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1 Executive Summary and Recommendations
1.1 Overview of Findings
1.1.1 Commissioning and Funding of Advice Services

In February 2005, Bristol City Council (BCC) commissioned Michael Bell Associates to undertake a strategic review of the provision of advice services in the city. The main aim of the review was to make an assessment of the extent to which advice services funded by BCC are “fit for purpose and provide value for money”.

This was undertaken through a survey of advice providers, interviews with stakeholders and through meetings with the Steering Group and local advice providers. The review asked to address the following questions:
· What is the most appropriate model for advice in the City?

· Does current provision address geographic-based needs for advice service in the City?

· Does current provision reflect equality considerations, particularly the needs of disabled people and black and minority ethnic (BME) communities in the city?

· Does current provision recognise the need for different levels of advice and specialised advice services?

The funding and location of advice services in Bristol appear to be largely based on a pattern of “organic” historical development, rather than conforming to a strategy that would determine what should be funded, where and why. The application of a strategic approach represents an opportunity that the now defunct Bristol Community Legal Services Partnership (CLSP) was not able to comprehensively address during its lifetime. There is no City Council-wide infrastructure for the planning and commissioning of advice services, no advice service co-ordination arrangements within the Council or across departments concerned with issues that advice affects, and little scope to plan for growth or meet new needs as they arise. No formal system exists for linking funding and provision to needs or strategic priorities such as those identified in the City Council Community Plan. As a result, BCC currently commissions advice services using different contract and service level agreements with individual agencies.

Bristol has high levels of poverty and deprivation. Some areas of the city rank amongst the most deprived wards in the UK. There are below average levels of literacy and numeracy in some areas. In addition, the last five years has seen a significant growth in the Somali community in Bristol. These factors lead to the need for more advice worker time being spent with many clients, as they are unable to assist themselves. 

There appears to be limited local statutory understanding of either the role or function of advice services or the distinctive characteristics of “advice” as distinct from other forms of assistance such as advocacy, community support etc
. As a result, there are a number of organisations currently funded by BCC under the remit of “advice” which, despite providing valuable services to the community, are not advice providers per se.

A lack of recognition of purpose and value of advice services has led to a failure to consult and involve advice agencies in the development and delivery of relevant council policies and priorities dealing with issues such as social inclusion and regeneration.
In terms of economic regeneration alone, key benefits of BCC advice funding include:

· The “levering in” of significant additional match funding for advice agencies

· The introduction of significant amounts of fresh income to the local economy via income maximisation/benefit take-up work

· Improved rates of council revenue collection, i.e. rent and council tax, via debt and benefits advice

Equally, advice enables people to exercise their legal rights and entitlements and actively improves the social inclusion of some of the most marginalised communities such as refugees, BME citizens, lone parents, older people and disabled people.

Many Bristol advice agencies have an insecure funding base. Although BCC support represents a significant contribution to the local advice sector, all agencies are obliged to apply for additional funding, which tends to be short-term, one-off and/or project-based. Supplementary core costs and capital expenses can sometimes be met by grants from charitable trusts, which tend to only be able to make small awards. These factors have put pressure on advice providers to:

· Adopt an “opportunistic” approach to service provision, i.e. prioritise activities that meet funders’ criteria, which puts agencies at risk of straying from their core mission and aims
· Expend significant amounts of management time on identifying and applying for fresh funding

The overall impact of threats to funding and associated reductions in services has a very negative effect on the morale of both the clients and staff members of advice agencies. Some agencies have been extremely successful in accessing non-Council sources of funding, others less so. Advice Centres for Avon (ACFA) has played an extremely important role in enabling agencies to co-ordinate their fundraising activities and avoid unnecessary duplication of effort. In a UK-wide environment of huge competition for advice funding, the positive contribution of ACFA members should be recognised as a rare and valuable asset.

Health-based advice provision is largely based on historical arrangements and the Primary Care Trusts (PCTs) have not been actively engaged in planning advice provision with funders and advice providers. However, PCTs have a key role to play in supporting advice as one of a range of innovative ways of tackling health inequalities.

Bristol is a city with a long tradition as a home for many communities. Government dispersal strategies in relation to asylum seekers have led to the development of new communities in many UK cities. These communities are often vulnerable and have high levels of advice need
. For example, additional time and resources are needed to deal with complex immigration problems as well as issues around racial harassment. Whilst the advice needs of asylum seekers are largely met through central government funding of Refugee Action, funding for those receiving positive decisions and others arriving as a result, for example family reunion, is expected to be met from local sources. Existing local services have received little if any additional funding to meet these new demands.
1.2 Recommendations

1.2.1 A Strategy for Advice

At present the advice sector in Bristol suffers from the absence of an overarching strategy to inform the funding, planning and co-ordination of advice services. This absence is recognised by BCC, and has in part informed the decision to commission this review. 

There are a significant number of public sector funders of advice, including different departments within the City Council, the Legal Service Commission and others. 

Recommendation 1

It is important that the future planning of advice services is more widely owned by the full spectrum of public sector stakeholders and that the work of the sector is seen to be assisting them in meeting their respective agendas. To this end a Joint Planning Board should be established which, in addition to advice sector representatives, includes senior officers from the City Council’s housing, regeneration and social services departments, the two PCTs and the Legal Service Commission. Other bodies, such as neighbouring local authorities Government Office for South West, representatives from minority community organisations and other funders, may be involved as permanent or ad hoc members of this Board as appropriate.

There is a need for BCC to recognise and promote the benefits of advice services both within the local authority itself and to the local community.

Recommendation 2

A future strategy for advice services needs to be devised, which is overtly linked to the wider corporate goals of the following key bodies: 

· Bristol City Council in relation to Social Inclusion and the Community Strategy

· The Legal Services Commission in relation to access to justice

· The Primary Care Trusts in relation to the reduction of health inequalities and the promotion of good public health.

The strategy needs to explicitly acknowledge the contribution of advice services to meeting these broader objectives. The respective local individual strategies and plans of the above bodies need to be informed by the Bristol advice strategy in terms of supporting the engagement of the advice sector in delivering relevant services to meet strategic objectives. 

A number of agencies are currently funded to provide “advice”. However, it is clear that a number of these are not providing services that conform to a definition of this term that would be commonly be recognised by the wider advice sector. 

Recommendation 3

The Joint Planning Board should use this review as an opportunity to agree a definition of advice that is both consistent with wider sector understanding and that can also be applied as a tool to assess which activities merit funding as advice services.
Recommendation 4

Our proposals for better strategic oversight and co-ordination of advice services suggest an enhanced role for ACFA. Funding should be made available to support ACFA’s liaison, development and coordination functions – this should be possible within the Service Level Agreements by reducing the required advice outputs of the agencies concerned. 
1.2.2 Geographical Spread of Services

The current location of advice agencies is largely an accident of history. However, the agencies have responded by developing an active and well co-ordinated system of outreach provision to make services accessible to Bristol residents. We could find no evidence of significant duplication between agencies’ services in terms of location or provision. We therefore make no recommendation in relation to relocation of services.
The City is characterised by areas of high deprivation located next to areas of relative affluence (based upon Super Output Area statistics
), often within the same ward boundary, which serves to mask pockets of high need.
Recommendation 5
Super Output Area (SOA) data should be used to inform the future planning of advice services. However, additional resources should also be deployed to tackle areas of high advice need, using an “assertive” model (e.g. targeted take-up campaigns) in order to supplement “passive” methods of delivery (e.g. waiting for individuals to identify a problem and seek assistance). We consider that such active campaigns should take the form of a special, fixed-term project delivered either by the City Council’s own welfare rights service or with a geographically appropriate voluntary sector agency. 

1.2.3 Models of Delivery

The amount of time spent per client is much higher than models such as the Advice Needs Assessment and Resource Allocation Kit (ANARAK) anticipated. This may in part reflect the “cluster” nature of problems identified in recent research on legal and advice needs
 and the complexity of issues that are now presented requiring a more lengthy and “holistic” approach. As a result there is limited provision of “early intervention” which can reduce the need for later more complex casework. Without substantial additional investment it needs to be acknowledged that the advice needs of the City’s residents will not be met and priorities will need to be established.
Recommendation 6

Service Level Agreements should be used to help shift the balance of provision towards early intervention. It should be acknowledged that such a shift should be undertaken over a period of years to prevent emergency casework being left unassisted.

Many Bristol advice agencies that employ specialist advisers typically use a “triage” model of service delivery. Expert advisers are used to carry out initial problem diagnosis in order to identify the level and type of further assistance that is required.
This system could be used as a tool for more and better inter-agency referrals and as a means of reinforcing the importance of promoting the use of more and better-targeted early interventions. 
Most agencies currently provide some level of telephone advice, although service users identified problems in both awareness of and access to these services. ACFA members have debated how telephone advice services could be better co-ordinated.

Recommendation 7

The Joint Planning Board should offer to commission ACFA to carry out a feasibility study into the development of a single City-wide advice line for all members of the public requiring and being prepared to make use of telephone advice. The study would identify the most appropriate host organisation and provide a draft protocol for referral/signposting between the telephone service and other advice providers. 

1.2.4 Quality & Capacity

The review finds the advice services in Bristol appear to be operating to a high standard. All the key advice providers have secured and maintained the appropriate Community Legal Service (CLS) Quality Mark. 

The research carried out in the course of this review indicates that advice agencies in Bristol are under-resourced to meet the demands on their services. However, even if additional funding were to be made available in the near future, the recruitment problems highlighted by a number of agencies (and replicated across the UK advice sector) indicate that capacity could not be easily increased. The local advice sector has developed a number of training programmes that address the need to both maintain high standards of delivery of existing advisers and also train a new generation of advisers, including many from marginalised communities.

Recommendation 8
The Joint Planning Board should consider the workforce requirements of any future advice strategy and commission ACFA to co-ordinate and oversee the development of existing training programmes with a view to increasing the pool of skilled advice workers and volunteers, with an emphasis on individuals from socially excluded communities. The content and amount of training should also be consistent with the “shape” of the local advice sector as defined by the strategy in terms of levels and types of provision. Activities should include scoping potential funding sources, such as the Learning and Skills Council and European Social Fund.

The review found a significant shortage of immigration advice at all levels in the City. It is reported that City residents have travelled to Cardiff to access immigration advice.
Recommendation 9

The Joint Planning Board should look at providing funding for training and resources to assist with the complex registration process to enable advice centres to train for Office of Immigration Services Commissioner (OISC) Level 1 and Level 2 in immigration advice. They should also work with the Legal Services Commission to prioritise the development of more specialist immigration advice providers in the not-for-profit and private sector.
The review found that BCC Welfare Rights and Money Advice Service was providing training and support to local authority front-line staff, such as tenant support officers, to increase their awareness of benefit and debt issues. These staff can play a valuable role in encouraging “early intervention” for advice problems and signposting to appropriate agencies.
Recommendation 10

BCC and the Joint Planning Board should explore if this role can be formalised within these posts and other these skills and training developed with other front-line staff in both the statutory and voluntary sector.

1.2.5 Management
The review considered the possibility of mergers between agencies or rationalising the number of agencies operating in Bristol. It found there would be no significant advantages or savings to be made from such a strategy. The resources applied to management and overheads are limited. However, small advice providers have difficulty in sustaining services (e.g. when an advice worker is on leave) and also suffer from lack of economies of scale. The economies of advice work have changed in recent years with more complex legislative changes, the emphasis on quality and systems to promote quality (calling for more management) and the move to funding via contracts. These trends have more of an impact on small advice services and their ability to provide a sustainable service.

Recommendation 11
The Joint Planning Board should review the funding to small (less than two staff) advice providers and assess whether services should be encouraged to merge to benefits from economies of scale in management and overhead costs as well as long-term sustainability, whilst ensuring access to advice is maintained.

1.2.6 Premises
The majority of premises occupied by advice agencies are rented from BCC at low rates. However, the premises of a number of agencies are inadequate and unlikely to comply with the requirements of the Disability Discrimination Act in relation to staff or users. 

Recommendation 12
The City Council should second a member of its planning team to the advice sector in order to review the adequacy of all premises occupied by advice organisations and seek to identify other parts of the Council’s estate that may be more appropriate for the provision of advice.

1.2.7 Funding & Monitoring

A number of agencies have successfully secured additional funding from a variety of sources. A proportion of these awards are reaching the end of their lifespan. Other agencies have been less successful in securing funding from non-BCC sources. 
Recommendation 13
There is a pressing need to invest in the local advice sector’s overall fundraising capacity in order to ensure that agencies can maintain and improve access to non-BCC sources of funding to maintain and develop advice services in the City. The Joint Planning Board should prioritise support for these activities via, for example, allocating funds either for intra-sector training/skills and knowledge sharing or the commissioning of outside agencies to carry out this function.

All advice providers funded by BCC should be subject to a common service level agreement framework that has sufficient flexibility to reflect the particular activities of individual agencies but is also consistent with the city-wide pattern of provision and need.

Most advice agencies are reliant on a complex patchwork of funding and are required to juggle compliance with a range of individual funders’ terms of reference, service delivery targets, contract criteria and monitoring and reporting requirements. This incurs a significant cost in terms of management resources.

Recommendation 14
The Joint Planning Board should develop a common monitoring framework to be adopted by all BCC-funded advice providers and should also seek to engage other funders in securing widespread recognition and adoption of this framework. In the medium term, funds should be ring fenced to subsidise agencies’ investment in the technology necessary to support this monitoring during future years.

A number of agencies are currently funded to provide advice services by the Housing and Regeneration Department. The review found that a number are not providing services defined as advice within this report.

Recommendation 15
The Joint Planning Board determines which agencies are defined as advice providers and this should be included in the common service level agreement framework which, reflecting both the work of the agency and city-wide need, should define the nature and level of advice to be provided.

1.2.8 Equalities Issues

The review found concern about access to advice by BME communities. There was also a clear preference amongst some of the newly arrived communities for advice to be a resource “served by their own”. The development the BRIGHT Advice Development Project by the advice sector and community organisations is an effective strategic partnership that should be commended. This innovative project will make a significant contribution to the development of advice services for BME communities. We also recognise the contribution of the Somali Advice Project in developing services to this community. (For details of these projects see Appendix 8).
Recommendation 16
The Joint Planning Board should acknowledge and promote these projects and work with funders to secure resources to mainstream successful provision.

Training programmes developed by the sector are seeking to ensure that the future workforce is more representative of these newer communities. In addition, new centrally funded programmes of support are emerging, such as the SUNRISE (Strategic Upgrade of National Refugee Integration Services) pilots from the Home Office
.
Recommendation 17
There are a significant number of community organisations that undertake a signposting or community advocacy role in relation to social welfare issues. Their contribution has not been included in this review, but BCC should consider mapping the location and scope of the work they undertake as these groups have a central role in supporting communities that face obstacles to accessing advice and other services.
The review found concern amongst advice providers and stakeholders that an increasing number of advice seeking residents were affected by mental health problems.
Recommendation 18
The Joint Planning Board should establish a working group comprising the PCTs and relevant social services teams to further examine the advice needs of people with mental health problems and their carers and look to the joint commissioning of services, e.g. through Section 11 arrangements, where these will be consistent with their wider objectives.
No specific issues were identified in relation to women or to Lesbian, Gay, Bisexual and Transgender communities. However, future needs assessments relating to the specific advice needs of these communities of interest should be commissioned by the Joint Planning Board.

1.2.9 Miscellaneous

The most significant “miscellaneous” issue raised in the course of the review related to the administration of Housing Benefit and the operation of the Council’s debt recovery service. It was estimated that delays in payment of Housing Benefit and debt recovery enforcement practices were a significant cause of advice problems in Bristol. Advice agencies calculated that these problems accounted for between 15-20% of their workload. If these issues could be addressed at a policy level, there would be an ultimate sector-wide staff resource “gain” equivalent to an extra 10–15 full-time advice workers, which would make a significant difference to the current gap between need and current provision.

Recommendation 19
The Joint Planning Board should seek an early revision of the protocols relating to the administration of Housing Benefit and Council debt recovery services.

2 Introduction
2.1 Background to this Report
Since its inception as a unitary authority, Bristol City Council (BCC) has developed a track record of funding a wide range of voluntary and statutory providers of advice and legal services. During the 2004-5 financial year, BCC’s Community Regeneration division (via the Chief Executive’s department) provided over £890,000 to nineteen voluntary sector agencies “to provide advice services”. Approximately £333,000 was provided to the local authority’s in-house Welfare Rights and Money Advice Service and £786,000 for Bristol City Trading Standards Service for consumer advice. In addition to this, other BCC departments also contribute to the funding of advice, for example, the Neighbourhood and Housing Services in relation to its statutory duties to advise on homelessness.

For the purpose of this review we have defined advice as the provision of information, advice and representation to individuals and groups on their legal rights and responsibilities on social welfare law. See Glossary for further definitions.

In undertaking this review we have considered not only local factors but also the wider policy context as set out in the Bristol Community Strategy. In addition certain external developments will have an impact on the advice sector. Amongst these perhaps the most significant is the health sector’s renewed commitment to tackling health inequalities and the opportunities this presents for advice services.
2.2
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 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

2.2 Advice Networks

Most non-local authority providers in Bristol are members of one (or more) of the following advice network 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 – Disability Information Advice Line UK;

· 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.

2.3 ACFA

Advice Centres for Avon (ACFA) is a forum established to represent the interests of Bristol and Avon independent advice providers. This body is facilitated by Bristol advice agencies with a small amount of financial support from Bristol City Council (£800 per annum). It enables advice services development to be co-ordinated and supported. Each member organisation agrees to work together in order to develop an overall local programme of services and seek to avoid duplication of provision. (ACFA Constitution Appendix 1).
In our experience ACFA is one of the most successful and vibrant local/sub-regional advice forums in the UK. Recent achievements include:

· Co-ordination and delivery of the South West Advice Training programme;
· Successful funding applications to charitable trusts and central government to support training and advice development in the City. The most recent example included Department of Work and Pensions funding for an Older People’s Health and Benefits Project, which enables various ACFA members to promote the take-up of benefits by older people in Bristol.

2.4 Methodology

The methodology used in undertaking this review is outlined below. A planning tool developed by Michael Bell Associates for use in advice reviews, ANARAK, was used to assess advice need, supply and capacity. Please see Appendix 2 for a fuller description of ANARAK.

Stage One – Assessing Advice Need

An assessment of advice needs on a ward by ward basis, aggregated to four district levels and a borough-wide basis was undertaken using ANARAK.
Stage Two – Mapping Provision & Gap Analysis

Research consultants undertook an analysis of funding drawn on and activities provided by agencies via a survey of advice providers and detailed interviews with eight organisations. 

Stage Three – Developing the Model

Draft findings were collected and tested with the Steering Group and BCC-funded advice providers, interviews with eight key stakeholders, and interviews with potential service users accessed via six focus groups.
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 Lord Chancellor directed the Legal Services Commission (LSC) that priority should be given to “help with social welfare issues that will enable people to avoid or climb out of social exclusion”. 

The 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 developing access to legal services.

3.1.1 Community Legal Services Partnerships

Community Legal Service Partnerships (CLSPs) consist of representatives of the LSC, local authorities and other funders, as well as suppliers of legal services. 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. They are usually coterminous with local authority boundaries.

Each CLSP was expected to produce a strategic plan to map out need for advice services in each category of law for each partnership (usually based on local authority boundaries). 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 Bristol City, no longer have an active partnership. 

The Advice Services Alliance (ASA) provided a detailed analysis of the problems and issues concerning CLSPs and identified the following significant constraints under which they operate
:
· There is no legal obligation on anyone other than the LSC to participate
· There is only a small amount of resources provided to assist the work of each CLSP

· There are no significant financial incentives to encourage participation in the CLSP

3.1.2 Quality Mark

The CLS Quality Mark is a 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 CLSPs. 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 LSC were only taking new Quality Mark applications from identified key organisations and undertaking audits for Quality Mark assessments were low on the list of priorities. They have begun the development of competence-based frameworks. The future direction of the Quality Mark is uncertain. A new CLS Director has been appointed and a five-year strategy for the CLS is due to be published in summer 2005.

3.2 Local Authority Best Value Performance Indicators
Following a comprehensive review of Best Value Performance Indicators (BVPIs), the indicator dealing with advice provision was clarified and refined, and is now as follows:

BVI 177 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 CLS Quality Mark;

(c) Total amount spent on advice and guidance provided directly by the authority in the area of housing, welfare benefits and consumer.
The revised Performance Indicator has certain implications for the funding of advice by BCC:

· In line with our recommendation, BCC should ensure that it agrees, understands and applies a consistent definition of “advice and guidance” that focuses on social welfare information and advice and is distinct from mediation, community advocacy or other support activities.
· The incentive to prioritise in-house provision of housing, welfare benefits and consumer advice should be considered in tandem with the need to ensure sufficient provision of independent advice by external agencies, particularly in relation to services that provide assistance in relation to Housing Benefit problems and disputes relating to council tenancies or allocations.
3.3 Changing Legal Needs

There are constant changes to the social welfare legislation that impact upon advice and information providers. For example, in the last year there were over twenty significant changes to welfare benefits legislation. In recent years we have 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 as well as major changes to Incapacity Benefit.
New legislation 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.

3.4 Advice and Regeneration

The Department for Constitutional Affairs (DCA) 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. 

3.4.1 How Advice Contributes to Bristol’s Community Strategy
Social welfare advice plays a key role in meeting key themes of the Bristol Community Strategy. The paragraphs below summarise research findings that demonstrate how advice contributes to three of the Strategy’s main aims:

· Building a thriving economy

· Strengthening local communities

· Promoting health and well-being

Building a thriving 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 on the economic impact on job creation of increased benefit income derived from take-up work undertaken by Glasgow City Council’s Welfare Rights Services calculated that just over £11 million in additional income 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.
Strengthening local communities

The 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 isn’t limited to “more money” but also includes a more positive outlook based on having one’s statutory entitlements recognised
.
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 6 months scored higher at 12 months that those who had to wait longer”. This may suggest that for those who have to wait unreasonably long periods to have their entitlement experience “attrition”, i.e. positive effects of gaining or safeguarding benefits are offset by the frustration of the delays involved in securing them.

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”
.
3.5 Funding for Advice

Potential sources of financial support have become increasingly diverse in recent years, particularly as a result of the introduction of various forms of regeneration and social inclusion funding, such as the Neighbourhood Renewal Fund, New Deal for Communities, Single Regeneration Budget, Sure Start and various Home Office refugee/asylum/community cohesion funding programmes. Many agencies rely on a patchwork of funding from a range of statutory and charitable sources. This section attempts to provide a brief outline of current sources of non-local authority funding and the issues associated with them.

3.5.1 Future of Legal Aid Contracts
Following a pilot phase initiated in 1994, the opportunity for non-private practice providers of legal advice to bid for Not-for-Profit “block” Legal Aid contracts was introduced in 2000. Please see Appendix 3 for information regarding which Bristol agencies currently receive Legal Aid income. 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 per individual contract).

In autumn 2004 the LSC published a consultation paper “A New Focus for Civil Legal Aid”. The paper proposed, amongst other things, changes to the LSC Funding Code and the scope of Civil Legal Aid, including alterations to the Not-for-Profit (NfP) Contract. One of the most significant of these is the desire to move away from paying for “inputs” (such as time spent on a case) to a system of paying a fixed amount for “outputs”, i.e. the number of cases completed. The rate at which fixed fees are to be paid could even be determined by competitive tendering.

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 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 continue 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
.
3.5.2 Regeneration Funding

The nature of funding for regeneration initiatives has changed radically over the last few decades. In the 1980’s the emphasis was on economic and environmental improvements to tackle declining or failing areas rather than social or pre-economic interventions such as advice work. Task Forces and City Challenge and Single Regeneration Budgets (SRBs) have always allocated funds to pre-economic activity and the government’s policy goals for regeneration and renewal included a commitment to empower communities to increase social inclusion. Neighbourhood Renewal strategies provided opportunities for individuals and their communities and voluntary sector organisations to engage constructively in the regeneration and renewal of their neighbourhoods.

The range of regeneration funding included the following programmes:
· Coalfield Regeneration Trust

· Community Empowerment Fund

· Community Legal Services Partnerships

· Connexions

· European Structural Funds

· Health Action Zones

· Neighbourhood Renewal Fund (NRF)
· New Deal for Communities

· Sure Start.

The advice sector in England and Wales has had varying success in accessing regeneration funding. Many of the streams had modest budgets, strict output and impact requirements and in most cases a pre-requisite is to provide match funding. However, a number of advice agencies, including agencies in Bristol, have managed to access such funding to support advice work. North Bristol Advice Centre and South Bristol Advice Service accessed Sure Start funding to support community advice services with local families. North Bristol Advice Centre also accessed Neighbourhood Renewal funding to develop their services. East Bristol Advice Centre was established with the support of Community @ Heart Funding. 
The Spending Review 2004 has made available a further £525 million of NRF resources for 2006/7 and 2007/8 and no decision has been taken yet on how the new resources will be allocated but guidelines are expected by the end of the year. 

3.5.3 Financial Inclusion Fund

The 2004 pre-Budget report announced the introduction of a Financial Inclusion Fund of £120 million, designed to support the government's aims to increase access to forms of affordable credit and to support a significant increase in the provision of free face-to-face money advice. No awards have yet been made, and as of April 2005, no further public information was available. Bristol Debt Advice Centre is well networked into the government financial inclusion strategies and actively participating in the consultations currently taking place. The Department of Trade and Industry (DTI) announced £45 million for debt advice work.
3.5.4 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 Bristol there are two PCTs – Bristol North covering around 55% of the population and Bristol South and West covering around 45% of the population.
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 service 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 we consider that they provide significant opportunities in general terms 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 for more than 100 years (led by early pioneers such as Joseph Rowntree) 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. To secure such funding, both BCC through the Local Strategic Partnership and advice agencies themselves will need to demonstrate how advice services can contribute to the PCTs’ achievement of their health inequalities targets as set out in their local delivery plans.

3.6 Asylum Seekers & Refugees

Since 2002 Bristol has been a significant site for the dispersal of asylum seekers awaiting decisions on their application for refugee status. Asylum seekers dispersed to Bristol 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 Bristol, the major current NASS provider is Refugee Action Immigration and asylum advice is not covered by this funding, which is deemed to be already covered by Legal Aid contracts with other suppliers. In reality, actual provision of immigration/asylum advice is patchy.

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. 

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 Bristol. 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 resources.

4 Current Advice Provision in Bristol
4.1 Introduction

The BCC tender brief was concerned with assessing:

“The provision of impartial information, advice and representation free of charge, to individuals and groups on their legal rights and responsibilities. It covers detailed expert advice which is available in all relevant areas of social welfare law including, but not restricted to, social security, housing and homelessness, employment, education, immigration and nationality, health and social care, consumer, family, debt and money and discrimination”.
There are a huge range of voluntary and statutory agencies in the City of Bristol that are engaged in the provision of advice and information. For the purpose of this review we focused upon agencies whose primary focus was the provision of advice in the following key areas of social welfare civil law as itemised by the LSC:
· Community Care
· Consumer
· Debt
· Education
· Welfare Benefits
· Family

· Housing

· Immigration & Nationality

· Employment

We identified organisations on the basis of two criteria:

· Agencies receiving funding for advice work from BCC Community Regeneration

· Members of ACFA who operated in Bristol City.

These organisations were then sent a survey to identify the nature and extent of their service, the inputs (staffing, funding) and outputs (amount and type of advice, location). 

4.2 Voluntary Organisations Included in this Review

The following voluntary organisations were including in this review and the mapping of services: 

Age Concern Bristol

Provides free, confidential advice to older people in Bristol through appointments, telephone advice outreach sessions and home visits. Advice and information on consumer, housing and welfare benefits. 

Avon and Bristol Community Law Centre
Provides free legal advice and representation on employment, housing, immigration, debt, welfare benefits, community care, race, disability and sex discrimination issues via telephone, day and evening appointments from office in central Bristol and outreach sessions across the city. Also provides support and consultancy to advice agencies and voluntary organisations across the city, including legal advice on charity law to local voluntary organisations, and undertakes community development work to support and improve advice services in Bristol (including participation in ACFA and development of the BRIGHT Project)
.
Avon (University Settlement) Community Association 

Provides a free confidential advice, information and advocacy service on a wide range of subjects including welfare benefits, housing, debt and employment. Services are provided from their own premises in Shirehampton principally for people in the BS11 postcode and adjoining areas.
Bangladeshi Association

Provides an advice and information service on housing, benefits, health, and immigration issues to the Bangladeshi community. Also provides advice and information on training and educational opportunities as well as running a supplementary school, youth groups and women’s groups.
Bristol Citizens Advice Bureau

Provides free independent and confidential advice on a range of subjects including debt, housing, employment, immigration and welfare benefits. Services provided from a centrally based office and through outreach services.

Bristol Debt Advice Centre

Provides a free and confidential debt and money advice service to Bristol residents through telephone, appointments and outreach sessions.

CHAS

Provides free independent housing and benefits advice from a city centre-based location and also via telephone and outreach sessions.

Disability Information and Advice Service (DIAS)

Provides free, impartial and independent advice services for disabled people. Focus is predominantly on welfare benefits and information and advice relating to the Disability Discrimination Act 1995.

East Bristol Advice Centre (including Barton Hill Advice Centre)

Provides free and confidential independent advice on welfare benefits, housing, employment, debt and immigration issues for residents of east Bristol via appointments, telephone and outreach sessions. Advice and information.

North Bristol Advice Centre

Provides a free independent information, advice and representation service to people living in North Bristol on welfare benefits, debt, housing and basic employment law issues via appointments, drop-in sessions, outreach and home visits. 

Shelter

Provides free, independent housing and homelessness advice and representation service to Bristol residents via drop-in, outreach sessions and telephone advice.

South Bristol Advice Centre
Provides free confidential independent information, advice and representation on welfare benefits, debt, housing and basic employment law issues to residents of South Bristol via appointments, drop-in sessions, outreach and home visits. Also provides NVQ Level 3 Advice and Guidance Training for volunteer advice workers.

St. Paul’s Advice Centre

Provides free legal information, advice and representation on welfare benefits, immigration, housing, debt, employment and community care issues to residents of St. Paul’s, St. Agnes, St. Werburghs and Easton through appointments, drop-in and outreach sessions and home visits. 

A number of groups funded by BCC Community Regeneration did not return the survey despite being sent copies by post and e-mail and “chased” via follow-up telephone calls. On reviewing these organisations’ Service Level Agreements the following profile information was ascertained:

Awaz Utoah – primary activity is to support Asian victims of crime; agency does not provide advice in any areas of social welfare law.

Sikh Resource Centre – provides cultural support and education activities.
Child Poverty Action Group – aims to provide social welfare law advice to tackle and overcome child poverty.
Bristol Muslim Cultural Society – in addition to cultural activities and representing the Muslim community, activities include providing welfare benefits and housing advice. 

4.3 Local Authority Provision
4.3.1 Welfare Rights and Money Advice Service

Funded by Neighbourhood and Housing Services as well as a sub-contract with Supporting People. It provides:
· A guide on dealing with debt, telephone advice and money advice casework for BCC tenants

· Benefit take-up campaigns – telephone benefit checks followed up by casework when required

· Benefit casework for limited referral categories, mainly older or disabled people, for example service users of Supporting People-funded projects, residents of sheltered housing projects

· Outreach casework for excluded groups, e.g. BME groups

· Debt and benefits training and telephone advice for front line BCC staff.

4.3.2 Care Direct

Based within Social Services Department, provides a service to vulnerable adults, older people and their carers. Services include access to social services resources and help to older people applying for benefits. 

4.3.3 Trading Standards Service
Part of Bristol City Council it provides in-depth advice and mediation from one-off telephone calls to complex casework to the public in response to problems with goods and services. It also has an enforcement role regarding trading standards and provides a weekly outreach session at the CAB, members of ACFA and currently training Age Concern staff. 

4.4 Organisations not Included in this Review
There were a number of groups receiving BCC Community Regeneration funding that we decided not to include in review findings. These groups provide essential and valuable services but their principal role was not the provision of free, legal advice services to the public. These organisations are:

· Chinese Women’s Group – exists to promote and provide cultural activities for the Chinese community and acts as an advocate on behalf of Chinese people in Bristol in their dealings with external agencies, including BCC and the police. The agency confirmed to us that it does not provide social welfare advice, but signposts users to relevant agencies, often accompanying them and providing interpretation. 

· SARI (Support Against Racial Incidents) – works with victims of racial harassment. Provides in-depth casework support to victims and advice on remedies open to them. This may include a small amount of advice on securing welfare benefits and housing but only in the context of support on harassment issues. Does not hold any level of LSC Quality Mark. 

· Next Link Housing Project – provides support to victims of domestic abuse. Agency informed us that it does not provide advice in any areas of social welfare law.

· Refugee Action – the funding it receives is to facilitate and maintain an inter-agency forum to address refugee issues. Refugee Action (South West) Asylum Advice provides a comprehensive and substantial legal advice service to asylum seekers in the south west. However, this is only available to those seeking asylum and is funded by the Home Office as part of the NASS system. 
· Bristol Care and Repair - receives funding from other departments but not Community Regeneration. Provides advice and support to older or disabled people who need repairs or adaptations to their home. 10% of its activity is advice on social welfare law issues but only to those seeking repairs or adaptations to their property.

· Off the Record – young people’s counselling and support service that actively supports those challenging discrimination.
4.5 Bristol Community Legal Services Partnership

The Bristol Community Legal Service Partnership (CLSP) was one of the first pilot CLSPs (known as Associate Pioneer Partnerships) and set up a Steering Group in 1999, which included representatives from the main advice providers from private practice, the voluntary sector and the local authority services, as well as the LSP. They came together to prepare a local plan for advice and legal services based on local need. 

In June 2001, the CLSP published an Outline Strategic Plan for the Development of Legal Advice Services, which reported the outcomes of a needs analysis whose findings included the following
:

· The existence of a “crescent of deprivation” curving from the north west of the city (Lawrence Weston) to Bishopsworth in the south west, which suggested high levels of need for legal advice.

· A recognition that deprivation within individual wards is not “uniform”, i.e. sub-ward needs require further analysis.

· A well established range of advice services did not close the gap between demand and supply.
· All social welfare advice subject areas/categories are under-resourced.

· As demand increases there is an increase in demand for the training and supply of skilled advice workers, who are currently in short supply.
The Bristol CLSP reports it no longer holds regular meetings “but the main providers are in contact via email or other fora”. We spoke to Pamela Judge, Regional Developments Manager and Karen Stone, District Manager (Severnside), who believe the CLSP’s demise was attributable to a number of factors:

· Both ACFA and the local branch of the Law Society are very active and successful in representing the concerns and interests of NfP and private practice advice providers. As such, the CLSP may have been regarded as “just another-co-ordinating body”. Arguably, the CLSP would have been better employed in co-ordinating the individual activities of these existing and effective representative bodies.

· The input from Bristol City Council was “not good”, e.g. the local authority liaison role fell to a junior officer, and without representation by staff with sufficient political “clout”, the CLSP lost momentum. 

The LSC believes it is unlikely that a CLSP in Bristol will be resurrected and no planning of advice and legal services in Bristol will be co-ordinated through the CLSP network. However, the LSC states it is still concerned with ensuring there are sufficient suppliers of legal and advice and with quality issues affecting advice. Development of advice services will continue to be part of the CLS Development Team’s function. 

None of the above issues is unique to Bristol and many CLSPs no longer function. A briefing paper by the ASA recognised that CLSPs operate under significant constraints. There is no obligation for anyone other than the LSC to participate and no resources or funding are provided to assist the work of CLSPs. In addition, the balance between different partners and the commitment they have shown has raised serious issues about the sustainability and impact of CLSPs
. The report in particular noted the “varying degrees of commitment and interests shown by local authorities” and suggested that “clarification is needed as to the duties of local authorities and whether they should be required to participate in CLSPs”.
We spoke with a number of prior participants in Bristol CLSP, including private practice solicitors and advice agencies, which had made the decision that they could not commit resources to support a failing partnership. They were disappointed that the CLSP had not succeeded in making sufficient links between legal and advice services, local authority and other funders, and regeneration partnership and planning initiatives. 

5 Advice Needs in Bristol

5.1 ANARAK & Actual Provision 
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 needs, not a blue-print.
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 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 was a tool used to begin to address one of the key questions in the review, which was “Does current provision address geographical based needs for advice services in the City?” For the purpose of this review we updated the ANARAK model to add a further multiplier to reflect the needs highlighted by the Super Output Areas. The table below sets out the estimated advice need in Bristol. It estimates a minimum number of advisers needed to be 75 compared to the actual amount currently in post of 62.5. This is likely to be an underestimate of the level of need.
	Area
	Special Needs Multiplier

	Total 

population

	Advice Hours Require Per Year
	Advisers 

Required
	Actual 

Advice

Hours
	Actual Advisers

FTE
,


	NORTH

BS 7, 9, 10, 11, 34.
	5.75
	108,347
	20,450
	21 
	14,100
	14.5

	CENTRAL

BS 1, 2, 5, 6.
	16.94
	83,467
	19,178
	20
	21,500
	22.5

	EAST

BS 15, 16.
	0.7
	78,372
	13,100
	13
	7,200
	8

	SOUTH

BS 3, 4, 13, 14.
	5.3
	110,429
	20,316
	21
	16,500
	17.5

	Total/Average
	
	380,615
	73,044
	75
	59300
	62.5


Agencies provided statistics on advice given in the six months from April 2004 and they reported seeing a total of just over 15,000 clients during this period. That would mean over 30,000 clients in a 12 month period. (It is important to remember here that a “client” is an individual (or group) seeking advice. Each “client” may be seen by the agency many times whilst their case is being dealt with; the number of visits by each client is not reflected in these figures).

ANARAK estimates approximately 67,250 people in the City would seek advice in any one year. This would support the reports from advice providers that demand for advice far outweighs supply provided.

These figures are only a starting point. ANARAK would need to be further adjusted to take into account the following potential local factors that increase the need for advice:
· Advice to BME and other communities where English is not a first language.

· Additional needs in areas of high illiteracy.

· Future changes in legislation.

· The complex and cluster nature of advice problems in Bristol.

In addition, it should be noted that this “ambient” level of demand is based upon research both by Hazel Genn and the National Consumer Council, which in turn 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 justiciable problem for which advice would be appropriate (e.g. pensioners who are not aware of their entitlement to benefits) and for whom a more proactive model of advice (e.g. take-up campaign) may be appropriate.
The ANARAK model enables a prediction of the type and level of advice sought by indicating number who may require assisted information, general help, etc. Given the recent research identifying the growth of complex ‘cluster’ problems this analysis is not being used.

The above ANARAK assessment does not include the capacity of the Trading Standards Service (TSS) nor the Welfare Rights and Money Advice Service (WRMAS). The review found that TSS was effectively dealing with the majority of consumer advice problems in the City either through its own service or through Consumer Direct South West. WRMAS does not provide an “open door” service to BCC residents; as detailed above this service is limited to certain referral categories and BCC tenants. It provides approximately 330 hours a week casework and telephone advice on money advice and benefits. Resources are also used to provide take-up campaigns and training and support to local authority staff. 
5.2 Funding Profile
5.2.1 Local authority funding

The current local authority investment from BCC Housing and Regeneration to voluntary sector advice providers who responded to the survey totals £687,494 and this levers in an additional £1,762,039 into Bristol from central and regional government and charitable trusts including the Big Lottery. Appendix 8 shows a detailed breakdown of funding by organisation.
	Agency
	Total Funding
	Bristol CC Regeneration Division
	%
	Legal Services Commission
	%
	Other
	%

	Age Concern Bristol
	£184,000
	0
	0
	0
	0
	£184,000
	100%

	Avon (University Settlement)
	£11,164
	£3,164
	28%
	0
	0
	£8,000
	72%

	Avon and Bristol Law Centre
	£406,319

	£186,299
	46%
	£94,463
	23%
	£125,557
	31%

	Bangladeshi Association
	£51,478

	£51,478
	100%
	
	0
	
	0

	Bristol CABx
	£229,646
	£165,348
	72%
	0
	0
	£65,298
	28%

	Bristol Debt Advice Centre
	£297,916
	£42,540
	14%
	£120,519
	41%
	£134,856
	45%

	CHAS
	£28,716
	0
	0
	0
	0
	£28,716
	100%

	DIAS
	£80,501
	£47,661
	59%
	0
	0
	£32,840
	41%

	East Bristol Advice Centre
	£298,431
	£18,219
	6%
	0
	0
	£280,212
	94%

	North Bristol Advice Centre
	£309,047
	£59,935
	19%
	£82,988
	27%
	£175,124
	54%

	Shelter

	£302,000
	0
	0
	£93,000
	31%
	£209,000
	69%

	South Bristol Advice Centre
	£127,775
	£44,231
	34%
	£45,598
	36%
	£37,946
	30%

	St. Paul’s Advice Centre
	£122,540
	£68,619
	56%
	£50,474
	41%
	 £3,447
	3%

	Total
	£2,449,533
	£687,494
	28%
	£487,042
	20%
	£1,284,966
	52%


Over £1.7 million additional funding is generated by City Council investment. Without the City Council investment, much of this additional funding would not be available to support advice services to Bristol residents. With the work of the advice agencies securing this additional investment, Bristol City residents have access to a broader range of quality advice services.

How does this investment compare to similar local authorities? It is very difficult to undertake an accurate comparison of spending on advice services by local authorities. With many authorities, funding for in-house and voluntary sector provision may be spread across a number of departments or divisions. There is not clear definition about what they each include under the term advice services. The revised BVPI for 2005-6 should enable greater comparison.

	Local authority area
	In-house provision
	Voluntary sector provision
	Total spend

	Manchester
	£2 million
	£1.5 million
	£3.5 million

	Leicester
	£665,300
	£546,600
	£1,211,900

	Nottingham (City)
	£822,470
	£532,560
	£1,355,030

	Bristol
	£1,118,858

	£891,789

	£2,010,6476


However, figures show that Bristol is among many authorities investing in quality advice services. For this return, advice agencies generate not only additional income to support services but many benefits for the residents and the Council in the form of additional income into the city from maximising income from welfare benefits, social and financial inclusion of residents and improvements in health and well-being by reducing poverty and inequality.
A number of agencies receive funding from other local authorities to provide services in South Gloucestershire and Bath and North East Somerset. A limited examination of this funding found that there was no evidence to show Bristol City Council funding was being used to support services to non-Bristol residents.

5.2.2 Legal Services Commission Funding

A substantial amount of advice sector funding is in the form of LSC contracts. As mentioned earlier these are difficult to maintain and there are plans to make contracts and spending more competitive and this could mean agencies facing a reduction or loss of funding in future years.

5.2.3 Future Fundraising

In Bristol the overall picture is that the voluntary sector has been successful in accessing a wide range of funding from government and the charitable trusts. But the review found a number of agencies that lacked the capacity and skills to undertake fundraising and could be missing sources of funding to develop their services.

Through this review the following sources of funding could help and support Bristol advice services and initiatives to develop them:

· Financial Inclusion Fund

· Big Lottery

· Futurebuilders

· Regional and national charitable trusts
· Learning Skills Council
· Neighbourhood Renewal Funding 2006-7

5.3 Staffing and Recruitment
Nearly half the agencies reported recent difficulties in recruiting appropriate advice staff. Some had to advertise at least twice before posts were filled. There are a number of reasons for this including:

· A UK wide crisis in training and development of advice workers with no formal route to training and employment. This is being addressed by the development of National Occupational Standards but these will not be completed for some years.

· Smaller agencies are unable to match the terms and conditions of larger agencies and local authority posts.

A number of agencies such as South Bristol Advice Service are undertaking training programmes to “grow” future advisers. This appears to be a useful strategy, particularly in areas of full employment where the trainees are recruited from lone parents and people with long-term illness and disabilities who find it difficult to access traditional employment and have many relevant skills and experience.

5.4 Assessment of Current Provision
A total of 15 survey responses were received from welfare law advice providers, including Bristol City Council Welfare Rights and Money Advice Service. This information has been analysed to provide data on inputs to services, such as funding, and outputs such as the type and level of advice provided. 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 and definitions or terms. Some use computerised monitoring and recording systems and others very simple paper systems. A large amount of very valuable work probably goes unrecorded. Many have different roles and remits and therefore it is not possible to compare like with like. 

The table in Appendix 7 shows the overall type(s) and level of advice provided by each agency from Supported Information (clients are given leaflets and information and referred to appropriate agencies) to Specialist Help (clients receive legal help and representation with complex matters). 

The table below outlines breakdown of the overall levels of advice provided by agencies. 80% of time on General Help and General Help with Casework, 20% on Specialist Help. Assisted Information level is not included as it was not given in the survey by sufficient agencies to include. 

	Overall Levels of Advice
	

	General Help
	39%

	General Help with Casework
	42%

	Specialist Help
	19%


The following table breaks down over areas of law as follows:

	Areas of Law
	% General Help
	% General Help with Casework
	% Specialist Help

	Welfare Benefits
	37
	64
	57

	Housing & Homelessness
	15
	4
	17

	Debt & Money Advice
	16
	27
	13

	Employment
	10
	0
	4

	Consumer
	7
	4
	0

	Family
	6
	0
	0.9

	Immigration
	6
	0
	7

	Education
	2
	0
	0

	Community Care
	1
	0.4
	0.03

	Racial Equality/
Harassment
	0.01
	0
	0.7

	Total
	100%
	99.4%
	99.63%


Advice on Welfare Benefits generates the largest number of enquiries. This is usually the case
but this is also partly a response to the significant resources targeted at welfare benefits and debt/money advice queries by including the local authority Welfare Rights and Money Advice Service. 
This is also reflected by the numbers of LSC contracts held by the not-for-profit advice agencies in Bristol:

Area of Law


Number of Agencies with LSC Contracts

Welfare Benefits

6 

Debt



5

Housing


3

Employment


1

Immigration


1

5.5 Demand and Gaps
Through consultation with the advice providers and various stakeholders a picture of the demand for advice was developed. This cannot be statistically proven and relies somewhat on anecdotal evidence. However, by comparing information from both stakeholders and providers it can be held to reflect the reality in the City.
All agencies reported that demand for advice service far outweighs the supply. Many agencies have three to four weeks waiting period for appointments and they are under enormous pressure to meet this need and have rigorous gate keeping of access with service users who either fail to receive any service or only do so after making multiple telephone calls. This is not very satisfactory for users of advice services, particularly those with urgent and often stressful problems. 

Many agencies, but not all, operate a “triage” system where they will assess the nature of the problem and assess if it is urgent or can be dealt with by an appointment in the future. If it is urgent these agencies will normally have “emergency appointment time” each week for such circumstances. Failing this they will make a direct referral (i.e. make an appointment for the client) with a suitable agency. In non-emergency situations, the waiting time for appointments can be many weeks. The result of this is that agencies can suffer from “no-shows” – people failing to turn up for their appointments. One agency radically reduced “no-shows” by contacting the client (having asked their permission to do so) the day or so prior to their appointment to remind them. If the appointment is no longer needed it can be given to an urgent case but mostly this ensure over 90% attendance.
This triage system although resource-intensive enables appropriate appointments and referrals. Other methods can lead to inappropriate appointments being made weeks in advance with a large number of people failing to keep such appointments. The feedback from the Focus Group supports the concern about being able to access agencies and get help in an emergency or the appropriate referrals.
5.5.1 Areas of Law
Both advice providers and stakeholders reported gaps in the following areas of law:

· Immigration

· Housing Advice

· Employment

· Community Care

5.5.2 Geographical issues

A poor public transport system with few arterial roads means that many people do not travel outside of their immediate local areas, even to the city centre to access advice. This is even more so for BME communities.

South Bristol is known as “an advice desert” but there is outreach work in this region by other agencies.

5.6 Focus Group Reports on Advice Seeking
As part of the review of advice services Michael Bell Associates agreed to consult with Bristol City residents to get a picture of their experience of seeking advice. After consultation with the Steering Group and advice providers, seven groups were identified to interview in “focus groups”
. Four key themes were identified for the groups to discuss with the help of a facilitator from Michael Bell Associates. These were as follows:

· Experience of seeking advice

· Impressions of advice services

· Barriers to advice

· Possible improvements to advice services.

This was not a large-scale piece of qualitative research. However, focus groups were used to deepen our understanding of how advice agencies relate to specific disadvantaged communities. In addition, whilst the facilitator explained what was meant by “advice” and “advice services”, many participants spoke about their experiences of seeking information and advice in a broad range of fields, including employment and training opportunities, local authority and health services.
5.6.1 Findings

Seeking advice:

· Many participants had little or no experience of seeking advice on social welfare law matters because they had little or no awareness about their individual rights and entitlements.

· If they did seek advice, they had little or no recollection of publicity promoting services; they tended to act on recommendations made by family, friends or community groups.

· Participants did not know the difference between different types of advice services and did not initially distinguish between local authority and independent services.

Impressions of advice services:
· There was a low level of awareness of different services with the exception of the Law Centre and CAB.

· Where they or someone they knew had tried to get advice, they reported not being able to access help without waiting some weeks for appointments or being referred on to other agencies and often giving up.

· Those who had sought advice or knew of those who had experienced no discrimination from services.

Barriers to seeking advice:

· Lack of knowledge of legal rights and whether/how these can be enforced.
· Lack of knowledge about where to go to get information and advice.
· Delays in or obstacles to gaining access to advice - waiting for an appointment or being referred on meant that many people gave up seeking help.
· Difficulties for those for whom English was not a first language and concern that services may not have cultural awareness to be appropriate for certain client groups.
· Public transport system is poor and many reported it impossible to access services for this reason.
· Some agencies had poor access for people with physical disabilities (including parking); also public information is need in appropriate formats.
Suggested improvements:

· Promote awareness of legal rights and where one can go to get help.
· Ensure fully accessible and culturally appropriate services tailored to the needs of communities, including Somalis, Asian people and older people.
· Provide home visiting services for older, disabled and vulnerable people.
· Develop better links between community support organisations and the advice sector to assist with raising awareness of rights and improved referral systems.
· Ensure quality advice services are maintained and developed.
5.6.2 Shared Findings.

We compared our research on the above issues with BCC’s own consultation on access to a range of council services and found many common findings, such as the following “key accessibility problems”:
· Not knowing who to contact

· Being passed from pillar to post

· Having physical or financial difficulties that inhibit access

This wider report concluded that no single contact/access method would be universally practical for all users, i.e. “a range of access channels needed to be provided to suit individual needs”, such as:

· face to face in a convenient local setting

· by telephone

· via the internet

· email

· teletext

· in writing

In addition, the access issues for BME communities and older people detailed in the report where similar to those from Michael Bell Associates’ user groups. These included the need for translation and interpreting services, information in different formats, culturally appropriate services and more community link workers.

Appendices

Appendix 1 – ACFA Constitution
Constitution

1.
NAME

The name of the association shall be “Advice Centres for Avon”, hereafter called the “Association”.

2.
OBJECTS

The objects of the Association shall be:

a)
to represent the interests of Avon’s independent advice centres, both inside and outside Avon;

b)
to co-ordinate the work of the advice centres, and help them exchange information about each other’s activities;

c)
to feedback the experience gained by advice centres in Avon to relevant agencies and individuals;

d)
to promote new advice services, so that advice is accessible to the entire population of Avon;

e)
to promote advice facilities in special fields, to match the particular needs of the population;

f)
to ensure that advice centres receive full information about services, facilities, rights and benefits so that they can provide adequate advice about them;

g)
to help train advice-givers, whether paid staff or volunteers, in the skills they need;

h)
to publicise advice services in Avon.

3.
BASIC PRINCIPLES

a)
The Association is especially concerned with the interests of people who are disadvantaged, discriminated against, or whose rights are lost by default.

b)
The Association recognises that advice services must maximise their resources, while at the same time remaining reasonably accessible. Member agencies may, therefore, be limited to selected areas or policies, clients should be informed of these limits.

c)
Members agreed that once an advice service accepts a client, the client should be entitled to:

· a service that is free, and as accurate, dependable and skilled as resources allow
-
a service which is independent and aims to advise in the clients’ best interests.

4.
MEMBERSHIP

a)
Subject to paragraph c) membership shall be open by any non-statutory organisation offering advice, information and/or legal services and conforming to the basic principles outlined in Section 3 above whose application is accepted in a General Meeting of the Association.

b)
Any member organisation or representative who fails to conform to the objects and principles of ACFA, as outlined in Sections 2 and 3 of this constitution, may be suspended or expelled from membership of ACFA by a majority of those present and voting at a Special Meeting, which shall be convened and quorate according to the provisions of Section 8 of this constitution.

c)
There shall be two classes of membership:

i)
Full Membership:
To be eligible for full membership, evidence must be produced to the Secretary of ACFA of each of the following:

· full membership of a national advice network such as NACAB, Advice UK, LCF, DIAL, MAA, Shelter, Age Concern (England) or such other agency as shall be accepted by a majority of those attending an ACFA meeting, or evidence of an application for membership of one or more of the above having been made and currently being considered;

· professional indemnity insurance or acceptable alternative;

· a Consumer Credit Act licence where appropriate.

In addition to the above, full membership shall only be open to non-statutory agencies, the majority of whose work involves the provision of free advice, information and/or legal services.

ii)
Associate Membership:

To be eligible for associate membership, evidence must be produced to the Secretary of ACFA of each of the following:

· professional indemnity insurance or acceptable alternative;

· a Consumer Credit Act licence where appropriate.

In addition, the agency must provide free advice, information and/or legal services.

In addition to members, any organisation or individual may attend an ACFA meeting but only at the specific invitation of a majority of those present at that or a preceding meeting.

5.
GENERAL MEETINGS

Any representative of a member organisation shall be required to leave the meeting during any discussion of an item over which they are aware, or a majority of those full members present agree, a conflict of interest arises for them or their organisation.

Meetings shall be open to all members and observers as provided for in Section 4. A quorum shall be one third of the number of full members. At each General Meeting, the Chair and Minute Taker for the following meeting shall be appointed. A standard agenda shall be issued to each Chair who should be informed of further agenda items well in advance of the meeting, if practicable. All members shall receive minutes. Each full member organisation may have one vote and no individual may cast more than one vote.

The General Meeting shall have the power to appoint such officers as from time to time may be appropriate. Each officer shall serve for one year but shall be eligible for re-election. No officer shall serve for more than three consecutive years in the same post. There shall be at least 4 General Meetings a year.

6.
DISSOLUTION

The Association may be dissolved by a resolution carried out by two thirds of the full members present and voting at a Special Meeting convened for the purpose. Notice of such a resolution shall be given in writing to the Secretary not less than 28 days before the date of such meeting. Notice of the meeting, together with a copy of such a resolution shall be sent to every member of the Association at the member’s last known address at least 14 days before such a meeting. A quorum for a Special Meeting shall be one third of the number of full members.

7.
POWER TO MAKE RULES

The Association shall have the power to make rules for the conduct of meetings not inconsistent with the foregoing provisions.

8.
AMENDMENT OF THE CONSTITUTION

The Provisions in this constitution may be amended by a resolution carried by two thirds of those full members present and voting at a Special Meeting convened for the purpose. Notice of such a resolution shall be given to the Secretary not less than 42 days before the date of such meeting. A copy of such a resolution shall be sent to every member of the Association at the member’s last address at least 28 days before such a meeting.

A quorum for a Special Meeting shall be one third of the number of full members.

Amended June 1998

Appendix 2 – ANARAK Background
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 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 thought to be 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 large BME 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, produces 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. Results can be presented on a ward-by-ward basis, though, as for most cities, it was more appropriate to divide Bristol into a number of sub-regions that made sense in terms of transport links and demographic features.

Appendix 3 – Bristol Not-For-Profit Agencies in Receipt of Legal Aid
Avon & Bristol Law Centre
South Bristol Advice Services

Bristol Debt Advice Centre
St. Paul’s Advice Centre

North Bristol Advice Centre
Welfare Rights and Money Advice Service
Shelter
Appendix 4 – Advice Survey Respondents

Age Concern
DIAS

Avon & Bristol Law Centre (ABLC)
East Bristol Advice Centre (EBAC)

Avon (University Settlement)
North Bristol Advice Centre (NBAC)

Bangladeshi Association
Off the Record (Bristol)

Brigstowe Project
Refugee Action (South West) Asylum Advice

Bristol Care and Repair
SARI

Bristol CAB
Shelter

Bristol and Avon Chinese Women’s Group
South Bristol Advice Services (SBAC)
Bristol Debt Advice Centre (BDAC)
St. Paul’s Advice Centre

CHAS (Bristol)
Welfare Rights & Money Advice Service (WRMAS)
Appendix 5 – Individual “Stakeholders” Interviewed
Bristol City Council:

Ashy McKay – Head of Regeneration

Wendy Murphy – Housing Benefits and Homelessness Manager
Ruth Frost – Welfare Rights Unit Manager
Stephen Meale – Trading Standards Manager
Alyson Veale – Corporate Customer Services Manager
Others:

Pamela Judge and Karen Stone – Legal Services Commission

John Peak – South West Law

Connexions

Black Development Agency

VOSCA
Appendix 6 – Focus Groups
The following groups facilitated focus groups of their own users:

· Horn of Africa Forum

· Barton Hill over 50’s club

· Bristol Care Forum

· Coalition of disabled people

· Black Care Forum

· Dhek Bhal

· Tenants of St. Jude's estate

· Lesbian, gay & bisexual forum

Appendix 7 – BME Projects

BRIGHT Advice Development Project
A consortium of Bristol agencies has developed this capacity-building project to improve the standard of benefits and legal advice of BME agencies in Bristol. It has been developed and managed by a consortium of the following eight stakeholder organisations:

· Black Carers Project

· Sikh Resource Centre

· Bristol Pakistani Community Welfare Organisation

· Bangladeshi Association

· Black Development Agency

· Refugee Action

· St. Paul’s Advice Centre

· Avon and Bristol Law Centre
Funding has been secured from the Big Lottery and Avon and Bristol Community Legal Services have made a contribution. The project is being managed by Avon and Bristol Law Centre. 

The project aims to:
· Integrate black-led advice and information services into mainstream advice provision.

· Improve the quality and quantity of advice services for BME communities.

· Increase the number of BME agencies having the capacity and resources to offer direct services to BME communities.

· Address the particular own-language advice needs within BME communities and reduce the need for interpreting services.
· Address the specific advice needs of refugee communities.

· Improve the co-ordination of BME agencies working together on advice services.

· Ensure effective networking and linkage between BME agencies and Bristol advice providers.

· Encourage a high standard of provision for BME communities by all advice providers.

Somali Advice Project

The Somali Advice Project follows research undertaken by BCC Housing and Regeneration Community Development Division during 2004. It identified a wide range of advice and support needs in the Somali community. In addition, it found a high level of commitment from Somali community organisations (SCOs) to providing advice services but evidence found issues in relation the capacity of these SCOs to deliver quality advice services. It recommended:
· Setting up training and support for developing advice service standards.

· Link with mainstream providers to develop services and quality provision.

· Community development to provide targeted capacity building support.

We understand that following this survey a Steering Group has been established and a consultant has been appointed to draw up a business plan for this project.
Appendix 8 – Levels of Provision
	Agency
	Community Care
	Consumer
	Debt and Money advice
	Education
	Employment
	Housing and Homelessness
	Immigration
	Disability Discrimination
	Racial Equality
	Welfare Rights

	Age Concern
	-
	GHCW
	-
	-
	-
	GHCW
	-
	-
	-
	GHCW

	Avon Settlement
	-
	GH
	GH
	-
	GH
	GH
	GH
	-
	-
	GH

	ABLC
	AI

SPH
	AI

SPH
	AI

SPH
	AI

SPH
	AI

SPH
	AI

SPH
	AI

SPH
	AI

SPH
	AI

SPH
	AI 

SPH

	Bangla.

Assoc.
	-
	-
	GH
	GH
	GH
	GH
	GH
	-
	-
	GH

	Brigstowe Project
	GHCW
	-
	GHCW
	GHCW
	-
	GH & GHCW
	GH & GHCW
	-
	-
	GH & GHCW

	Bristol CAB
	GH
	GH
	GHCW
	GH
	GH
	GH
	GH
	-
	-
	GHCW

	BDAC
	-
	-
	GH

SPH
	-
	-
	-
	-
	-
	-
	-

	CHAS
	-
	-
	GHCW
	-
	-
	GHCW
	GHCW
	-
	GHCW
	GHCW

	DIAS
	GHCW
	-
	GHCW
	-
	-
	GHCW
	-
	-
	-
	SPH

	EBAC
	-
	AI
	AI
	-
	AI
	AI
	AI
	-
	-
	AI

GHCW

SPH

	NBAC
	-
	GH & GHCW
	GH & GHCW
	-
	GH & GHCW
	GH & GHCW
	GH 
	GH
	GH
	GH 

SPH

	Shelter
	-
	-
	-
	-
	-
	GH & SPH
	-
	-
	-
	-

	SBAC
	GH
	-
	GH

SPH
	GH
	GH

SPH
	GH

SPH
	-
	-
	-
	GH

SPH

	St. Paul’s
	AI

GH
	AI

GH

GHCW
	AI

GH

GHCW
	AI

GH


	AI

GH

GHCW
	AI

GH

GHCW
	AI

GH

GHCW
	-
	-
	AI

GH

SPH

	WRMAS
	-
	-
	GH

SPH
	-
	-
	-
	-
	-
	-
	GH

SPH


AI
=
Assisted information

GH
=
General Help

GHCW
=
General Help with Casework

SPH
=
Specialist Help

Appendix 9 – Funding for Bristol Advice Agencies at April 2004
	
	Total Funding
	Bristol City Regene-ration Dept
	Bristol City (Support-ing People)
	Legal Services Commission
	PCT
	North Somerset & Bath
	South Glouc. CC
	CRE
	Sure Start
	Neighbour-hood Renewal
	Community at Heart
	Shelter
	Big Lottery
	Charitable trusts
	Other

	Age Concern
	
	184,000 
	
	
	
	
	
	
	
	
	
	
	
	184,000 
	
	2,750 

	ABLC
	426,193 
	186,299 
	
	94,463 
	
	8,570 
	11,304 
	41,600 
	
	
	
	
	67,831 
	5,000 
	11,126 

	Avon Settlement
	11,164 
	3,164 
	
	
	
	
	
	
	
	
	
	
	
	
	8,000 

	Bangla. Assoc.
	52,478 
	51,478 
	
	
	
	
	1,000 
	
	
	
	
	
	
	
	

	Brigstowe Project
	
	122,500 
	
	120,000 
	
	
	2,000 
	
	
	
	
	
	
	
	
	500 

	Bristol CAB
	
	230,646 
	165,348 
	
	
	20,669 
	
	
	
	
	
	
	
	
	36,629 
	8,000 

	BDAC
	322,915 
	42,540 
	
	120,519 
	
	
	25,000 
	
	
	
	
	
	78,457 
	22,130 
	34,269 

	CHAS
	
	28,776 
	
	
	
	
	
	
	
	
	
	
	
	
	19,683 
	9,093 

	DIAS
	
	
	105,301 
	47,661 
	16,320 
	
	
	
	24,800 
	
	
	
	
	
	16,520 
	
	

	EBAC
	298,431 
	18,219 
	
	
	
	
	
	
	
	
	280,212 
	
	
	
	

	NBAC
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Shelter
	364,000 
	
	
	93,000 
	
	
	62,000 
	
	
	
	
	209,000 
	
	
	

	SBAC
	127,775 
	44,231 
	
	45,598 
	
	
	
	
	18,470 
	
	
	
	19,476 
	
	

	St. Paul’s
	122,540 
	68,619 
	
	50,474 
	
	
	
	
	
	
	
	
	
	
	3,447 

	WRMAS
	404,761 
	332,858 
	71,903 
	
	
	
	
	
	
	
	
	
	
	
	

	Total
	3,110,527
	1,011,352
	208,223
	487,042
	23,669
	10,570
	161,221
	41,600
	41,786
	37,747
	280,212
	209,000
	427,828
	83,442
	89,585


Glossary

Throughout this report we make reference 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 of protecting or enforcing an individual’s (or group’s) legal rights and entitlements. This is likely to include one or all of the following activities:
· Listening to clients

· Diagnosing the problem

· Giving information

· Advising on the options available

· Taking action on behalf of clients

· Negotiating on their behalf

· Representing clients’ cases at tribunals and courts

· Referral where appropriate

· Enabling or empowering the individual to take informed action on their own behalf.

Advice agencies are the “traditional” providers of advice services. The role of these providers is primarily focused upon: 

· Case work
· Follow-up work
· Legal advocacy and representation.

The advice agencies should also develop a strategic approach and have a role in policy comment, whereby they use their experiences in providing direct advice to the public to inform and alert policy-makers to issues of concern and promote specific changes in law or practice that may help larger numbers of people.

The Community Legal Service has defined the different levels of information and advice service provision as follows: 

· Assisted Information – this level is where staff are available to help clients access information, to identify where clients need 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, giving 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.

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.

Social Welfare Law –

· Community care

· Consumer

· Debt 

· Education

· Employment

· Housing and homelessness

· Family law including domestic violence

· Immigration and nationality

· Racial equality and harassment

· Welfare Benefits







� For the purpose of this review we have defined advice as the provision of information, advice and representation in areas of social welfare law – see the glossary for a more detailed definition.


� For example, the Somali community in Bristol has grown significantly over the last five years.


� Super Output Areas (SOAs) are a new “geographic hierarchy” designed to improve the reporting of small area statistics in England and Wales. They were first used in compiling the Indices of Deprivation 2004, and it envisaged that they will eventually become a standard form of measurement. � HYPERLINK "http://www.statistics.gov.uk" ��www.statistics.gov.uk� provides more information.


� “Causes of Action: Civil Law and Social Justice”, Legal Services Research Centre, 2004.


� The SUNRISE programme is for the benefit of newly recognised as refugees or recent recipients of a grant of Humanitarian Protection or Discretionary Leave to Remain. The key objective of the programme is to facilitate smoother and quicker integration of refugees' new life in the UK enabling them to meet their full potential and contribute to the community as soon as possible. This will be delivered through a personal caseworker service, the core of which will be a Personal Integration Plan covering the early critical issues as well as longer-term integration objectives. Casework in this context is wider and more “holistic’ than social welfare advice.


�“Legal and Advice Services: A Pathway out of Social Exclusion”, Lord Chancellor’s Department and Law Centres Federation, 2001.


� “Partnerships and the Community Legal Service”, Adam Griffith, 2002.


� “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.


� Griffith, A., 2003.


� Ambrose, P. & Stone, J., 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.


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


� 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).


�BRIGHT is a consortium of eight community organisations seeking to develop advice and information services provided by BME community organisations in Bristol.


� Bristol Community Legal Service Partnership: Strategic Plan, June 2001.


� “Community Legal Services Partnerships: an Introduction”, Adam Griffith, 2002.


� Adjusted for SOAs.


� To be adjusted for 2004 figures.


� Includes volunteer hours.


� Includes percentage from cross-city agencies for work done in these areas.


� Not including funding for advice work outside of Bristol City boundaries.


� Not including funding for work outside of city boundaries.


� 20% of funding for work in South Gloucestershire.


� Spending on WRMAS and Trading Standards Service.


� Current spending from Regeneration and Housing Department.


� Citizens Advice report welfare benefit largest subject area – 31% of total enquiries. Annual Report 2004/5.


� Focus groups: refugees and asylum seekers; Over 50s; users of Dhek Bhal; residents of St. Jude’s estate; lesbian, gay and bisexual forum; disabled group; carers' group.
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