum should be implemented as soon as possible though with adequate safeguards to maintain its sustainability. It must not be set up formally without discussion on its remit, a provisional programme of work/discussion and administrative arrangements, features without which similar forums have collapsed elsewhere in the country. 

The Forum should be structured so that it provides both a strategic focus (e.g. planning, funding, organisational merger and collaboration) and operational activity (e.g. updates on new legislation and liaison with key agencies). The LSC could consider some pump priming funding for this group as part of the wider change agenda. All advice agencies along with the Welfare Rights Service must support and contribute to the development of the forum. It will only succeed with collective effort. In time, the forum may develop into ad hoc groupings revolving around specific issues or areas of interest to particular advice workers but it is important that the core business and remit of the forum is established first beforehand; otherwise the forum risks being fragmented.
6.6.2 File Management Procedures
A common case recording system should be developed across agencies where this will not unduly disrupt existing administrative or organisational requirements. An advice and debt checklist could be a useful common document to prompt advisers to explore wider issues with enquirers. 

It is recommended that advice agencies explore the potential for a common system of file management across the city (perhaps adopting the standards and procedures used by the North and West Advice Service which had the best managed files). This would greatly assist referrals that would hopefully become more commonplace with interaction at the advisers’ forum.

6.6.3 Volunteer Advice Training Project

The Volunteer Adviser Training Initiative, whilst important in addressing the skills deficit among potential recruits and aiding recruitment to advice services, should take the form of more on-the-job training, a more formalised approach to work placements and possibly the development of a Modern Apprenticeship in advice work. This changed focus would integrate training with the work of the advice sector and ought to be easier to arrange once the National Occupational Standards for advice are issued within the next year. 

The Volunteer Adviser Training Initiative should be specifically targeted at people from black and minority ethnic communities in the city as well as other social groups such as single parents. This would be a useful and positive step in increasing the representation of members of such groups among the advice sector workforce and would overcome some of the implications of NCC limiting current funding to existing advice agencies (see the next section). 

6.7 Equalities Issues - Findings

In order to investigate the use of advice services by black and minority ethnic communities we included certain questions in our survey and also carried out telephone interviews with community groups’ representatives. These disclosed the following:

· The proportion of advice workers from black and minority ethnic backgrounds is lower than the city population profile. It is believed that this also applies to the management committees of advice services. This was further borne out by certain management committee members themselves.

· Among many people from black and minority ethnic backgrounds in Nottingham, there appears to be a poor awareness of the services available from advice services and views were expressed that local communities wish to provide advice services themselves. While the profile of ethnicity of service users of the Welfare Rights Service shows a better than average use by people from black and minority ethnic groups, the overall caseload numbers across the service are relatively low which reduces the statistical significance of this finding. Additionally, there may be a degree of under recording of ethnicity among white service users. Overall, people from black and minority ethnic backgrounds are known to experience higher levels of poverty and lower levels of benefit take-up. 

· A one-off project to improve take-up of Pension Credit among Asian elders had been undertaken but proved unsuccessful.

· There is a small but significant refugee population in Nottingham which is developing as distinct new communities. There are a number of separate services for people whose asylum claim has not been determined and which are funded by the Home Office. These services were not within the scope of our project but they appear to operate largely in isolation from the rest of the advice community.

6.8 Equalities – Recommendations

6.8.1 Increased the Number of Advice Workers From Black & Minority Ethnic Groups
The Volunteer Adviser Training project should have a specific aim of improving recruitment of advice workers from black and minority ethnic groups (in addition to other groups as mentioned earlier). In view of its impact on both recruitment, the overall skills base, as well as equalities, we believe that this initiative should be maintained and have further investment from NCC and other funders.

Advice agencies should review their recruitment practices and explore the scope for improving recruitment of black and minority ethnic advisers – perhaps by specifically targeting such communities and/or publicly welcoming applications from such groups.

Advice bodies currently serving the refugee/asylum seekers communities and informal advice groups for black and minority ethic groups should be encouraged to participate in the advice forum.

The three posts within the WRS which are dedicated to working with black and minority ethnic groups would become part of the pool of generic, second tier posts.  However, it will be vital that the skills and knowledge of these staff are used to help the WRS to develop an equalities strand to its new strategic and developmental focus.  For example, by moving away from solely providing face to face advice sessions (some of which do not appear to be particularly well used) greater effort can be put into take-up of benefits (particularly Pension Credit, Working Tax Credit and disability benefits take-up rates of which are known nationally to be worse among black and minority ethnic groups), multi agency training on benefits awareness and other social welfare law issues for local community organisations (so that such bodies can act as sign posters/referrers and supporters) and helping the whole advice sector to improve links with black and minority ethnic community groups.  However, such activity must be linked to our other recommendations in order to prevent overloading an already stretched advice sector.

The voluntary advice sector needs to improve its links with black and minority ethnic community organisations; ideally recruiting members from such bodies, and raising awareness of services which are on offer and of people’s rights. This work should be done on a multi-agency basis.

7 Appendices
7.1 Appendix 1: Survey Returns
Survey questionnaires were sent to 12 agencies in all and those that completed and returned them were:

· ACTIONS – Welfare rights and Counselling Service

· Bestwood Advice Centre

· Clifton Advice Centre

· Deaf Society

· Meadows Advice Centre

· North and West Advice Service

· Nottingham and District Citizens Advice Bureau

· Nottingham Law Centre

· Nottinghamshire Probation Service- Accommodation and Benefits Unit

· Players Court

· Shelter

· St. Ann's Advice Centre

7.2 Appendix 2: Individual ‘Stakeholders’ Interviewed
Nottingham City Council

· Dave Miles

· Dave Trimble

· Ian Greatorix

· Jana Burton

· Jo Pettifor

· Julia Wilson

· Kate Higgins

· Lisa Black

· Manjeet Gill

· Mark Lawson

· Michael Edwards

· Paul Greevy

· Rob Williams

· Tim Render

Others

· Maggie Grimshaw (One City Partnership)

· Margaret Richardson (Nottingham PCT)

· Mark Mansfield (Legal Services Commission)

· Sam Day (Nottingham PCT)

· Simon Ennals (French and Co)

We also interviewed 29 staff and management committee members from advice agencies.

7.3 Appendix 3: Types and Levels of Advice
	Agency
	Community

Care
	Consumer
	Debt & Money advice
	Education
	Employment
	Housing & Homelessness
	Family including domestic 

violence
	Immigration & nationality
	Mental 

Health
	Racial 

Equality/

Harassment
	Welfare Rights

	ACTIONS


	
	
	SI
	
	SI
	SI
	
	SI
	SI
	
	GHCW

	Bestwood Advice Service
	SI
	SI
	GHCW
	-
	GH
	SI
	-
	-
	-
	-
	GHCW& SI

	Citizens Advice Bureau
	``GH
	GH
	SH
	GH
	GH
	GH
	-
	GH
	-
	-
	SH

	Clifton Advice Centre
	SI
	SI
	GHCW
	-
	SI
	SI
	-
	-
	-
	-
	GHCW

	Deaf Society
	
	
	
	
	
	
	
	
	
	
	GHCW

	Law Centre
	-
	-
	SH
	SH
	SH
	SH
	-
	SH
	-
	-
	SH

	Meadows Advice Centre
	
	
	GHCW
	
	
	GH
	
	
	
	
	GHCW

	North West Advice Service
	-
	-
	GHCW
	
	
	GHCW
	-
	-
	--
	--
	SH

	Players Court
	
	
	
	
	
	
	
	
	
	
	SH

	Shelter
	
	
	GHCW
	
	
	SH
	
	
	
	
	GHCW

	St Anns Advice Centre
	-
	GHCW
	SH
	GHCW
	GHCW
	GHCW
	GHCW
	-
	GHCW
	-
	GHCW & SH


Key:

SI = Supported Information

GH = General Help 

GHCW= General Help with Case Work

SH = Specialist Help

7.4 Appendix 4: Voluntary Sector Funding 2004-5
	Agency
	Total Funding
	Nottingham City
	Legal Services Commission
	NRF
	PCT
	SRB/Sure Start
	Other

	Actions
	Not given
	0
	0
	0
	100%
	0
	0

	Bestwood
	£77,000
	£49,000
	0
	£27,000
	0
	£1,000
	0

	CAB
	£296,241
	£92232
	£94,136
	0 
	£7,166

	0
	£10,9873


	Clifton
	£47,133
	£46,133
	0
	0 
	0
	0
	£1,000

	Deaf Society
	£16,000
	£8,000
	0
	0
	0
	0
	£8,000


	Law Centre
	£297,199
	£88,650
	£183,209
	0
	0
	0
	£25,340

	Meadows
	£30,604
	£30,604 
	0
	0 
	0
	0
	0

	Probation
	£51,714
	0
	0
	0
	0
	0
	£51,714

	St Anns
	£260,138
	£133,474
	£98,271
	0
	0
	£15,217
	£12,456


	Shelter
	Not given
	0
	0
	0
	0
	0
	0

	Total
	£1,076,029
	£448,093
	£375,616
	£27,000
	£7,166
	£16,217
	£92,677


7.5 Appendix 5: Advice Posts & Geographical Location 2005
	[image: image1.wmf]Agency
	Cross

City
	Area

1
	Area

2
	Area

3
	Area

4
	Area

5
	Area

6
	Area

7
	Area

8
	Area

9
	Total

	Actions
	0
	0
	0
	0
	0
	0
	3.6
	0
	0
	0
	3.6

	Bestwood
	0
	0
	2.4
	0
	0
	0
	0
	0
	0
	0
	2.4

	CAB [1]
	0
	0
	1
	0.75
	1
	0.5
	1
	0
	0.5
	0.5
	5.25

	Clifton
	0
	0
	0
	0
	0
	0
	0
	0
	0
	1.4
	1.4

	Deaf Society [3]
	1
	0
	0
	0
	0
	0
	0
	0
	0
	0
	1

	Law Centre
	1.5
	0
	1
	0
	1
	1
	1
	1
	0
	0
	6.5

	Meadow’s 
	0
	0
	0
	0
	0
	0
	0
	0
	2.3
	0
	2.3

	Leisure WRO
	0
	0
	0
	0
	0
	0
	0.5
	0
	0
	0
	0.5

	NWAS [2]
	0
	3.75
	0
	4
	0
	0
	0
	0
	0
	0
	7.75

	Players Court
	1.5
	0.5
	0.5
	0.5
	2
	0
	1.5
	1
	1
	0.5
	9

	Probation [3]
	2.3
	0
	0
	0
	0
	0
	0
	0
	0
	0
	2.3

	Shelter [3]
	2.4
	0
	0
	0
	0
	0
	0
	0
	0
	0
	2.4

	St Ann’s
	0
	0
	0
	0.5
	1
	3
	3.75
	0
	0
	0
	8.25

	Sure Start North West
	0
	0
	0
	0.5
	0
	0
	0
	0
	0
	0
	0.5

	Sure Start Sneinton
	0
	0
	0
	0
	0
	0
	0.5
	0
	0
	0
	0.5

	Total
	8.7
	4.25
	4.9
	6.25
	5
	4.5
	11.85
	2
	4.3
	2.4
	53.65

	[1]     64% CAB work only in Nottingham City

[2]     NWAS small amounts in areas 4, 5 & 6.

[3]     No information on client ward given


7.6 Appendix 6: Advice Posts & Geographical Location 2006

	Agency


	Cross City
	Area 1
	Area 2
	Area

3
	Area 4
	Area 5
	Area 6
	Area

7
	Area

8
	Area 9
	Total

	Actions
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0

	Bestwood
	0
	0
	1.4
	0
	0
	0
	0
	0
	0
	0
	1.4

	CAB [1]
	0
	0
	1
	0.75
	1
	0.
	1
	0
	0.5
	0.5
	4.75

	Clifton 
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0.9
	0.9

	Deaf Society [3]
	1
	0
	0
	0
	0
	0
	0
	0
	0
	0
	1

	Law Centre
	0
	0
	1
	0
	1
	1
	1
	1
	0
	0
	5

	Meadows
	0
	0
	0
	0
	0
	0
	0
	0
	1.3
	0
	1.3

	Leisure WRO
	0
	0
	0
	0
	0
	0
	0.5
	0
	0
	0
	0.5

	NWAS [2]
	0
	2
	0
	0
	0
	0
	0
	0
	0
	0
	2

	[image: image2.wmf]Players Court
	0.5
	0.5
	0.5
	1
	1.5
	0
	1.5
	1
	1
	0.5
	8

	Probation [3]
	1.3
	0
	0
	0
	0
	0
	0
	0
	0
	0
	1.3

	Shelter[3] [4]
	3.9
	0
	0
	0
	0
	0
	0
	0
	0
	0
	3.9

	St Ann’s
	0
	0
	0
	0
	0
	2
	2
	0
	0
	0
	4

	Sure Start North West
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0

	Sure Start Sneighton
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0
	0

	TOTAL
	6.7
	2.5
	3.9
	1.75
	3.5
	3
	6
	2
	2.8
	1.9
	34.05

	[1]    64% CAB work only in Nottingham City 

[2]    NWAS small amounts in areas 4, 5 & 6.

[3]    No information on client ward given

[4]    New NCC debt advice posts


7.7 Appendix 7: Glossary
Throughout this report reference has been made to a number of terms commonly used in the advice sector. This section provides our definition of these terms and the concepts used.

Advice – the activity protecting or enforcing an individual (or groups) legal rights and entitlements. This is likely to include one or all of the following activities: diagnosing the problem, giving information, advising on the options available, taking action on behalf of clients, negotiating on their behalf, representing clients’ cases at tribunal and courts.
Second-tier Support – one or more of the following: expert legal advice (telephone, face to face or email) supported casework and training to organisations or agencies to help them provide quality advice services.

As part of the CLS Quality Mark framework, the Legal Services Commission has defined the following levels of information and advice service provision as follows: 

Assisted Information – this level is where paid and unpaid staff are available to help clients access information, to identify where a client needs further information or advice and help clients select an appropriate service where they will be able to receive this.

General Help level applies mainly to advice agencies that provide general advice including diagnosing clients’ problems, giving information and explaining options/ identifying further action the client can take action. Give basic assistance, e.g. filling in basic forms, contacting third parties to seek information.

General Help with casework – the definition of “casework” involves follow up work or taking action on behalf of clients in order to move the case on. This may include negotiation and advocacy on the client’s behalf to third parties on the telephone, by letter or face-to-face.

Specialist Help level refers to services that provide advice and legal help on complex matters in specific areas of law including representation where this is permitted. This level applies mainly to solicitors and franchised advice agencies.
Advice agencies – voluntary sector organisations which provide free, independent, confidential advice on a range of legal issues regarding social welfare law. For some, legal advice is their main activity. For others, advice is one of a range of services meeting the needs of the communities they serve.

7.8 Appendix 8: Comparative Take up Analysis

As part of our review we undertook an analysis of benefit take up in Nottingham. It is well established that many people who are entitled to benefits fail to claim them and researchers have extensively explored the reasons for this. 

People fail to claim benefits they are entitled to because of a number of inter-related barriers: 

· They have low lifestyle expectations:

· They wish to retain independence by avoiding contact with social security 

· They have negative perceptions about the social security system

· They have had or have heard of previous personal negative experiences with the benefits system

· They have insufficient knowledge to realise that they are entitled.
Advice agencies have a crucial role to play in helping people overcome these barriers.

· Lower levels of benefit take up have direct implications for the local authority and the local community

· Part of central government grant to local authorities is weighted to take account of certain proxy indicators of need (primarily numbers on Income Support or Attendance Allowance)

· There is strong evidence that higher levels of benefit take up result in local job creation and the multiplier effect from local benefits spending has been shown to recycle benefits spending 1.7 times a year within the local economy.

· Levels of material deprivation are higher

· Local authority incomes for acre charges is reduced

· People are less able to meet their key liabilities such as rent, utilities and local taxes – all of which have a wider impact on people’s well being

· There are links between higher level of benefit take up and improved health outcomes.
7.8.1 The National Picture
The latest available data (2003/4) from the Department for Work and Pensions shows that the following patterns of benefit take up apply nationally. Estimates of means tested benefit take-up are based on data from the Family Resources Survey and the sample sizes of this mean that local disaggregating produces very unreliable results.

· Income Support (for non-pensioners)

Take-up between 85% and 95% by caseload 

Take-up between 91% and 97% by expenditure (£270m unclaimed)

· Minimum Income Guarantee (IS for pensioners)

Take-up between 63% and 74% by caseload 

Take-up between 72% and 83% by expenditure (up to £1520m unclaimed)

· Pension Credit

66% (Jan ‘05) by caseload

· Housing Benefit

Take-up between 84% and 90% by caseload 

Take-up between 88% and 93% by expenditure 

· Council Tax Benefit

Take-up between 65% and 71% by caseload (and down on previous years)

Take-up between 68% and 75% by expenditure 

· Jobseeker’s Allowance (Income Based)

Take-up between 55% and 70% by caseload

Take-up between 62% and 76% by expenditure

· DLA (source: DWP in house research summary No 5 1998)

30% - 50% (care)

50-70% (mobility)

7.8.2 The Local Picture
If the same levels of take-up are applied to Nottingham, it would suggest that the following numbers of people were missing out on benefits they are entitled to:

	
	Receiving (2004)
	Estimated entitled non recipients

	Income Support
	20,030
	1,054 – 3,534

	Pension Credit
	15,300
	10,098

	Housing Benefit
	29,600
	3,288 – 5,638

	Council Tax Benefit
	33,800
	13,805 - 18,200

	Income based JSA
	5,110
	2,190 – 4,180

	DLA care component
	14,180
	8,508 - 14,180

	DLA mobility component
	14,335
	14,335 - 20,069


Even if the level of benefit take up in Nottingham is better than average, (as the data in the table below suggests is the case with some benefits – possibly because of higher levels of poverty), there are still significant numbers who are missing out. Nottingham’s higher than average levels of poverty and low income may also increase the numbers of those missing out to higher than average levels.

The sample size used for the national estimates is too small when applied to local levels and produces very unsafe estimates.

7.8.3 How Does Benefit Take-Up In Nottingham Compare To Other Cities?
A further indicator of take up can be obtained by comparing benefit recipient numbers as a proportion of broadly eligible groups (e.g. people in the 2001 Census who are listed as having “general health not good” and the number of Disability Living and Attendance Allowance awards) between Nottingham and cities which have similar characteristics. In particular, the Office for National Statistics has identified the cities of Manchester, Newcastle upon Tyne and Southampton, (in order of similarity), as having very similar population characteristics to Nottingham.

This exercise produces some useful insights into comparative levels of take up but it is not a precise exercise because there is no data about the actual eligibility of people in the broadly entitled groups (e.g. income, capital, levels of disability and means tested eligibility among non working people aged 18 - 60). 

The results can also be skewed by local population characteristics (e.g. if the local elderly population have an above average level of occupational pensions or a higher than average level of publicly funded care accommodation). However, despite these limitations we believe that these broad groups are proxy indicators of entitlement when used comparatively.
7.8.4 Estimates of Benefit Take-Up
	
	A
	B
	C
	D
	E

	Nottingham
	77.3
	16.5
	32.3
	54.9
	45.9

	Bristol
	75.5
	19.5
	24.1
	52.1
	36.9

	Derby
	79.8
	18.2
	23.1
	46.9
	38.4

	Leicester
	65.6
	14.3
	35.5
	69.7
	48.3

	Manchester
	74.6
	18.4
	37.6
	66.9
	49.7

	Newcastle
	68.4
	16.5
	31.2
	50.2
	38.2

	Southampton
	65.4
	12.1
	22.9
	45.4
	38.9

	LB Tower Hamlets
	57.6
	16.9
	47.9
	51.7
	49.8

	Average
	70.5
	16.5
	31.8
	54.7
	43.2


A = Number of awards of AA and DLA as a percentage of population with health which is “not good” 

B = Percentage of population over 65 who receive Attendance Allowance

C = Percentage of over 60s who receive Pension Credit

D = Income Support or Jobseeker’s Allowance as percentage of the workless population aged 18 – 60

E = Carers allowance awards as percentage of the number of unpaid carers who spend 50 or more hours per week caring
7.8.5 Conclusions and Solutions

A number of conclusions and solutions are suggested by this analysis and could form the basis of future benefit take-up activity in Nottingham over the next few years:

Take up of DLA appears to be better in Nottingham. But this is not cause for complacency and it ought to be possible to achieve similar levels of take - up as Derby. Children with special needs are known to be a group which particularly under-claim this benefit and they are also known to be a group which is at particular risk of experiencing child poverty. 

Take-up of Attendance Allowance appears to be lower than one might expect and is even below the national average of 17.2%. NCC could set a target of improving take up by four percentage points within three years (nationally, claim rates currently grow by 0.66% a year). 

There appears to be scope for improving take up rates of Pension Credit – perhaps by large scale and routine use of HB/CTB data-matching. 

The percentage of carers receiving Carers Allowance is related to the number of awards of DLA and AA. Improving AA take-up will assist take up rates of Carers Allowance (particularly among older carers). One would expect Nottingham to have very similar take-up rates as Leicester and Manchester. A refocused second tier service within Social Services would assist with this. 

As nationally, there is likely to be scope for take up of Council Tax Benefit – low income owner occupiers are known to be a group which particularly under-claim and the cumbersome administrative processes around Pension Credit mean that people on Pension Credit can fail to claim Council Tax and/or Housing Benefits. Improved Council Tax Benefit take-up will have a direct and positive, no-cost impact on Nottingham’s Council Tax collection rate. We have also separately identified a pattern of under-spending of Discretionary Housing Payments by Nottingham City Council.
7.9 Appendix 9: Guide to Areas
Area 1 – Bulwell and Bulwell Forest

Area 2 – Basford and Bestwood

Area 3 – Apsley, Bilborough and Leen Valley

Area 4 – Arboretum, Berridge and Radford & Park

Area 5 – Mapperley and Sherwood

Area 6 – St Anns and Dales

Area 7 – Wollaton West and Wollaton East

Area 8 – Bridge and Dunkirk & Lenton

Area 9 – Clifton North and Clifton South
7.10 Appendix 10: Remit and Key Tasks for Joint Commissioning Board
Remit for the Joint Commission Board is to:

· Develop a strategy to ensure advice provision meets NCC strategic goals.

· Use IMD data and this review to inform the planning and location of advice services.

· Identify relevant local, regional and national funding opportunities.

· Co-ordinate appropriate joint funding bids with relevant city advice providers. 

· Encourage joint consistent and complementary monitoring, reporting and Service Level Agreements between funders.

· Ensure equalities issues are addressed and access to advice for minority communities is improved.

The key priorities for the Joint Commissioning Board should include:

· Securing funding to replace NRF, Sure Start and PCT funding for 2006 and beyond.

· Working to secure central government funding to expand and develop debt advice provision in the City.

· Work with the CLSP to identify ways in which Nottingham City legal and advice services can become an active partner in the future CLS strategy.

· Handover of the Commissioning and Contracting role of the Social Services Department to the Joint Commissioning Board.
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�‘Legal and Advice Services: A Pathway out of Social Exclusion’. Lord Chancellor’s Department and Law Centres Federation. 2001.


� ‘Making legal rights a reality. The LSC’s Strategy for the Community Legal Service’ Legal Services Commission. July 2005.


�Discussions between the Law Society, Advice Services Alliance and the LSC are ongoing. Any changes will not come into force before April 2006.


� Paragraph 8.4 “A Fairer Deal for Legal Aid” op cit. 


� Report of the Review of the Regulatory Framework for Legal Services in England and Wales. London. 2005. Department for Consitutional Affairs.  


� Paragraph 6.31 “A Fairer Deal for Legal Aid” op cit.


� “Legal and advice services: A pathway out of social exclusion” Lord Chancellors Department & LCF, 2001.


�For more information on this, and in particular findings from previous research involving Newham Social Regeneration Unit’s income maximisation work and its effect on local spend, see Sacks, J (2002).


� See Fraser of Allender Institute (2001).


� A unit cost per job was also calculated, and findings demonstrate that jobs created via increased benefit income were substantially cheaper than those developed through other government assistance programmes such as Enterprise Zones.


� Graham, J. et al (2005) The role of work in low income families with children – a longtitudinal qualitative study. London. DWP.


� Griffith, A. (2003)


� Ambrose, P. & Stone, J. (2003)


� Abbott, S. & Hobby, L. (2002)


� In this context, “vitality” is defined as “levels of energy and tiredness”.


� Abbott & Hobby (2002), p.2


� Frankish, C. J., Green, L. W., et al. (1996).


� Abbott & Hobby (2002), p.2


� see Pre-budget report 


(http:// www.hm-treasury.gov.uk/media/8F9/37/pbr04_profininc_complete_394.pdf.)


� As set out in the Department of Health’s “Shifting the Balance of Power” (DoH, 2001)


� Primary care is defined here as the care provided by people you normally see when you first have a health problem, e.g. interventions resulting from a visit to a doctor or dentist or a trip to a pharmacist to buy cough mixture.


�National Standards, Local Action (DoH, 2004)


� £246,881 from Neighbourhood Renewal Fund via local area planning, £200,000 for 9 Benefit Adviser posts as part of the Nottingham Works Employment Strategy (NRF), and £104,500 from Single Regeneration budget 5 funding.


� ODPM Press Release 17/08/2005. 2005/0142.


� “The Big Lottery Fund Consultation: ASA Response”. ASA September 2004.                   


� One full time post April 2004-March 2005.


� This is total hours for County wide service, only 64% of CAB work in Nottingham City.


� 64% work done in Notts city = 195 hours = 5.25 posts.


� Welfare Rights Unit Only.


� ANARAK: Advice Needs Assessment & Resource Allocation Kit


� Guide to Areas see Appendix 10.


� Includes volunteer hours. 


� For definitions of these terms See Appendix 9.


� Pleasance, Buck,Balmer,O’Grady, Genn and Smith:’Causes of Civil Law and Social Justice’. LSRC 2004


� MBA do not accept the 1100 hours per annum output estimate by the Legal services commission.


� Guide to Areas see Appendix 10.


� Includes volunteer hours.


� See � HYPERLINK "http://www.dfes.gov.uk/readwriteplus/skillsforlifesurvey" ��www.dfes.gov.uk/readwriteplus/skillsforlifesurvey� 


� Joint project Rushcliffe PCT and Citizens Advice.


� £35,890 Nott’s County Council, £36,050 Gedling, £7190 Rushcliff, £8,357 donations.


� Nott’s County Council


� Including £6,190 from Nott's County Council


� This is based on location of work in 2005.With resources reducing agencies may shift resources to more deprived areas and leave some areas with no cover.
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