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1 Summary, Conclusions & Recommendations

1.1 Background

The research, to examine ways in which advice services in the SRB5 area of the North West of Leicester City could be improved, was commissioned by Leicester City Council at the end of February 2000. It took place during March of that year. 

The need for improved access to welfare rights and money advice had been established and there were indications to suggest that employment rights advice might be useful in supporting the local community. 

The research objectives were to:

· Identify and map current levels of welfare rights, money advice and employment rights advice

· Identify current methods of delivery

· Recommend options for future developments

The research undertaken comprised of four phases:

· The application of ANARAK, a system to assess need and identify the resource implications of meeting those needs identified;

· An assessment of the volume and type of work undertaken by a range of service providers offering money, welfare benefits and employment advice to residents in the area;

· An exploration of current and alternative methods of delivery with people using advice services and those involved in providing services; and

· An opportunity to test the research team’s analysis and propositions to ensure relevance and viability with Council Officers and advice providers. 

1.2 Overview

The Report comprises four key sections moving from the context in which advice operates generally, to the findings and options which emerged from various components of the fieldwork, and finally to a range of appendices which give details of the methodology employed and detailed findings from the study.

This, the first section provides this summary, conclusions and recommendations. In the second section, the Report sets out to examine the context in which advice is provided specifically in relation to Regeneration and Social Inclusion and the Changing World of Advice including the new Community Legal Service, the Community Consumer Advice Service, methods of delivery and the shifting paradigm in which advice is provided from an entitlements based approach to other options.

In the third section, the Report focuses on the specific findings from Leicester, including mapping of provision and anticipated need and presentation of findings from the interviews.

Despite the short period during which the research was undertaken, the team were able to identify a number of key issues which would likely impact on the development of and access to a range of advice provision for the North West of Leicester City. This was in large part due to the responsive and constructive engagement with providers throughout the city and that of the Officers involved with managing the research programme.

The Report provides details of the findings from each of the phases identified above and explores the issues raised during the course of the Study. 

1.3 Findings, Issues and Options

The Study identified a number of areas of achievement and good practice which, it is suggested, could provide key planks on which a strategy for the development of provision could be placed. 

It was noted that a significant number of agencies have been awarded a legal aid franchise or are working towards franchise status/Community Legal Service (CLS) Quality Mark, suggesting that quality assurance exists and can be developed from a good foundation. 

Further, it was noted that specialist advice agencies appear to have effective working relationships thereby providing good referral pathways and ensuring that agencies offer services to the limits of their own competence.

Complex issues about provision and its relationship with community development within the various parts of the SRB5 areas were identified. For instance, even within specifically identified areas, e.g. Beaumont Leys, there is no one ‘community’ with geographical, social and economic similarity. Further, limited infra-structure within localities, poor transport links within and between areas are likely to have an impact on both psychological and physical access to provision as well as impinging on development potential.

There are clear issues for those people who are ‘newly arrived’ as well as for those who may not have traditionally used advice provision. This includes their ability to network and to discover not only how to access services, but, perhaps more relevantly in the immediate term, to know what their advice needs might be.

Such individual and ‘community’ based issues will necessarily affect how those individuals and communities may be involved in the process of informing and influencing the nature and shape of advice provision developments. 

There is clearly a need to ensure that there is a ‘local point of access’; be that through the involvement of non advice professionals in sign-posting, or, indeed the provision of types two or three (case work or representation) advice. However, it will be critical to ensure that such provision is developed in such a way that it will be trusted and used by local residents and not merely be provided as an '‘outpost'’ of city centre services in situations which are not used or trusted by local residents.

In addition, there will be a need to ensure that non advice professionals have a clear understanding of their role in relation to ‘advice provision’ and a clear understanding of the specific services available to those people with whom they come into contact.

Probably the most critical issue that emerged from the various parts of the Study was the need to develop a ‘mixed economy’ that develops and utilises resources from both non advice specialists and those directly involved with advice provision. This should create a ‘jig saw’ of provision - operating with common purpose for the needs of local communities. Such an approach would mean that advice provision is not considered as an objective per se, i.e. an “entitlements” or “rights” based approach, but as part of a strategy for the development of sustainable communities.

1.4 Ways Forward

This section presents a framework for carrying these findings forward into a strategy for improving advice services in North West Leicester. It is in two parts:

· Section 1.4.1 contains principles of commissioning that should underpin any specific initiatives.

· Section 1.4.2 provides a number of integrated recommendations. 

1.4.1 Principles of Commissioning

Meetings with Council Officers identified the need to articulate the principles that underpinned the options as they were developing during the period of the Study. Such principles could form all or part of ‘Principles of Commissioning’ when improving advice services in Leicester North West, both in terms of service frameworks as they develop and in terms of contractual arrangements between funding bodies and those providing some component of the service as a whole. 

Any strategy must be based upon clearly understood and shared principles. In this section we highlight the principles that should underpin the commissioning of advice and information services in the SRB5 area. These are:

· Objectives for advice and related service development in the SRB5 areas should be closely and overtly linked to those expressed in the SRB bid. 

· Advice and related service development objectives should be informed by, and inform, the Council’s wider social inclusion and anti poverty strategy as well as its advice strategy.

· The strategy for advice and related service development in the SRB5 areas should be one that embraces a community development approach and reflect a commitment to sustainable communities rather than a traditional benefits entitlements approach.

· The active involvement of local populations should be sought when determining needs and priorities for both service networks and specific agencies operating in or with localities (this could be expressed in the form of regular community profiles etc.).

· Priority should be given to enfranchising individuals and families to access advice provision, without loss to those who need such services and who currently use them.

· Capacity building, for communities and for agencies participating in service networks, should be considered and supported through financial and non financial means.

· Value and the identification of the particular role that non-advice providers (professionals or community-based groupings) provide in creating and supporting advice service networks should be made overt.

· Objectives for service development should have components which reflect long term outcomes and short term out puts which are achievable and sustainable.

· Service networks should be dynamic, constantly evolving and changing and be subject to evaluation and review.

· Innovation should be valued, piloting encouraged, and there should be a commitment to evaluation and dissemination of learning across areas in SRB5 areas (and beyond) to enable other areas to use that experience to develop their own services.

· Collection, collation and analysis of data on a consistent basis is a crucial element of service provision to ensure relevance and assure quality. 

· Funding needs to be stable and reflect planning and development as well as provision (longer-term financial arrangements are required to support a community development approach).

· The allocation of financial and non-financial resources need to reflect the complex nature of communities and their needs rather than allocated on an un-weighted, untargeted per capita basis.

1.4.2 Recommendations

These recommendations are presented to promote a strategy for advice provision specifically for the SRB5 areas which reflects a shift of the paradigm from a benefits entitlements approach to one whose principal objective is the promotion of sustainable communities. It takes into account the aims expressed in the city-wide Advice Strategy and recent and anticipated changes to the ways in which advice services are developing. Such a strategy will necessarily have both short, medium and long term strands and will need to identify objectives which build on existing realities within each of the identified SRB5 areas. The recommendations below are designed, over time, to spread ownership of the strategy beyond the Council and its advice providers, to other professionals, community groupings and local residents.

Recommendation 1 – Develop Clear & Coherent Mechanisms for the Commissioning, Monitoring and Evaluation of Information & Advice Services

This recommendation builds upon the “Principles of Commissioning” outlined in the section above. As a minimum we recommend that Leicester City Council, in conjunction with the new Community Legal Services Partnership, develops:

· Common data sets – for capturing service inputs (e.g. staffing levels and costs, funding etc.), service outputs (e.g. episodes, enquiries and cases that record the numbers of service users, levels and topics of advice provided).

· Value for money indicators – benchmark costings (e.g. standard unit costs per advice episode, per hour etc.) and productivity norms (e.g. agreed numbers of hours per advice worker, throughput of cases etc.). This should include a recognition that different types of cases will have differing degrees of complexity and will therefore require flexibility in considering attainment of benchmark targets.

· Agreed means of measuring need and assessing effectiveness – To allow for both the targeting of services and evaluating any strategies in this regard
. 

Recommendation 2 – Identify, Develop & Support a Network of Community Advocates

“Community advocates” are organisations or groupings, normally based around specific affinity groupings, such as distinct black & minority ethnic communities, tenants groupings, disability groupings etc. that take on a wide range of information brokerage and representational activities for their communities. In the short-term such groupings may not exist in the SRB5 area but may need to be “imported” from other parts of the City to support the development of local affinity groupings and making use of local community facilities. 

Their role would not be to supplant the traditional role of advice services but, in this context, to raise the level of expectation of local residents to access traditional services. This “honest (and trusted) broker” role would seek to address the problem of many residents not being aware that they have “justiciable” issues, (that is, problems that may be resolved by the intervention of an advice service) and, the perceived lack of trust and low take-up of mainstream services that are “parachuted” into the area. Such community advocates may play a range of other roles that would reinforce other community development agendas, for example, by providing mentoring support to individuals etc. that are beyond the scope of this report.

The approach to community advocates would require a new budget line, however, this does not need to be large and much could be done to build upon existing networks and activity.

The issue of advice to disabled people should be addressed through the development of this recommendation. In particular, groupings of disabled people should be resourced to undertake audits of local provision to ensure the accessibility of services and compliance with the Disability Discrimination Act
. A revenue budget for auditing and a capital budget for compliance should be established.

Recommendation 3 – Increase the Capacity of Non-Advice Professionals

Non-advice professionals, such as health visitors, English Language (ESOL) tutors etc., can play a key role in providing information and raising awareness amongst their service users of the capacity of advice providers to address justiciable problems. However, there are concerns that many of these workers are not presently equipped to undertake this function. We therefore recommend that investments should be made in training non-advice professionals in an overview of rights and services available to their service users and providing these workers with the on-going resources to meet their needs (e.g. information resources and access to referral networks). Such a training and resourcing service could be let on a contractual basis to one of the city's current mainstream advice services. 

It is important to stress that investments in the training and support of such workers is not intended to supplant the role of advice workers but to increase access to basic information on services and rights. 

Recommendation 4 – Establish Service Networks

Key to the development of a sustainable strategy for information and advice in the area is the development of service networks that bring together advice providers, non-advice professionals and community advocates. These should be established in each SRB5 area, taking into account local informal boundaries. Each service network should be adequately resourced in order that they may participate in the identification of future commissioning priorities and develop good practice and other commonly held procedures etc. 

The development of a sustainable communications network between community based professionals working within the SRB5 area, and those providing services within it from other locations, to facilitate the exchange of information about services and issues in the advice sector. This could be developed through a structured series of team building/ training sessions, for which organisations would receive financial support to employ locums. Simultaneously, the development of an IT network (see below) within the locality, by which new and relevant information, protocols and other professional issues can be easily and efficiently shared.

The development of a service directory to resource all parties should be a priority for the service network. 

Recommendation 5 – Maintain the Capacity of Mainstream and Specialist Advice Providers

These recommendations are built upon the foundation of existing service provision across the City of Leicester. Advice services appear to be well integrated and of high quality. The capacity of local brokers to refer into such services is dependent upon them maintaining their present capacity. Such a commitment should be dependent upon compliance with recommendation 6 below. 

Mainstream, city centre based services should be encouraged to develop schemes that improve take-up from the area. Additional funding per resident case could be provided as an incentive, however, such schemes are administratively costly to both the commissioner and provider. Other incentives may include resourcing innovative partnerships with local, non-advice providing agencies, such as GP services, or by other initiatives, such as reimbursing travel costs for people using city centre services.

Recommendation 6 – Develop a physical presence of Advice Services

In the short-term (e.g. from April 2000) all city-wide advice providers should be required to record (in a standard format) all service use by residents in the SRB area. The intelligence gained from this monitoring and other recommendations in this section of the report should be used to inform the development of local advice provision in the medium term (e.g. by April 2001) within the area. 

Recommendation 7 – New Technologies

The development of new methods of delivery by embracing information and communication technologies may considerably extend the reach of advice services in the area. The service networks provide a forum for the development of initiatives such as intranets to support non-advice professionals and community advocates and public access to information technologies, and further development of “e-mail advice”. A budget should be developed to support this work. 

1.5 Timetable & Milestones

This section of the report has been compiled to provide guidance to the SRB commissioners. It is necessarily more detailed in earlier phases as we anticipate that the consultative forum envisaged would shape the programme of work as the strategy is developed.

Recommendation
Mile Stone
Time-frame
Resource Requirements

1 – Develop Clear & Coherent Mechanisms for the Commissioning, Monitoring and Evaluation of Information & Advice Services
Agree Common data sets

Agree Value for Money Indicators

Agree evaluation framework that relates to SRB objectives (to inform 2001 onwards commissioning round)
By June 2000

By June 2000

By October 2000
Using existing fora - As part of LCC City Wide Strategy

Using existing fora - As part of LCC City Wide Strategy

By negotiation between LCC/SRB officers and local Service Network (see below) 

2 – Identify, Develop & Support a Network of Community Advocates
Identification of distinct communities

Identification of existing groupings that could support this work

Identification of gaps

Capacity building work with identified groups

Pre-commissioning support

Commissioning

Post commissioning support and development
By June 2000

By October 2000

By October 2000

October 200o onwards

October 2000o onwards

By April 2001

April 2001 onwards
It is anticipated that much of this work will build upon other work streams within the SRB programme.

In addition, the SRB partnership may wish to consider appointing a “Community Advocate Development Worker to carry forward this work. Such a post should be located within the SRB area, and possibly hosted by a local agency and/or supported by a national agency with skills in this area (e.g. FIAC)

Recommendation
Mile Stone
Time-frame
Resource Requirements

3 – Increase the Capacity of Non-Advice Professionals
Identification of non-advice professionals to participate in pilot programme

Commission pilot training programme 

Evaluate training programme

Commission further training & support 


By June 2000

By October 2000

By March 2001

April 2001
By SRB project team

Contract should be let to either existing advice provider and/or provider of training on advice issues

The impact of the training programme should be evaluated to inform further development
. The service network (4, below) should oversee this research 

Base upon recommendations from the evaluating report.

4 – Establish Service Networks
A service network, with clear links to other fora  (CLSP etc., SRB partnership, HAZ etc) should be established that brings together non-advice professionals and advice providers

A directory of service providers and roles should be produced 
By June 2000

By March 2001
This should be resourced through funding for a secretariat (perhaps provided by an existing agency) and participants should be resourced to attend and prioritise attendance.

This should build upon the CLS directory, but targeted at all professionals and community groups in the SRB area.

Recommendation
Mile Stone
Time-frame
Resource Requirements

5 – Maintain the Capacity of Mainstream and Specialist Advice Providers


Incentives should be developed to encourage service take-up by SRB area residents. This should take place after agreement on data sets at 1 above and compilation of this data at 6 below.  We suggest that a challenge fund could be established to which local providers could submit innovate ideas. 

The SRB team should make efforts to ensure that existing city wide resources are maintained
By December 2000 
This should rest with the SRB team. A challenge fund of £25,000 per annum should be sufficient to provide incentives to ensure the targeting of existing services upon SRB residents. Other partnership initiatives will require additional funds.

6 – Develop a physical presence of Advice Services


Standard data sets agreed at 1 above should be applied to capture data on service use in the SRB area. 

The further development of services, including services provided in the area should be based upon analysis of this data. 
By June 2000

June 2000 onwards
SRB team in partnership with existing advice service forum.

Future commissioning plans by the SRB team.

Recommendation
Mile Stone
Time-frame
Resource Requirements

7 – New Technologies


A strategy for electronic inter-agency networking should be developed.

Service commissioning

A strategy for public access to information technologies should be developed.


By December 2000 

April 2001

By December 2000 
The Service network should be charged with developing this strategy. 

A budget for capital and revenue costs should be established

The Service network should be charged with developing this strategy. 

A budget for capital and revenue costs should be established

2 Operating Context

2.1 Regeneration & Social Inclusion

In recent years information and advice services have increasingly be seen as a tool for promoting regeneration and wider social inclusion agendas. Within North West Leicester there are a number of initiatives that seek to utilise the work of advice services as tools to develop specific agendas.

2.1.1 SRB5

This research has been funded as part of the Leicester North West Single Regeneration Budget, Round 5 (SRB5) Programme. This programme has two key purposes:

· Firstly, to transform the fabric of the core Beaumont Leys estate to create a safe, attractive and popular environment; and,

· Secondly, to tackle social exclusion across the whole areas through a package of measures targeted at vulnerable groups and individuals, particularly, families and young people.

Within these broad purposes a series of four strategic objectives have been identified:

· Creating an attractive environment

· Strengthening community capacity

· Supporting families and young people

· Building the future with young people.

Each of these has a series of “indicators”, “baselines” and “programme targets”. A number of these may be assisted by an active advice services strategy. In addition, within “Strengthening Community Capacity” there is a specific indicator relating to the use by residents of advice and information services, with year on year increases in usage of 10%.

This report goes some way to creating a base-line for measurement, in particular with regard to access and supply. However, accurate quantitative measures of actual use across all providers are not possible because of problems in compatibility and reliability of current data management systems by providers.

2.1.2 Other Social Inclusion Initiatives

The broader social inclusion agenda is also addressed in the approaches of other agencies with regard to information and advice services, not all of which will have a physical presence in the SRB area, but will (or should) be serving residents from within the area. In this regard it is worth highlighting the city-wide advice strategy and the intervention of other funders in this area. Please note this section is not a comprehensive audit of all advice funding across the city, but aims to provide an overview of some of these issues and activities. But it should be noted that the scale and scope of this review did not permit detailed scrutiny or analysis. However, there existence has been factored into the options and recommendations presented above.

The city-wide draft advice strategy is set out in the Council’s Regeneration Sub-Committee report dated October 1999. This places advice in the wider context of the Council’s Anti-Poverty Strategy and seeks to create a high quality, integrated advice network across the city. This aims to ensure that appropriate levels of advice are available in all areas of welfare law, that is accessible to all member of the community and that local communities are involved in deciding the type of advice services provided. Such aims should inform the development of any strategy covering the SRB area. However, it should be noted that a number of providers raised concerns that this city-wide strategy, and therefore the capacity of providers to engage with a local strategy in the SRB area may be undermined by prospective cuts in funding to advice services.

Whilst the local authority remains the key funder of advice provision in the city, and funding for legal aid is noted below, there are other initiatives that should also be noted. 

The National Lotteries Charities Board has become a significant funder of advice services across the UK. It also follows an agenda designed to advance social inclusion. Local beneficiaries of its funding in the past, serving particular communities of interest include the Leicester Lesbian & Gay Centre.

The dispersal of asylum seekers and refugees is likely to provide another challenge for advice providers in coming years. Limited funds for this work have been made available by the Home Office. Refugee Action currently provides a service to evacuees from Kosova and is opening a service for dispersed asylum seekers in the city from April 2000. In addition, the Immigration Advisory Service is expanding the provision of legal advice to asylum seekers resident in the Leicester from April 2000.

Shelter also operate a housing advice service in Leicester. This is supported by funding from the Department of Environment, Transport and the Regions.

In recent years health service commissioners have identified advice services as playing a useful role in achieving positive health outcomes. Leicestershire Health Authority have also followed this route and have identified people with mental health problems (both in patients and patients in the community) and patients in palliative care settings as likely priorities. They have also highlighted that the provision of advice through primary care settings can enhance access for certain communities. Both the Health Action Zone and the Joint Consultative Committee (with Social Services) have been identified as the vehicles for developing this strategy. It should be noted that the Citizens Advice Bureau is developing an advice service to be based in a primary care setting, which will open this year.

2.1.3 Disability Discrimination Act

Whilst the research brief did not provide for an audit of providers in respect of compliance with the requirements of the Disability Discrimination Act (DDA), it was noted during the fieldwork for this research that disability access and provision of materials in alternative formats did not appear to be a high priority.

Part III of the DDA will be implemented in two stages. From October 1999:

· Service providers will have to take reasonable steps to change any policies, practices or procedures which make it impossible or unreasonably difficult for disabled people to make use of a service

· Service providers will have to take reasonable steps to provide auxiliary aids or services which will enable disabled people to make use of a service or facilitate their use of it where physical barriers make it impossible or unreasonably difficult for disabled people to use a service, service providers will have to take reasonable steps to provide the service by a reasonable alternative method. (e.g., the provision of information in accessible formats)

· Where physical barriers make it impossible or unreasonably difficult for disabled people to use a service, service providers will have to take reasonable steps to provide the service by a reasonable alternative method.

From 2004:

· Service providers will have to take reasonable steps to remove, alter, or provide reasonable means of avoiding physical features that make it impossible or unreasonably difficult for disabled people to use a service.

We understand that Leicester City Council has a budget of approximately £100,000 per annum to assist with compliance with the DDA. This is targeted at the authorities own services and comprises around £20,000 for staffing issues and £80,000 for capital adaptations.

We also understand that a budget to assist funded agencies in compliance with the DDA has been discontinued. The capacity of advice providers in the voluntary sector to meet their obligations under the Act, and to meet the needs of this part of the community may be compromised by this decision. 

Low cost and Good Practice Guidance in this area has been produced by the Scottish Consumer Council and the Scottish Accessible Information Forum.

2.2 The Changing World of Advice

The world of advice services is subject to major institutional and cultural changes. These will impact upon the development of advice services in North West Leicester. A number of the key issues are highlighted below.

2.2.1 Legal Aid & the Community Legal Service

The system for the delivery of Civil Legal Aid is subject to fundamental reform. From January 2000 all legal services funded by legal aid is delivered only by “franchise” holders. Franchises are awarded to cover only specific areas of law e.g. family law, immigration etc. and do not permit providers to provide legally aided advice in other areas of law, except in narrowly defined cases. Similarly, franchises are awarded to cover specific geographical areas, normally related to local authority boundaries.

These franchises are presently awarded regionally by the local office of Legal Services Commission in Nottingham (formerly the regional Legal Aid Board). Franchises can be awarded to private practice solicitors and voluntary agencies that can pass stringent quality assurance criteria and have the capacity to provide legal services of sufficient quantity in specific areas of law. Attempts have been made to estimate the level of need in each locality in agreeing the franchises for each area of law, these were in part based upon previous levels of supply. More sophisticated measures of advice need are being developed that will be overseen by new Community Legal Service Partnerships (see below) and these new measures are likely to be in place during the course of 2000 (see Section 4.3.1 below).

The Legal Services Commission (LSC) is committed to ensuring that franchise holders serve the entire community and is investing in innovative means of extending access to particularly disadvantaged communities. A number of pilot projects are currently underway and policy is likely to develop through the course of 2000/2001.

Franchises have been awarded for a period of three years, however, there is the capacity for the Board (and its successor bodies) to cancel franchises or to award new franchises where an advice need is identified. 

In 1999, the Lord Chancellor’s Department launched the Community Legal Service. This promises a rolling programme of change and development. Key amongst these is the replacement in April 2000 of the Legal Aid Board by the Legal Services Commission (LSC), and at local level, regional Legal Aid Boards with Regional Legal Services Committees (RLSC). Alongside inheriting the Board’s responsibility for the administration of Legal Aid, through an enlarged, but fixed budget, Community Legal Service Fund, the LSC and RLSCs are also charged with developing a more pro-active role in identifying needs and developing access to legal services. 

This new role includes the establishment of local partnerships between the various commissioners, funders and providers of legal services: Community Legal Service Partnerships (CLSPs). These partnerships are being developed by six Pioneer Partnerships led by local authorities. Leicester City Council is one of a growing number of Associate Pioneers. The LSC expects a third of the country to be covered by CLSPs by September 2000 and 90% of the country by 2001. 

The development of the partnerships is different in each “Pioneer” and “Associate” area. These are currently being monitored with good practice guidance to be developed during 2000.

The impact of the changes in Legal Aid has not yet been assessed. However, the number of providers of legally aided advice has reduced dramatically, from more than 10,000 to less than 5,000. Most of these losses have been private practice solicitors, with a net gain for voluntary sector agencies providing advice. Some commentators expect the trend towards not-for-profit provision to continue to grow. Within Leicester, all of those agencies awarded relevant franchises, in the voluntary and private sectors, have been contacted as part of this review. 

The other key development promised by the Community Legal Service is the development of a CLS web-site, “Justask”. This is covered in more detail (see 2.2.5).

2.2.2 Quality Assurance

The changes in the administration of Legal Aid, and the introduction of new franchising specifications, the Legal Aid Franchising Quality Assurance System (LAFQAS), has promoted a broad interest in the development of standards. All of the main advice networks have established systems to support the development of quality in advice providers. 

The Legal Aid Board is currently developing a new “Quality Mark” which is likely to become the “industry standard” for all providers of advice and information. This is substantially based upon the existing LAFQAS. 

There are other changes in the quality regime that are likely to impact upon this particular sector. Alongside quality assurances around the way in which services are provided, the current legal aid system also sets out detailed requirements for individual and agency competence in each area of law. 

From October 2000, the Government will introduce formal regulation of advice around immigration. From this time only registered providers will be permitted to undertake this work. Details of the regulatory framework have not yet been finalised. Money advice is already covered by similar requirements and there may be an extension of such regulation in other areas of law in future years.

The other driving force behind the move to greater quality assurance is the introduction of the “Best Value” regime. This regime places greater emphasis on partnership and increases the importance of effective evaluation. Under Compulsory Competitive Tendering (CCT) the responsibility of the funder was to set service specifications and minimum standards, monitor these and ensure value for money through a competitive tendering process. Whilst funding of advice agencies was not part of a formal CCT process, the culture of CCT may have affected the way in which such services were funded. 

Best Value seeks to move away from set standards to a culture of constant improvement. Best value requires programmes that can:

· Challenge the purpose of a service;

· Compare performance;

· Consult its users; and,

· Provides for competition.

A framework for North West Leicester should be compatible with these requirements. 

2.2.3 Impact of New Information & Communication Technologies

As noted above, the CLS is introducing a web-site around legal services from April 2000. The future development of this site is not yet confirmed, and the Lord Chancellor’s Department is currently looking at a range of options, with the main theme that the site should act as an arcade or “gateway” into other, quality assured, legal information web-sites.

This development is in line with the Government’s vision as set out in “Modernising Government” to ensure that, by 2008, all government services should be deliverable electronically (unless there are policy or operational reasons not to do so). The Prime Minister has recently announced that he wishes to bring this date forward to 2005. 

In considering advice it is important to stress that when people visit an advice centre the product they seek is not the service but the outcome (e.g. if they go an advice centre with a homelessness enquiry the product they want is not advice but a home). To date, most use of IT has concentrated upon automating processes, such as case records etc., the challenge for the future is to see how IT may be used to innovate processes to achieve the “product” that the service user requires. 

Innovation may happen as a by product of automation, e.g. the introduction of cash machines by banks was to automate a process (Automated Telling Machines) but in the process they revolutionised the service by introducing 24 hour access to cash withdrawals. Alternately, IT may be a vehicle for innovation in a service, e.g. the introduction of NHS Direct.

Alongside “Modernising Government”, the wider context for change is driven by a number of other factors. These include:

· The rate of take-up of this new technology is much faster than preceding technologies, such as the telephone. With the introduction of digital TV, the internet and television will begin to converge, taking access to information into every home. 

· Improvements in band-width will increase the speed and portability of information, including mobile phones.

The consequences for information and advice providers are likely to include:

· Information, guidance and expertise all being available for current advice topics over the internet in coming years, expanding the reach of services to areas where needs are currently unmet.

· The World Wide Web and intranets are becoming the first port of call for information. This is likely to lead to “dis-intermediation”, a move away from information brokers, where one-to-one services will have to provide a more sophisticated service with value added to any information given. For example, people may use travel agents to book a holiday where they are seeking advice on a destination, but will use on-line services to book a flight.

· Routine and repetitive advice being systematised.

· “Re-intermediation” – with raised expectations of what advice centres can provide with more high value and complex work being required from advice centres. For example, fifteen years ago, before the present sophistication of word processing, a report such as this would have been presented in a single font size with limited formatting, today expectations are higher.

· The opportunity for advice to be more pro-active, getting information across the right time in a legal process, before problems become too complex or insurmountable.

Any future commissioning decisions, or indeed individual agencies service planning must be consistent with these major changes.

2.2.4 The Community Consumer Advice Service

The Department of Trade & Industry, current funders of the National Association of Citizens’ Advice Bureaux, has recently announced an intention to develop a Community Consumer Advice network to parallel the Lord Chancellor’s Department’s Community Legal Service. 

Developments in this area remain at an early stage with various research projects currently underway. However, the priorities are likely to mirror those of the CLS, with a desire for “joined up” responses, quality assurance and accessibility at centre stage. 

Definitions of what may constitute “consumer advice” have not yet been agreed. Initial indications are that the definition of “consumer” will relate to commercial service use rather than public sector provision. As such, “Money Advice” as a whole is unlikely to be included in the definition of “consumer advice” but elements, in particular consumer debt may be included.

2.2.5 Methods of Delivery

The traditional, and still most common, method of delivering information and advice is from office or shop based premises. Normally, such services are static, and provided from a single site. However, to expand service provision a number of organisations have developed other methods of delivery.

Surgeries or outreach sessions, where advice is delivered using other organisations’ premises has proved an effective means of targeting services at particular parts of the community. For example, if young people are not using a service it may be appropriate to offer advice sessions at a youth club.

Other methods of delivering advice may include offering a home visiting service to those who could not otherwise attend a traditional advice centre, such as the elderly or those with impaired mobility. Home visiting services have sometimes been applied in sparsely populated rural areas or otherwise difficult to reach communities.

Mobile advice centres, where the advice is taken into different localities in a caravan or adapted van, have also been used in rural areas or other places where local transport is problematic. 

In addition, electronic means of delivering information and advice have proliferated in recent years; most notably those delivered by telephone. More recently there has been a growth in the use of the Internet and other digital technology to deliver information and advice. 

2.2.6 From Entitlements to Options

Traditionally, advice providers have operated within a “rights” based approach, that is, their work has normally been concentrated upon maximising their clients entitlements and enforcing their rights. Over recent years, as new funders have begun to engage with advice providers, this approach has begun to shift to one which seeks to expand opportunities and develop options for clients, often as part of a desire by commissioners to use advice services as part of other agendas. 

An example of this approach would be the development, in Scotland, of a codified system of “housing options” advice that seeks to use advisers to look at the lifetime housing plans and aspirations of their clients
. Alongside assisting clients to resolve immediate housing problems this approach is designed to provide intelligence to the housing planners and thus ensure that local housing strategies are informed by the long-term needs and aspirations of their residents. 

Other examples, although generally less well developed, exist in other areas of advice. For example, advice services in London are being encouraged to move away from an entitlements approach around employment law to take a pro-active role in “back-to-work” campaigns for people living with HIV. 

3 Research Findings

3.1 Mapping

3.1.1 Survey Findings

Agencies providing information and advice to residents in the study area in the public, voluntary and commercial sector were identified. A total of 19 agencies were identified and 14 detailed responses were received. This section aims to summarise the main findings from the survey. Detailed reporting of responses from the survey are contained in the appendices to this report (see section 4.4 below) 

Of the respondents, two-thirds provided their services to all members of the public and one third provided targeted services (e.g. BME groups, young people, homeless people only). Five respondents were able to identify clients from the SRB area with 3332 from Beaumont Leys, 1758 from Mowmacre, 2039 from Abbey Rise, and 1458 from Stocking Farm
.

Services are primarily provided during office hours, with very limited availability in evenings and no weekend services. This may have implications for access for those in work or on Government schemes such as the New Deal. 

The majority of respondents provided their service by appointment or by telephone, 50% of respondents offered a drop in service and 50% offered a home-visiting service. Only one agency provided advice by e-mail.

Casework and advocacy levels (II & III) are available in welfare benefits, money advice and employment from a range of agencies.

50% of respondents were members of FIAC. This indicates that FIAC may usefully be engaged in developing the capacity or improving quality assurance within advice providers in the area.

43% of respondents have legal aid franchises with all three advice topics covered. Two more (14%) are working towards franchise status/CLS quality mark.

The average size of agencies is 4 full time staff and 2.5 part-time staff. (e.g. around 70 Full time equivalent (FTE) staff across service providers).

Respondents dealt with an average of more than 4,000 people per year. One third of agencies use volunteers with around 535 hours available across the service per week (12 FTE posts). On the basis of reported service use this works out at roughly half an hour per enquiry across Leicester.

The average adviser salary appears to be around SO1 level, but with large variations between agencies. All agencies undertake training for staff with a wide range of reputable training providers.

Referral networks appear to be relatively sophisticated between advice providers in Leicester. Only one agency does not make referrals to other agencies (a private practice solicitor). Advice services appear to work well together.

Computer use is relatively high. However, only 2 agencies have publicly accessible computers.

3.1.2 Advice Needs and Anticipated Resources

In this phase of the field work the consultants made use of the planning tool, ANARAK(, the Advice Needs Assessment and Resource Allocation Kit (see section 4.3.1 below for further details). This system was applied at an enumeration district level. In this section we report the results aggregated to cover both the entire SRB area in North West Leicestershire and by the four main localities within the SRB area.

It should be noted that this model is designed to provide a framework to assist planning, but does not provide a “blueprint” for service development or resource allocation. In addition, the model includes a set of assumptions around, for example, optimum levels of adviser productivity (e.g. 966 hours per annum for advice work per full-time adviser). In considering this model it is worth noting that a number of factors may impact upon the ability of providers to attain this level of productivity, such as the absence or withdrawal of administrative support reported by a number of advice agencies.

3.1.2.1 Anticipated level of advice needs/resource requirements for the SRB5 area 

 Total Population 

21093

 Special Needs Multiplier

18%

Level I Episodes
4107


Level II Episodes
2053


Level III Episodes
1027


Adjusted level of resources (FTE)



Level I Hours
1369


Level II Hours
2053


Level III Hours
4107


Total no of Advice Hours
7529


FTE Advisers required
7.8


Client Contact Time



Level I Hours
903


Level II Hours
1027


Level III Hours
1355


Total no of Client Contact Hours
3285


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £166,670 


other salaries and running costs
 £ 83,335 


Total Service Costs per annum
 £ 250,005 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

8180

Cost per person
 £ 11.85 


Cost per household
 £ 30.56 


Anticipated level of advice needs/resource requirements by locality

Anstey Heights & Beaumont Leys North



 Total Population 

4155

 Special Needs Multiplier

6%

Level I Episodes
727


Level II Episodes
363


Level III Episodes
182


Adjusted level of resources (FTE)



Level I Hours
242


Level II Hours
363


Level III Hours
727


Total no of Advice Hours
1332


FTE Advisers required
1.4


Client Contact Time



Level I Hours
160


Level II Hours
182


Level III Hours
240


Total no of Client Contact Hours
581


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £21,384 


Advice Costs per area
 £29,493 


other salaries and running costs
 £14,746 


Total Service Costs per annum
 £ 44,239 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £132.82 


 number of Households here

1615

Cost per person
 £ 10.65 


Cost per household
 £ 27.39 


Mowmacre



 Total Population 

3286

 Special Needs Multiplier

24%

Level I Episodes
672


Level II Episodes
336


Level III Episodes
168


Adjusted level of resources (FTE)



Level I Hours
224


Level II Hours
336


Level III Hours
672


Total no of Advice Hours
1233


FTE Advisers required
1.3


Client Contact Time



Level I Hours
148


Level II Hours
168


Level III Hours
222


Total no of Client Contact Hours
538


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £21,384 


Advice Costs per area
 £27,285 


other salaries and running costs
 £13,643 


Total Service Costs per annum
 £ 40,928 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £132.82 


 number of Households here

1461

Cost per person
 £ 12.46 


Cost per household
 £ 28.01 


Stocking Farm



 Total Population 

3357

 Special Needs Multiplier

15%

Level I Episodes
637


Level II Episodes
318


Level III Episodes
159


Adjusted level of resources (FTE)



Level I Hours
212


Level II Hours
318


Level III Hours
637


Total no of Advice Hours
1168


FTE Advisers required
1.2


Client Contact Time



Level I Hours
140


Level II Hours
159


Level III Hours
210


Total no of Client Contact Hours
510


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £21,384 


Advice Costs per area
 £25,852 


other salaries and running costs
 £12,926 


Total Service Costs per annum
 £ 38,777 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £132.82 


 number of Households here

1345

Cost per person
 £ 11.55 


Cost per household
 £ 28.83 


Core Beaumont Leys Estate



 Total Population 

10295

 Special Needs Multiplier

19%

Level I Episodes
2021


Level II Episodes
1011


Level III Episodes
505


Adjusted level of resources (FTE)



Level I Hours
674


Level II Hours
1011


Level III Hours
2021


Total no of Advice Hours
3706


FTE Advisers required
3.8


Client Contact Time



Level I Hours
445


Level II Hours
505


Level III Hours
667


Total no of Client Contact Hours
1617


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £21,384 


Advice Costs per area
 £82,037 


other salaries and running costs
 £41,019 


Total Service Costs per annum
 £ 123,056 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £132.82 


 number of Households here

3759

Cost per person
 £ 11.95 


Cost per household
 £ 32.74 


3.2 Interviews

3.2.1 Introduction

As part of the Study, it had been anticipated that a number of focus groups would take place with a variety of “communities of interest” e.g. older people, young people, disabled people etc. to identify what obstacles to access advice they experience and to identify the key changes that would help them to use services. In the event, as indicated elsewhere in this report, that did not prove possible, at least to the level the research team would have wished. However, we were able to meet with a number of agencies, representing both access/brokerage points for individuals as well as those involved in providing advice and community services. From the interviews, there was a remarkable consistency of view. So, whilst this provides only a ‘snap shot’, and some subtlety may be lost, key features have emerged which have contributed to the analysis and recommendations of the study team. 

The study team were able to meet with representatives of the following agencies: Shelter, Age Concern Leicester, Leicester College, the Tudor Centre, Hitslink, and the YMCA. During the course of the interviews held with representatives of these agencies, we were also able to meet with some individuals to gain their views. We were grateful for the time and thought given to us.

3.2.2 The Context

Much greater understanding of the localities subject to the Study will be known to the readers of this report. However, we were able to identify many of the key features of those areas which are likely to impact on the provision of advice to the residents of Beaumont Leys, Mowmacre, Anstey Heights and Stocking Farm.

Clearly, it is crucial to recognise that the areas that comprise the SRB5 area in the North West of Leicester City do not form a homogeneous whole. Indeed, it is important also to recognise that each of the areas themselves are not homogeneous and that there are ‘hot spots’, transport difficulties, and, not necessarily, a centre or focal point in each area.

We understand that the four areas were originally built as council housing, where there has been for a number of years a ‘right to buy’. We understand that the northern side of Beaumont Leys is excluded from SRB5 and is owner occupied. We also understand that there was a significant building programme for new council housing in the 1970s (the last council house having been built in 1988), and whilst there was a great deal of space, little capital investment was possible so housing stock was released for private housing.

Stocking Farm and Mowmacre are identified as ‘traditional’ 1950’s council estates. Abbey Rise, a 1950/60’s council estate, is known as an ‘architectural folly’, e.g. split level. Such housing encourages take up by young people. Consequently, there is much mobility. At the same time, there are significant numbers of older residents, raising issues concerning conflicts of lifestyles.

We understand that in Stocking Farm, Right to Buy was encouraged. There are more houses and fewer flats and the ‘nuisance factor’ is less.

Beaumont Leys, built in the 1970’s, has both housing association and council properties. It has both flats and houses, lots of walkways where distributor roads lead to cul-de-sacs with few houses which front the street leading to an anonymous community.

Such an environment is perceived to have led to a re-enforcement of an unsafe and anonymous culture, with people not using walkways and the streets when they are perceived to be unsafe, and therefore becoming dead areas because they are little used.

As one respondent put it, it is recognised, from many studies undertaken over the years, that for an environment to be safe, there need to be a lot of people using a place a lot of the time for it to be safe a lot of the time.

It was reported that other areas in the SRB5 area have higher proportions of houses to flats, less public space so fewer places where people can congregate, which can contribute to a greater sense of safety.

We understand that, traditionally, there has been low demand for social housing in Beaumont Leys, so that people can get re-housed there quickly. 

We understand that different parts of communities i.e. different roads, can present as ‘hot spots’ at different times and have different themes e.g. the presence of an alleged child abuser has caused 4 or 5 families to wish to leave the area.

In other areas, we understand that flats above shops can cause residents difficulty. For example, shop doorways can be places where young people congregate contributing to fear for residents, the access to their flats being at the congregation point.

The high number of flats in some areas and the problems associated with placing people in one bedroom occupancy can lead to difficulties which lead on to pressures on advice providers e.g. a woman in a low paid job received a notice for eviction as she owed rent. She then became pregnant and had to give up her job and move on to housing benefit making it difficult to pay back her arrears. By the time an arrangement had been made, her baby had arrived and the environment in which she lived was unsuitable.

3.2.3 Other Contextual Matters

Whilst the research team were unable to examine particular issues for various ‘communities of interest’, some features did arise which are likely to have an impact on the nature of advice provided.

We noted that there appears to be a change in the pattern of homelessness. It was noted that the profile of homeless people has changed to people over 30 years of age to an increasingly younger population. It was reported that there is a significant number of 16 year olds leaving home, many of whom are Leicester care leavers.

It was also noted that people with learning difficulties or mental health problems are using night shelter accommodation.

We noted that people who are newly arrived/and or asylum seekers e.g. from Kosova or Somalia may be housed in areas where there are no established communities from which to learn what services are available. The arrangements for the dispersal of asylum seekers around the UK, including Leicester, are likely to exacerbate this problem.

3.2.4 Obstacles to Access to Information and Advice

We identified a number of key features which would lead the residents of the four areas to use information and advice. 

‘You have to be well informed’. We understand that many people who use agencies, do so as a result of ‘word of mouth’. Clearly, such a route to knowledge implies being a part of a network from which an individual can learn that services are available and that they are independent. For those who have recently been re-located to areas, particularly those for whom there are few if any identifiable contacts e.g. recently located asylum seekers, this can be a difficulty.

‘Literacy and language are key as first points of contact into the system’. It was reported that, for example, a significant proportion of ethnic elders do not have use of English, costs associated with producing materials in various languages are high and may, even when produced, not be of value for those who do not read. It was reported that the use of audio tapes had proved valuable as had individuals being encouraged to ‘come in’ to centres to discuss their issues and concerns. 

Other agencies noted that if individuals receive letters e.g. from housing authorities, and have difficulty reading them, those letters may be discarded and only dealt with once the situation becomes a crisis.

Further, agencies noted that more time than was strictly required to ‘give advice’ was required in circumstances where language or literacy were an obstacle to individuals being able to complete forms or take their issues on for themselves.

‘Language and literacy are not the only obstacles, cultural issues matter too’. Culturally sensitive provision of a range of services is required to ensure that people will use services.

This can be complex, especially in an environment where there are ‘moving populations’ and involve awareness and education for those who are providing services from those who represent differing cultural starting points.

Agencies noted that it is important to acknowledge the cultural difficulties of asking for help, and that these may be driven by age as well as ethnicity. Such differences may also impact on the readiness of people to use different forms of advice, including the telephone and IT. In addition, the stigma of being a client of a public service may adversely impact upon people’s willingness to use advice services.

‘Cash constraints over the years have left a legacy’. Agencies reported that cash limits have had an effect on their ability to provide a core service e.g. loss of administrative staff leave those who are advisers with less time to provide advice. Further, output orientated funding in many cases leaves the ‘soft’ part of work e.g. taking time to examine the range of issues that may have an impact on specific advice need can be limited and create future problems.

In addition, agencies reported that such constraints have inhibited development for ‘the community as a whole’. For example, library closures not only inhibit the establishment of community meeting points, but also public access to information.

Further, agencies report that over the years City Council services have become restricted which has had an impact on advice as well as investment in developing communities. Agencies also reported that low levels of staffing in some council services, e.g. housing, could make it difficult for individuals to make contact. Examples were given where when acting as advocate for individuals, agencies had been ‘on hold’ for 30 minutes or more, or where agencies had to ‘chase’ (in some circumstances up to three months). In the particular instance, the agency noted that in such circumstances individuals would be unlikely to be able to undertake this work on their own behalf. It was also reported that, within the context of the Care Planning Approach, welfare benefits advice was only available to elderly clients already in receipt of social services care.

‘Neighbourhood provision has to be the way forward, but feeling comfortable and confident is crucial’. Agencies noted a number of features. Tenants associations are at various stages of development (and competence) across the areas. Some do have very useful relationships with a range of Council departments, but this often reflects individual relationships rather than a systematised approach between tenant association and the department concerned.

At the same time, tenant associations may or may not have worked in a way so as to be inclusive of residents where there is little identifiable commonality.

Key to local provision is the need to be and be perceived to be independent. This does not only relate to the service provided, but also to the location in which a service is provided. For example, where a range of provision is provided from a given point, but that point is identified with the complaint or problem e.g. meeting in a local authority building when the problem is with the local authority - it is likely that individuals will be disinclined to use the service at all.

‘Transport and the costs of transport inhibit uptake’. Agencies noted that transport to Leicester City Centre is good, but that it is limited within and between localities in the SRB areas. They also noted the cost of transport to the city centre. Certainly, the cost could inhibit an individual from using a service and limited local links make it difficult for residents to use local services with ease.

3.2.5 Identifying Ways to Address Obstacles

Clearly, some of the obstacles identified, particularly the nature of housing and transport, present medium and long term planning challenges, and are not purely within the remit of ‘advice provision’. However, all felt that neighbourhood provision would be key to meeting the objectives of SRB5 and within that the value of advice and information provision, particularly for those groups of people who are not currently accessing any services at all.

As indicated above, a point of reference will be crucial. Some services e.g. the Tudor Centre or GP surgeries could provide a role as a ‘spoke’ to a service network. 

Many of the agencies interviewed noted the value of non advice providers e.g. community colleges, health visitors, community interpreters etc. as first points of contact for people. Although concerns were raised that such people would require an understanding of the limits of their role and understanding and knowledge of the range of services that are available.

We have indicated elsewhere that there does appear to be constructive relationships between the key City centre based advice services, although we also noted that some agencies to not refer to other advice providers but rather deal with matters directly. We also note that some in areas make multiple referrals i.e. to more than one agency, which will impact on time and resources expended inappropriately.

Whilst agencies identify the value of networking and liaison, they also note that such processes require the use of time and resources and note the need for such a process to be adequately resourced.

The value of technology to underpin agencies’ ability to network and cross refer was also identified. 

Lastly, it was noted that different agencies monitor in different ways. For example, some do not monitor by Ward and there is no single data set in current use that could help determine need and uptake particularly around areas of law.

4 Research Appendices

4.1 Background to the Research

Leicester City Council commissioned Michael Bell Associates to research ways of improving advice services in the SRB5 area that has been established in the North West of the City. In particular, improving access to welfare rights, money advice and employment rights. 

The research team for this assignment included: Michael Bell, Nicky Coombes, Iain Easdon and Stephanie Sexton. The project was overseen by a project team provided by Leicester City Council comprising Damon Gibbons, LCC Welfare Rights Team, Niloofar Sarkari and Paul Quinn, LCC Environment and Development Unit. The research and project teams wish to acknowledge the support of all those individuals and organisations that contributed to the development of this report (see section 3.2.1 and 4.4 below for details of participants).

The area to be covered by the study has a population of around 20,500. It covers four main population areas:

· Beaumont Leys, 

· Mowmacre, 

· Abbey Rise and 

· Stocking Farm.

It is felt that, whilst the residents in the area are likely to have high advice needs, they currently have poor access to advice services. Levels of advice provision could be improved if advice agencies were able to target their services on the area and attract revenue from the Legal Aid Board (Community Legal Service Fund) to support this work.

Research Brief

The research objectives were to:

· Identify and map current levels of welfare rights, money advice and employment rights advice

· Identify current methods of delivery

· Recommend options for future developments

4.2 Methodology

4.2.1 Definitions of Advice

In considering our approach we feel that it would be useful to provide some definitions. Advice is likely to comprise some or all of the following components:

· 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.

The categories we use are largely compatible with the emerging levels of advice with those used by the Community Legal Service (CLS). “Advice” comprises a range of activities that we break down into three principal categories or “types” of intervention: 
Type One – Active Information, Sign-posting and Explanation

This work refers to activities such as providing information either orally or in writing, sign-posting or referring the user to other available resources or services, and, the explanation of technical terms or clarifying an official document, such as a tenancy agreement or a possession order.

We make a distinction between the “passive” provision of information through the availability of leaflets etc. in public places, libraries etc. and “active” provision of information through providing assistance to the individual seeking assistance. This research would look at “active” providers.

Type Two - Case work 

Initially this work will include:

· A diagnostic interview where the problem and all relevant issues are identified; and,

· Making a judgement as to whether the individual has a case that can be pursued.

Once it has been established that the individual has a case that can be pursued activities may include:

· Setting out an individual's options or courses of actions, 

· Encouraging the user to take action on their own behalf,

· Providing practical aid with letters or forms, 

· Negotiating with third parties on the users behalf

· Introducing the enquirer by referral to another source of help. 

· Support to users in making their own case

Type Three - Advocacy, Representation and Mediation 

This work includes a range of further actions arising from the casework undertaken above. This may have been undertaken by the adviser preparing the tertiary work or may have come to the adviser by referral from another organisation or adviser. The principal activities may include:

· Advocacy & Representation - where the adviser may prepare a case for the user and represent or speak on their behalf at a tribunal or court. 

· Mediation - where the adviser may act on behalf of the user by seeking to mediate between the user and a third party.

Type III work includes some activities that can only be undertaken by lawyers or other people with specific professional qualifications.

Other Work

Advice and information providers often undertake a range of activities beyond one-to-one work with individuals in need. Often they may act for groups of individuals facing the same problem “class actions”, such as a group of tenants on a particular estate facing similar problems of disrepair. They may also undertake other work, such as “community development” where they may act a resource to other groups in their communities.

All information and advice providers are likely to undertake social policy work at some level. We use a narrow definition of “social policy work” commonly used in the advice sector. This definition suggests that advice agencies should collect information generated by individual case-work activities and aggregate this in order to identify trends and emerging issues. It is likely that in many cases advice agencies will be able to gather considerable amounts of local intelligence through this route that would be of considerable use to the providers or planners of other services. An example of this approach could include an increase in enquiries at an advice agency following recent changes in the administration of Housing Benefit. By making this information available to the managers of that service the advice agency may be able to secure changes and therefore prevent the problem affecting other individuals.

In an SRB area, the intelligence that forms the basis of some social policy interventions may be of particular use. Identifying patterns in employment problems, for example, is of considerable potential importance in informing those seeking to shape economic development in the area. Again, advice agencies may have valuable data about language use, overcrowding, the domestic economy or other factors that may be barriers to take up of other services. 

Advice Topics

This research was commissioned to look particularly at three areas of advice: Welfare Benefits, Money Advice and Employment advice. Within the context of the SRB these priorities are understandable. However, in many cases people using an advice service are likely to present with a range of inter-connected problems. For example, for someone newly arrived in the UK, their priority may be establishing their immigration status; once this has been resolved there may be a range of other issues from housing, through employment to benefits that they will seek assistance with.

The commissioner’s of this research were particularly interested in the possibility of improving access to “employment rights advice”. Whilst we agree with suggestions that this is likely to play a significant role in supporting people re-entering the labour market and sustaining employment we suggest that employment advice may go further. In other studies we have looked at the impact of “employment options” advice. This shift from a “rights” based approach to an “options” based approach has proved particularly useful in “back-to-work” schemes.

Traditionally, advice centres offer advice about enforcement and entitlement in employment, and the need for this is obvious in regeneration programmes which tend to encourage new employers, often facing cost pressures, who may cut corners on basic employment rights. The fact that many employees may be new entrants to the workplace and so less likely to access traditional sources of help like trade unions is also important. However, in other areas of advice, such as housing, it is quite common for the same agency or project to be pursuing an enforcement approach at the same time as developing new options for those where enforcement may not be possible or appropriate. In employment this is rarely the case: those who advise on options (e.g. careers guidance, New Deal, many employment development projects) tend to maintain a considerable distance from those advising on rights and entitlements. Only in the area of benefits advice (in work benefits) do they come together. 

4.2.2 Programme of Work

To meet the brief, the consultant team undertook a four-phase programme of work:

Phase One – Needs Assessment and Resource Indicator

Phase One involved the application of “ANARAK”, the system developed to assess need and identify the resource implications of meeting these needs. This supplements the (largely supply based) needs assessment undertaken by the Legal Aid Board. (See section 4.3).

Phase Two – Providers’ Analysis

We identified service providers currently, or potentially, providing welfare benefits, money and employment advice to the residents in the area. These were identified using both council sources and other agencies (e.g. Legal Aid Board, Federation of Independent Advice Centres etc.) A survey was designed to assess the volume of work, the level of work (by advice type I, II & III) and the methods of delivery to residents in the area. Because of the time-scale for this work, the questionnaire was kept at a simple level for completion over the telephone, if necessary.

Phase Three – Methods of Delivery

A range of current and alternative methods of delivery would be developed for subsequent testing. These would include an examination of methods used in Leicester and good practice from other parts of the country.

The views of local people would be sought on:

· current use of advice services;

· current access to advice services; and, 

· alternative methods of delivery

Initially focus groups were attempted, however, time constraints meant that this approach was not possible. Instead, interviews with agencies targeting certain communities were held see section 3.2.1 below). 

4.2.3 Phase Four – Developing Options

From the above phases a series of propositions have been developed. To ensure that these were viable these were tested with potential local providers of services at a half day seminar and a summary report was produced with providers invited to comment. This final report has been produced detailing the research findings and containing a series of recommendations for future action.

4.3 “ANARAK”

“ANARAK”, the Advice Needs Assessment and Resource Allocation Kit, has been developed by Michael Bell Associates as a planning tool for use in advice reviews.

4.3.1 Background to ANARAK

In 1986 the National Consumer Council published “Good Advice for All”, a research report into advice needs, standards of service, and resources required to meet this advice need. It included some initial calculations on the capacity of advice workers and guidance on the number of advisers and type of agency per locality. It identified a massive under-provision of advice.

The report was well received by providers of advice agencies. However, funders and commissioners of services saw the estimates for provision as being unaffordable. The figures did provide a basis for discussion and were used in subsequent research and action/research projects in different parts of the UK.

In 1995 the National Consumer Council commissioned Michael Bell and Bob Widdowson, as two of the leading participants in developing the original publication, to update the research in “Good Advice for All”. This work was carried out in consultation with the key advice provider umbrella agencies (e.g. FIAC, NACAB/CAS, Shelter etc.). 

The figures produced through this exercise have been tested and refined over the past five years through a series of advice reviews across the UK for Central Government Departments, Government Agencies, Local Authorities and Health Authorities/Boards. They are currently under discussion with the Lord Chancellor’s Department as part of the development of the Community Legal Service in England & Wales. 

The Federation of Independent Advice Centres (FIAC) has been closely involved in the ongoing development and testing of the assumptions in this model. It is anticipated that the model will be developed as a planning tool for use by independent advice agencies early in 2000.

The model requires a limited number of data inputs, such as, the number of residents in an area, the number of households, employee costs (e.g. average or desired advice worker salary in the area) and a range of socio-demographic statistics which serve as indicators (see below). In addition, whilst we have modelled the system on 16.5% of the population requiring information, advice or assistance in a given year it is possible to amend this figure to reflect either local or other political priorities etc.

From this data the model produces the following outputs:

· The number of full-time equivalent advice posts required

· The total cost of the service per annum

· The number of Level I, Level II and Level III cases

· The number of hours spent upon each activity

· The amount of client contact time each of these cases represents

· A unit costing benchmark per hour and for each level of advice

· A cost per person for the area of study each area

· A cost per household for the area of study (of particular interest to local authorities)

The system is based upon a computer model that contains a number of assumptions
 about:

· Optimum levels of adviser productivity;

· The relationship between the different levels of advice (Sign-posting through to referral); and,

· Client contact time versus follow up work for the different levels of advice.

The key denominators in the study are overall population and household size. Data used in the study may be gathered at a local authority ward level, district level or larger regional level (e.g. in Health Authorities/Boards were that body covers more than one district authority). 

As a planning tool for generalist services we recommend its use at a ward level with the results aggregated up to district level. This reflects changes in the way in which data is gathered in the DoE/DETRs Index of Local Conditions from 1991. In this review we have used available data at an enumeration district level.

The level of need for advice in an area 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. This was not broken down into subject areas. Current modelling by subject areas (e.g. Welfare benefits or housing) can be undertaken by supply based evidence but this has obvious drawbacks. Work is currently underway to look at enhancing the current model with emerging data on needs by subject area
 and will be incorporated in future versions of the model. 

Advice needs and consequent resource requirements are subject to a Special Needs Multiplier (SNM). These reflect a number of indices of deprivation identified in other studies, (e.g. the GLC Deprivation Index, the DoE/DETR Index of Local Conditions (1996) and the DoE/DETR Index of Local Deprivation (1998)). However, in selecting the domains it is important to note that we were indicator of deprivation may vary from those indicators of advice need (e.g. high benefit take-up may indicate an active advice service, with the converse indicating unmet need rather than relative prosperity).

The current review of the DETR’s Index of Local Deprivation highlights nine “domains” for the identification of multiple deprivation. These are:

1. Income deprivation

2. Work deprivation

3. Health deprivation

4. Housing deprivation

5. Education, skills and training deprivation
6. Physical environment

7. Crime and disorder

8. Social environment

9. Access to services

Numbers 1-5 above (in bold) are considered to be appropriate domains for Advice Needs modelling. In addition, we have included both ethnicity and age as indicator of advice need:

· Elderly populations tend to have restricted mobility which has implications for home visits etc. 

· Large black and minority ethnic communities often have higher levels of demand for immigration advice and potential translation facility implications. (This is likely to be excluded from future DETR indices of deprivation on the basis that the implications of high concentrations of black and minority ethnic communities would be reflected through other indices).

In selecting indices to meet these domains we were keen to ensure that they were sufficiently robust, avoided double counting, were nationally comparable and were readily available at a local level. The indicators selected are: 

· Local unemployment rate

· Unskilled workers (V)

· Partly skilled workers (IV)

· Graduate Index

· People from minority ethnic communities

· Pensioners in single person households

· People over 75

· Single Parent families

· Long-term Limiting Illness

· Owner occupied

· More than 1 person per room

· Households lacking two basic amenities

The issue of weighting the indicators has been investigated. For example, the 1981 DoE Index provided for equal weighting to each item except that unemployment was double weighted. In discussions with providers there was an interest in additional weighting to those areas that impacted upon their area of work (e.g. housing advisers wanting additional weighting to household lacking amenities). For these reasons, at present, the model only contains weighting for unemployment.

The end result of these calculations allows for an estimate of likely advice need in a given area and the level of resources required to meet this need, including unit costing and activity level benchmarks for different level of advice. It is important to stress the difference between “benchmarks” and “targets”. 

The programme is designed as an aid to local planning, but does not provide a blueprint and should be read in conjunction with other parts of the study. 
4.3.2 ANARAK: Special Needs Multiplier by Enumeration District

The following information was used to produce the special needs multiplier at an enumeration district level.

ED
Total Pop.
Total Households
Unemployed %
Unskilled Workers %
Partly Skilled Workers %
Graduate Index (ED data not available)
People from Ethnic Minorities %
Pensioners in Single Person Households 

(ED data not available)
75 & Over %
Single Parent Families %
Long Term Limiting Illness %
Owner Occupied %
More than 1 Person per Room %
Lacking 2 Basic Amenities %

32MMFA01
609
238
5
7
28
11.8
16
14.4
3
4
2
37
1
2

32MMFC01
581
219
3
9
33
11.8
10
14.4
0
0
1
36
0
4

32MMFC02
475
187
4
8
25
11.8
22
14.4
1
1
1
29
1
7

32MMFC03
443
188
8
5
16
11.8
12
14.4
2
2
2
21
3
7

32MMFC04
688
243
3
7
36
11.8
9
14.4
1
1
2
27
1
3

32MMFC05
367
164
5
5
14
11.8
4
14.4
3
5
2
30
1
4

32MMFC06
533
224
4
4
30
11.8
11
14.4
1
1
0
41
1
13

32MMFC07
540
225
3
4
46
11.8
14
14.4
1
1
1
37
1
10

32MMFC08
528
165
7
8
27
11.8
16
14.4
1
1
2
4
2
0

32MMFC09
708
185
6
10
13
11.8
18
14.4
1
1
13
8
2
1

32MMFC10
676
212
4
10
22
11.8
15
14.4
2
2
2
26
2
0

32MMFC11
607
236
11
3
16
11.8
12
14.4
8
3
5
3
1
0

32MMFC12
550
183
8
0
16
11.8
20
14.4
2
2
3
5
1
1

32MMFC13
595
219
10
7
5
11.8
19
14.4
4
4
5
6
1
2

32MMFC14
505
214
11
2
12
11.8
12
14.4
8
8
6
2
2
0

32MMFC15
544
218
11
4
24
11.8
15
14.4
2
3
4
5
1
0

32MMFC17
652
240
7
9
25
11.8
17
14.4
5
5
5
18
2
1

32MMFC18
684
272
8
3
15
11.8
16
14.4
1
1
2
19
1
1

32MMFC19
353
136
4
3
31
11.8
13
14.4
0
0
2
36
0
0

32MMFC20
401
176
14
2
12
11.8
6
14.4
4
4
6
3
1
1

32MMFC21
643
216
10
2
9
11.8
14
14.4
1
1
2
3
2
0

32MMFC22
533
191
10
2
17
11.8
10
14.4
1
2
3
3
2
0

32MMFC23
515
198
10
6
29
11.8
14
14.4
5
6
3
3
1
0

32MMFC24
607
201
9
7
18
11.8
13
14.4
0
1
3
5
3
0

32MMFC25
434
186
17
0
2
11.8
8
14.4
3
4
6
5
3
0

32MMFC26
679
238
6
6
27
11.8
17
14.4
4
3
1
33
1
3

32MMFP03
480
197
6
6
17
11.8
2
14.4
6
7
4
16
1
14

32MMFP04
546
213
7
5
7
11.8
1
14.4
7
7
5
14
1
12

32MMFP05
544
229
8
4
22
11.8
2
14.4
7
7
4
6
1
16

32MMFP06
477
196
7
8
15
11.8
2
14.4
7
9
2
13
3
12

32MMFP07
355
210
18
0
23
11.8
0
14.4
8
14
6
4
1
27

32MMFP08
438
212
12
5
16
11.8
2
14.4
13
13
3
12
0
22

32MMFP09
446
204
5
7
36
11.8
1
14.4
11
10
2
30
0
25

32MMFP10
462
178
6
0
24
11.8
1
14.4
4
6
5
17
0
7

32MMFP11
527
183
5
4
17
11.8
5
14.4
3
4
4
15
1
6

32MMFP12
555
225
7
5
25
11.8
3
14.4
10
10
7
14
1
9

32MMFP13
503
217
6
6
20
11.8
0
14.4
11
13
5
14
1
11

32MMFP14
443
206
6
2
23
11.8
2
14.4
9
8
7
12
1
14

32MMFP15
445
175
7
2
13
11.8
2
14.4
4
5
3
11
1
9

32MMFP16
422
161
8
12
21
11.8
3
14.4
5
5
5
15
1
1

4.3.3 ANARAK: Adjusted Plans by Enumeration District

32MMFA01



 Total Population 

609

 Special Needs Multiplier

7%

Level I Episodes
108


Level II Episodes
54


Level III Episodes
27


Adjusted level of resources (FTE)



Level I Hours
36


Level II Hours
54


Level III Hours
108


Total no of Advice Hours
197


FTE Advisers required
0.2


Client Contact Time



Level I Hours
24


Level II Hours
27


Level III Hours
35


Total no of Client Contact Hours
86


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,364 


other salaries and running costs
 £ 2,182 


Total Service Costs per annum
 £ 6,545 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

238

Cost per person
 £ 10.75 


Cost per household
 £ 27.50 






32MMFC01



 Total Population 

581

 Special Needs Multiplier

-2%

Level I Episodes
94


Level II Episodes
47


Level III Episodes
23


Adjusted level of resources (FTE)



Level I Hours
31


Level II Hours
47


Level III Hours
94


Total no of Advice Hours
172


FTE Advisers required
0.2


Client Contact Time



Level I Hours
21


Level II Hours
23


Level III Hours
31


Total no of Client Contact Hours
75


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,813 


other salaries and running costs
 £ 1,906 


Total Service Costs per annum
 £ 5,719 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

219

Cost per person
 £ 9.84 


Cost per household
 £ 26.11 






32MMFC02



 Total Population 

475

 Special Needs Multiplier

8%

Level I Episodes
85


Level II Episodes
42


Level III Episodes
21


Adjusted level of resources (FTE)



Level I Hours
28


Level II Hours
42


Level III Hours
85


Total no of Advice Hours
155


FTE Advisers required
0.2


Client Contact Time



Level I Hours
19


Level II Hours
21


Level III Hours
28


Total no of Client Contact Hours
68


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,435 


other salaries and running costs
 £ 1,718 


Total Service Costs per annum
 £ 5,153 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

187

Cost per person
 £ 10.85 


Cost per household
 £ 27.56 






32MMFC03



 Total Population 

443

 Special Needs Multiplier

12%

Level I Episodes
82


Level II Episodes
41


Level III Episodes
20


Adjusted level of resources (FTE)



Level I Hours
27


Level II Hours
41


Level III Hours
82


Total no of Advice Hours
150


FTE Advisers required
0.2


Client Contact Time



Level I Hours
18


Level II Hours
20


Level III Hours
27


Total no of Client Contact Hours
65


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,322 


other salaries and running costs
 £ 1,661 


Total Service Costs per annum
 £ 4,984 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

188

Cost per person
 £ 11.25 


Cost per household
 £ 26.51 






32MMFC04



 Total Population 

688

 Special Needs Multiplier

3%

Level I Episodes
117


Level II Episodes
58


Level III Episodes
29


Adjusted level of resources (FTE)



Level I Hours
39


Level II Hours
58


Level III Hours
117


Total no of Advice Hours
214


FTE Advisers required
0.2


Client Contact Time



Level I Hours
26


Level II Hours
29


Level III Hours
39


Total no of Client Contact Hours
94


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,745 


other salaries and running costs
 £ 2,373 


Total Service Costs per annum
 £ 7,118 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

243

Cost per person
 £ 10.35 


Cost per household
 £ 29.29 






32MMFC05



 Total Population 

367

 Special Needs Multiplier

-1%

Level I Episodes
60


Level II Episodes
30


Level III Episodes
15


Adjusted level of resources (FTE)



Level I Hours
20


Level II Hours
30


Level III Hours
60


Total no of Advice Hours
110


FTE Advisers required
0.1


Client Contact Time



Level I Hours
13


Level II Hours
15


Level III Hours
20


Total no of Client Contact Hours
48


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 2,433 


other salaries and running costs
 £ 1,216 


Total Service Costs per annum
 £ 3,649 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

164

Cost per person
 £ 9.94 


Cost per household
 £ 22.25 






32MMFC06



 Total Population 

533

 Special Needs Multiplier

0%

Level I Episodes
88


Level II Episodes
44


Level III Episodes
22


Adjusted level of resources (FTE)



Level I Hours
29


Level II Hours
44


Level III Hours
88


Total no of Advice Hours
161


FTE Advisers required
0.2


Client Contact Time



Level I Hours
19


Level II Hours
22


Level III Hours
29


Total no of Client Contact Hours
70


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,569 


other salaries and running costs
 £ 1,785 


Total Service Costs per annum
 £ 5,354 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

224

Cost per person
 £ 10.04 


Cost per household
 £ 23.90 






32MMFC07



 Total Population 

540

 Special Needs Multiplier

6%

Level I Episodes
94


Level II Episodes
47


Level III Episodes
24


Adjusted level of resources (FTE)



Level I Hours
31


Level II Hours
47


Level III Hours
94


Total no of Advice Hours
173


FTE Advisers required
0.2


Client Contact Time



Level I Hours
21


Level II Hours
24


Level III Hours
31


Total no of Client Contact Hours
76


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,833 


other salaries and running costs
 £ 1,916 


Total Service Costs per annum
 £ 5,749 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

225

Cost per person
 £ 10.65 


Cost per household
 £ 25.55 






32MMFC08



 Total Population 

528

 Special Needs Multiplier

19%

Level I Episodes
104


Level II Episodes
52


Level III Episodes
26


Adjusted level of resources (FTE)



Level I Hours
35


Level II Hours
52


Level III Hours
104


Total no of Advice Hours
190


FTE Advisers required
0.2


Client Contact Time



Level I Hours
23


Level II Hours
26


Level III Hours
34


Total no of Client Contact Hours
83


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,207 


other salaries and running costs
 £ 2,104 


Total Service Costs per annum
 £ 6,311 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

165

Cost per person
 £ 11.95 


Cost per household
 £ 38.25 






32MMFC09



 Total Population 

708

 Special Needs Multiplier

24%

Level I Episodes
145


Level II Episodes
72


Level III Episodes
36


Adjusted level of resources (FTE)



Level I Hours
48


Level II Hours
72


Level III Hours
145


Total no of Advice Hours
266


FTE Advisers required
0.3


Client Contact Time



Level I Hours
32


Level II Hours
36


Level III Hours
48


Total no of Client Contact Hours
116


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 5,879 


other salaries and running costs
 £ 2,939 


Total Service Costs per annum
 £ 8,818 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

185

Cost per person
 £ 12.46 


Cost per household
 £ 47.67 






Area Adjusted Plan



32MMFC10



 Total Population 

676

 Special Needs Multiplier

5%

Estimated Annual Level of Need
17%


Level I Episodes
117


Level II Episodes
59


Level III Episodes
29


Adjusted level of resources (FTE)



Level I Hours
39


Level II Hours
59


Level III Hours
117


Total no of Advice Hours
215


FTE Advisers required
0.2


Client Contact Time



Level I Hours
26


Level II Hours
29


Level III Hours
39


Total no of Client Contact Hours
94


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,753 


other salaries and running costs
 £ 2,377 


Total Service Costs per annum
 £ 7,130 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

212

Cost per person
 £ 10.55 


Cost per household
 £ 33.63 






32MMFC11



 Total Population 

607

 Special Needs Multiplier

27%

Level I Episodes
127


Level II Episodes
64


Level III Episodes
32


Adjusted level of resources (FTE)



Level I Hours
42


Level II Hours
64


Level III Hours
127


Total no of Advice Hours
233


FTE Advisers required
0.2


Client Contact Time



Level I Hours
28


Level II Hours
32


Level III Hours
42


Total no of Client Contact Hours
102


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 5,162 


other salaries and running costs
 £ 2,581 


Total Service Costs per annum
 £ 7,743 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

236

Cost per person
 £ 12.76 


Cost per household
 £ 32.81 






32MMFC12



 Total Population 

550

 Special Needs Multiplier

18%

Level I Episodes
107


Level II Episodes
54


Level III Episodes
27


Adjusted level of resources (FTE)



Level I Hours
36


Level II Hours
54


Level III Hours
107


Total no of Advice Hours
196


FTE Advisers required
0.2


Client Contact Time



Level I Hours
24


Level II Hours
27


Level III Hours
35


Total no of Client Contact Hours
86


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,346 


other salaries and running costs
 £ 2,173 


Total Service Costs per annum
 £ 6,519 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

183

Cost per person
 £ 11.85 


Cost per household
 £ 35.62 






32MMFC13



 Total Population 

595

 Special Needs Multiplier

24%

Level I Episodes
122


Level II Episodes
61


Level III Episodes
30


Adjusted level of resources (FTE)



Level I Hours
41


Level II Hours
61


Level III Hours
122


Total no of Advice Hours
223


FTE Advisers required
0.2


Client Contact Time



Level I Hours
27


Level II Hours
30


Level III Hours
40


Total no of Client Contact Hours
97


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,941 


other salaries and running costs
 £ 2,470 


Total Service Costs per annum
 £ 7,411 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

219

Cost per person
 £ 12.46 


Cost per household
 £ 33.84 






32MMFC14



 Total Population 

505

 Special Needs Multiplier

30%

Level I Episodes
108


Level II Episodes
54


Level III Episodes
27


Adjusted level of resources (FTE)



Level I Hours
36


Level II Hours
54


Level III Hours
108


Total no of Advice Hours
199


FTE Advisers required
0.2


Client Contact Time



Level I Hours
24


Level II Hours
27


Level III Hours
36


Total no of Client Contact Hours
87


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,396 


other salaries and running costs
 £ 2,198 


Total Service Costs per annum
 £ 6,594 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

214

Cost per person
 £ 13.06 


Cost per household
 £ 30.81 






32MMFC15



 Total Population 

544

 Special Needs Multiplier

27%

Level I Episodes
114


Level II Episodes
57


Level III Episodes
28


Adjusted level of resources (FTE)



Level I Hours
38


Level II Hours
57


Level III Hours
114


Total no of Advice Hours
209


FTE Advisers required
0.2


Client Contact Time



Level I Hours
25


Level II Hours
28


Level III Hours
38


Total no of Client Contact Hours
91






Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,626 


other salaries and running costs
 £ 2,313 


Total Service Costs per annum
 £ 6,940 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

218

Cost per person
 £ 12.76 


Cost per household
 £ 31.83 






32MMFC17



 Total Population 

652

 Special Needs Multiplier

22%

Level I Episodes
131


Level II Episodes
66


Level III Episodes
33


Adjusted level of resources (FTE)



Level I Hours
44


Level II Hours
66


Level III Hours
131


Total no of Advice Hours
241


FTE Advisers required
0.2


Client Contact Time



Level I Hours
29


Level II Hours
33


Level III Hours
43


Total no of Client Contact Hours
105


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 5,327 


other salaries and running costs
 £ 2,663 


Total Service Costs per annum
 £ 7,990 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

240

Cost per person
 £ 12.25 


Cost per household
 £ 33.29 






32MMFC18



 Total Population 

684

 Special Needs Multiplier

10%

Level I Episodes
124


Level II Episodes
62


Level III Episodes
31


Adjusted level of resources (FTE)



Level I Hours
41


Level II Hours
62


Level III Hours
124


Total no of Advice Hours
228


FTE Advisers required
0.2


Client Contact Time



Level I Hours
27


Level II Hours
31


Level III Hours
41


Total no of Client Contact Hours
99


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 5,038 


other salaries and running costs
 £ 2,519 


Total Service Costs per annum
 £ 7,557 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

272

Cost per person
 £ 11.05 


Cost per household
 £ 27.78 






32MMFC19



 Total Population 

353

 Special Needs Multiplier

-1%

Level I Episodes
58


Level II Episodes
29


Level III Episodes
14


Adjusted level of resources (FTE)



Level I Hours
19


Level II Hours
29


Level III Hours
58


Total no of Advice Hours
106


FTE Advisers required
0.1


Client Contact Time



Level I Hours
13


Level II Hours
14


Level III Hours
19


Total no of Client Contact Hours
46


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 2,340 


other salaries and running costs
 £ 1,170 


Total Service Costs per annum
 £ 3,510 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

136

Cost per person
 £ 9.94 


Cost per household
 £ 25.81 






32MMFC20



 Total Population 

401

 Special Needs Multiplier

28%

Level I Episodes
85


Level II Episodes
42


Level III Episodes
21


Adjusted level of resources (FTE)



Level I Hours
28


Level II Hours
42


Level III Hours
85


Total no of Advice Hours
155


FTE Advisers required
0.2


Client Contact Time



Level I Hours
19


Level II Hours
21


Level III Hours
28


Total no of Client Contact Hours
68


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,437 


other salaries and running costs
 £ 1,719 


Total Service Costs per annum
 £ 5,156 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

176

Cost per person
 £ 12.86 


Cost per household
 £ 29.29 






32MMFC21



 Total Population 

643

 Special Needs Multiplier

16%

Estimated Annual Level of Need
17%


Level I Episodes
123


Level II Episodes
62


Level III Episodes
31


Adjusted level of resources (FTE)



Level I Hours
41


Level II Hours
62


Level III Hours
123


Total no of Advice Hours
226


FTE Advisers required
0.2


Client Contact Time



Level I Hours
27


Level II Hours
31


Level III Hours
41


Total no of Client Contact Hours
98


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,995 


other salaries and running costs
 £ 2,497 


Total Service Costs per annum
 £ 7,492 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

216

Cost per person
 £ 11.65 


Cost per household
 £ 34.69 






32MMFC22



 Total Population 

533

 Special Needs Multiplier

18%

Level I Episodes
104


Level II Episodes
52


Level III Episodes
26


Adjusted level of resources (FTE)



Level I Hours
35


Level II Hours
52


Level III Hours
104


Total no of Advice Hours
190


FTE Advisers required
0.2


Client Contact Time



Level I Hours
23


Level II Hours
26


Level III Hours
34


Total no of Client Contact Hours
83


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,212 


other salaries and running costs
 £ 2,106 


Total Service Costs per annum
 £ 6,317 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

191

Cost per person
 £ 11.85 


Cost per household
 £ 33.08 






32MMFC23



 Total Population 

515

 Special Needs Multiplier

29%

Level I Episodes
110


Level II Episodes
55


Level III Episodes
27


Adjusted level of resources (FTE)



Level I Hours
37


Level II Hours
55


Level III Hours
110


Total no of Advice Hours
201


FTE Advisers required
0.2


Client Contact Time



Level I Hours
24


Level II Hours
27


Level III Hours
36


Total no of Client Contact Hours
88


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,449 


other salaries and running costs
 £ 2,224 


Total Service Costs per annum
 £ 6,673 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

198

Cost per person
 £ 12.96 


Cost per household
 £ 33.70 






32MMFC24



 Total Population 

607

 Special Needs Multiplier

19%

Level I Episodes
119


Level II Episodes
60


Level III Episodes
30


Adjusted level of resources (FTE)



Level I Hours
40


Level II Hours
60


Level III Hours
119


Total no of Advice Hours
219


FTE Advisers required
0.2


Client Contact Time



Level I Hours
26


Level II Hours
30


Level III Hours
39


Total no of Client Contact Hours
95


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,837 


other salaries and running costs
 £ 2,418 


Total Service Costs per annum
 £ 7,255 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

201

Cost per person
 £ 11.95 


Cost per household
 £ 36.10 






32MMFC25



 Total Population 

434

 Special Needs Multiplier

30%

Level I Episodes
93


Level II Episodes
47


Level III Episodes
23


Adjusted level of resources (FTE)



Level I Hours
31


Level II Hours
47


Level III Hours
93


Total no of Advice Hours
171


FTE Advisers required
0.2


Client Contact Time



Level I Hours
20


Level II Hours
23


Level III Hours
31


Total no of Client Contact Hours
74


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,778 


other salaries and running costs
 £ 1,889 


Total Service Costs per annum
 £ 5,667 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

186

Cost per person
 £ 13.06 


Cost per household
 £ 30.47 






32MMFC26



 Total Population 

679

 Special Needs Multiplier

9%

Level I Episodes
122


Level II Episodes
61


Level III Episodes
31


Adjusted level of resources (FTE)



Level I Hours
41


Level II Hours
61


Level III Hours
122


Total no of Advice Hours
224


FTE Advisers required
0.2


Client Contact Time



Level I Hours
27


Level II Hours
31


Level III Hours
40


Total no of Client Contact Hours
98


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,956 


other salaries and running costs
 £ 2,478 


Total Service Costs per annum
 £ 7,434 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

238

Cost per person
 £ 10.95 


Cost per household
 £ 31.24 






32MMFP03



 Total Population 

480

 Special Needs Multiplier

14%

Level I Episodes
90


Level II Episodes
45


Level III Episodes
23


Adjusted level of resources (FTE)



Level I Hours
30


Level II Hours
45


Level III Hours
90


Total no of Advice Hours
166


FTE Advisers required
0.2


Client Contact Time



Level I Hours
20


Level II Hours
23


Level III Hours
30


Total no of Client Contact Hours
72


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,664 


other salaries and running costs
 £ 1,832 


Total Service Costs per annum
 £ 5,496 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

197

Cost per person
 £ 11.45 


Cost per household
 £ 27.90 






32MMFP04



 Total Population 

546

 Special Needs Multiplier

13%

Estimated Annual Level of Need
17%


Level I Episodes
102


Level II Episodes
51


Level III Episodes
25


Adjusted level of resources (FTE)



Level I Hours
34


Level II Hours
51


Level III Hours
102


Total no of Advice Hours
187


FTE Advisers required
0.2


Client Contact Time



Level I Hours
22


Level II Hours
25


Level III Hours
34


Total no of Client Contact Hours
81


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,132 


other salaries and running costs
 £ 2,066 


Total Service Costs per annum
 £ 6,197 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

213

Cost per person
 £ 11.35 


Cost per household
 £ 29.10 






32MMFP05



 Total Population 

544

 Special Needs Multiplier

23%

Estimated Annual Level of Need
17%


Level I Episodes
110


Level II Episodes
55


Level III Episodes
28


Adjusted level of resources (FTE)



Level I Hours
37


Level II Hours
55


Level III Hours
110


Total no of Advice Hours
202


FTE Advisers required
0.2


Client Contact Time



Level I Hours
24


Level II Hours
28


Level III Hours
36


Total no of Client Contact Hours
88


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,481 


other salaries and running costs
 £ 2,240 


Total Service Costs per annum
 £ 6,721 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

229

Cost per person
 £ 12.35 


Cost per household
 £ 29.35 






32MMFP06



 Total Population 

477

 Special Needs Multiplier

16%

Level I Episodes
91


Level II Episodes
46


Level III Episodes
23


Adjusted level of resources (FTE)



Level I Hours
30


Level II Hours
46


Level III Hours
91


Total no of Advice Hours
167


FTE Advisers required
0.2


Client Contact Time



Level I Hours
20


Level II Hours
23


Level III Hours
30


Total no of Client Contact Hours
73


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,705 


other salaries and running costs
 £ 1,853 


Total Service Costs per annum
 £ 5,558 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

196

Cost per person
 £ 11.65 


Cost per household
 £ 28.36 






32MMFP07



 Total Population 

355

 Special Needs Multiplier

52%

Level I Episodes
89


Level II Episodes
45


Level III Episodes
22


Adjusted level of resources (FTE)



Level I Hours
30


Level II Hours
45


Level III Hours
89


Total no of Advice Hours
163


FTE Advisers required
0.2


Client Contact Time



Level I Hours
20


Level II Hours
22


Level III Hours
29


Total no of Client Contact Hours
71


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,613 


other salaries and running costs
 £ 1,807 


Total Service Costs per annum
 £ 5,420 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

210

Cost per person
 £ 15.27 


Cost per household
 £ 25.81 






32MMFP08



 Total Population 

438

 Special Needs Multiplier

34%

Level I Episodes
97


Level II Episodes
48


Level III Episodes
24


Adjusted level of resources (FTE)



Level I Hours
32


Level II Hours
48


Level III Hours
97


Total no of Advice Hours
178


FTE Advisers required
0.2


Client Contact Time



Level I Hours
21


Level II Hours
24


Level III Hours
32


Total no of Client Contact Hours
77


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,930 


other salaries and running costs
 £ 1,965 


Total Service Costs per annum
 £ 5,895 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

212

Cost per person
 £ 13.46 


Cost per household
 £ 27.81 






32MMFP09



 Total Population 

446

 Special Needs Multiplier

19%

Level I Episodes
88


Level II Episodes
44


Level III Episodes
22


Adjusted level of resources (FTE)



Level I Hours
29


Level II Hours
44


Level III Hours
88


Total no of Advice Hours
161


FTE Advisers required
0.2


Client Contact Time



Level I Hours
19


Level II Hours
22


Level III Hours
29


Total no of Client Contact Hours
70


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,554 


other salaries and running costs
 £ 1,777 


Total Service Costs per annum
 £ 5,331 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

204

Cost per person
 £ 11.95 


Cost per household
 £ 26.13 






32MMFP10



 Total Population 

462

 Special Needs Multiplier

10%

Level I Episodes
84


Level II Episodes
42


Level III Episodes
21


Adjusted level of resources (FTE)



Level I Hours
28


Level II Hours
42


Level III Hours
84


Total no of Advice Hours
154


FTE Advisers required
0.2


Client Contact Time



Level I Hours
18


Level II Hours
21


Level III Hours
28


Total no of Client Contact Hours
67


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,403 


other salaries and running costs
 £ 1,702 


Total Service Costs per annum
 £ 5,105 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

178

Cost per person
 £ 11.05 


Cost per household
 £ 28.68 






32MMFP11



 Total Population 

527

 Special Needs Multiplier

7%

Level I Episodes
93


Level II Episodes
47


Level III Episodes
23


Adjusted level of resources (FTE)



Level I Hours
31


Level II Hours
47


Level III Hours
93


Total no of Advice Hours
171


FTE Advisers required
0.2


Client Contact Time



Level I Hours
20


Level II Hours
23


Level III Hours
31


Total no of Client Contact Hours
74


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,776 


other salaries and running costs
 £ 1,888 


Total Service Costs per annum
 £ 5,664 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

183

Cost per person
 £ 10.75 


Cost per household
 £ 30.95 






32MMFP12



 Total Population 

555

 Special Needs Multiplier

24%

Level I Episodes
114


Level II Episodes
57


Level III Episodes
28


Adjusted level of resources (FTE)



Level I Hours
38


Level II Hours
57


Level III Hours
114


Total no of Advice Hours
208


FTE Advisers required
0.2


Client Contact Time



Level I Hours
25


Level II Hours
28


Level III Hours
37


Total no of Client Contact Hours
91


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,608 


other salaries and running costs
 £ 2,304 


Total Service Costs per annum
 £ 6,913 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

225

Cost per person
 £ 12.46 


Cost per household
 £ 30.72 






32MMFP13



 Total Population 

503

 Special Needs Multiplier

20%

Level I Episodes
100


Level II Episodes
50


Level III Episodes
25


Adjusted level of resources (FTE)



Level I Hours
33


Level II Hours
50


Level III Hours
100


Total no of Advice Hours
183


FTE Advisers required
0.2


Client Contact Time



Level I Hours
22


Level II Hours
25


Level III Hours
33


Total no of Client Contact Hours
80


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 4,042 


other salaries and running costs
 £ 2,021 


Total Service Costs per annum
 £ 6,063 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

217

Cost per person
 £ 12.05 


Cost per household
 £ 27.94 






32MMFP14



 Total Population 

443

 Special Needs Multiplier

21%

Level I Episodes
88


Level II Episodes
44


Level III Episodes
22


Adjusted level of resources (FTE)



Level I Hours
29


Level II Hours
44


Level III Hours
88


Total no of Advice Hours
162


FTE Advisers required
0.2


Client Contact Time



Level I Hours
19


Level II Hours
22


Level III Hours
29


Total no of Client Contact Hours
71


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,589 


other salaries and running costs
 £ 1,795 


Total Service Costs per annum
 £ 5,384 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

206

Cost per person
 £ 12.15 


Cost per household
 £ 26.14 






32MMFP15



 Total Population 

445

 Special Needs Multiplier

10%

Level I Episodes
81


Level II Episodes
40


Level III Episodes
20


Adjusted level of resources (FTE)



Level I Hours
27


Level II Hours
40


Level III Hours
81


Total no of Advice Hours
148


FTE Advisers required
0.2


Client Contact Time



Level I Hours
18


Level II Hours
20


Level III Hours
27


Total no of Client Contact Hours
65


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,278 


other salaries and running costs
 £ 1,639 


Total Service Costs per annum
 £ 4,917 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

175

Cost per person
 £ 11.05 


Cost per household
 £ 28.10 






32MMFP16



 Total Population 

422

 Special Needs Multiplier

17%

Level I Episodes
81


Level II Episodes
41


Level III Episodes
20


Adjusted level of resources (FTE)



Level I Hours
27


Level II Hours
41


Level III Hours
81


Total no of Advice Hours
149


FTE Advisers required
0.2


Client Contact Time



Level I Hours
18


Level II Hours
20


Level III Hours
27


Total no of Client Contact Hours
65


Level of Financial Resources 



 Ave. Adviser Salary Here

18000

Advisers' salaries (inc. NIC)

19800

 Employers' Pension contribution 

8%

Cost per Adviser
 £ 21,384 


Advice Costs per area
 £ 3,306 


other salaries and running costs
 £ 1,653 


Total Service Costs per annum
 £ 4,959 


Unit Costings



Cost per hour
 £ 33.20 


Level I per person
 £ 11.07 


Level II per person
 £ 33.20 


Level III per person
 £ 132.82 


 number of Households here

161

Cost per person
 £ 11.75 


Cost per household
 £ 30.80 


4.4 Survey Results

The following agencies responded to the survey:

Survey Number
Name
Organisation

1
Michael Garrett – Advice Manager
Leicester Citizens Advice Bureau

2
Michael Coxon – Manager/ Supervising Solicitor
Leicester Law Centre

3
Peter Tatersall – Director, Credit Union Development
Leicester County Co-operative Development Agency Ltd

5
Glenda Terry – Administrator
Hitslink Management Co-operative Ltd

4
Amu Devani - Director
Charnwood Racial Equality Council

6
Anne Berry - Solicitor
Jerman Hollingsworth & Co

7
Alastair Rowley – Project Support Worker
YMCA Y Support and Advice Centre

8
Zaina Mahmood – Centre Welfare Officer
Bhagini (women’s) Centre Ltd

9
David Purdey - Director
Leicester Racial Equality Council

10
Peter Kilty - Partner
Kilty Goldfarb & Co

11
Damon Gibbons – Team Leader
Welfare & Employment Rights Advice Service, LCC

12
Heather Montgomery – Team Leader
Money Advice Unit, LCC

13
Mal Collins – Advice Worker
Saffron Resource Centre

14
Kathryn Burgess – Deputy Director
Leicester Money Advice Centre

Question 1 - In which Leicester City Council ward is your service based?

Respondents reported the following:

· Aylestone

· Castle Ward

· City Centre

· City Wide

· London Road

· Saffron

· Stoneygate

· West End

· Wycliffe

Question 2 - Is your organisation mainly?

Respondents reported the following:

A provider of information, advice and legal services

93%

A provider of other services




21%

Question 3

If your organisation is mainly a provider of information and advice do you:

Respondents reported the following:

Provide this service to all members of the general public


64%

Provide this service to members of specific communities and groups
28%

If your service is not for all members of the general public please tell us who your service is for:


One organisation said young people aged 16-30


One organisation said the homeless and those vulnerably housed

Question 4 - When is your advice service normally available?

Respondents reported the following:




Morning

Afternoon

After 6pm

Monday

85%


92%


7%

Tuesday

92%


71%


7%

Wednesday

85%


85%


21%

Thursday

92%


85%


7%

Friday


100%


71%


7%

Saturday

0%


0%


0%

Sunday

0%


0%


0%

Question 5 - Which areas of advice does your service cover and to what level of advice can you generally offer assistance?
Respondents reported the following:


Information & Sign Posting Only
Casework
Advocacy/Representation

Welfare & Housing Benefits
5 agencies
9 agencies
12 agencies

Money Advice/Debt Counselling
3 agencies
5 agencies
6 agencies

Employment
2 agencies
5 agencies
2 agencies

Question 6 - How many people use your advice service each year?

Total across all responses 



46,721

The average, therefore for each agency would be: 
  4,151

Question 7 - Please indicate whether you provide services to residents of any of the following areas and let us know the estimate for the number of people from these areas using your service?


Estimate of total no. of people using all respondents services per year

Beaumont Leys



3332

Mowmacre




1758

Abbey Rise




2039

Stocking Farm




1458

Question 8 - -Where do you provide your service from?

From your advice centre by drop-in

50%

From your advice centre by appointment
85%

By telephone




78%

By e-mail




7%

From other venues



42%

In people’s homes



50%

Other





21%

Other included:  venues as required, outreach and Leicester County Court drop-ins.

Question 9 - Is your organisation a member of any advice networks?

Federation of Independent Advice Centre


50%

National Association of Citizen’s Advice Bureaux

7%

Money Advice Association




14%

Private Practice Regulated by the Law Society


14%

Other







28%

Other included:  Law Centres Federation, Co-operative Co. Limited by guarantee, CRE and Advice Services Alliance

Question 10 - Has your service secured a Legal Aid Franchise?

Yes


43%

No


57%

If yes, does this cover the following areas, and please let us know the volume of enquiries under your present contract:

Advice Topic
Franchise Held

Welfare Benefits
5

Employment Advice
3

Money Advice
2

If no, have you undertaken a Legal Aid Board Audit?

Yes



0%

No



100%

Do you have any plans in the area?

Generally no, but one organisation has applied to become a member of CLS and another is working towards developing and application for Legal Aid funding

Question 11 - Please tell us how many paid staff are employed by your organisation to provide advice?
Average number of full-time staff


4

Average number of part-time staff


2.4

Average of staff hours per week



170 (equivalent to 4.8 staff)

Question 12 - Please tell us the average salary/salary grade of staff that are involved in providing advice services to the public?
There is clustering of salaries amongst providers at SO1

Question 13 - Do you use volunteers in your advice service?
Yes


35%

No


65%

If yes, please tell us about the number of volunteers in your organisation

Average number of volunteers per organisation



25.8

Average number of volunteer hours per week per organisation

89

Question 14 - Do you provide training to your paid staff to enable them to provide accurate advice?

Yes


100%

No


0%

If yes, please tell us the main training providers you use:

Respondents reported the following:

· NACAB

· Century Class training, ILPA, Birmingham Tribunal unit, LCK, Internum?

· Directory Social Change, IBA, Chamber of commerce, TEC FOR LEPU

· Benefits agency, Low pay unit, Immigration Advice Service, JCWI, FIAC, CRE

· Birmingham Tribunal Unit, CPAG, Local provision (law cent., bens. Campaign, sswru

· Central Law Training

· FIAC, National Day Centre Project, HLG

· FIAC Birmingham Tribunal unit, LCC

· Commission for Racial Equality

· CLT, Leicester law society courses, L House training and coaching

· Money Advice Association, CPAG, Shelter

· MAA/MAT, CPAG, BTU

Question 15 - Do you refer people to other agencies for advice or assistance?
Yes


93%

No


7%

If yes, which agencies do you most commonly refer to?

Respondents reported the following:

· Private practice solicitor, Advice Centre

· Business Link, Assoc. Brit Cred Unit, Local Authorities

· Sometimes

· Leicester Shelter, Leicester Law Centre, Leicester Money Advice Centre

· Community Drug + Alcohol Project, Homeless section, Wellington St. DSS

· Leicester Law Centre, Social Services, Leicester City Housing

· CRE, Leicester law Centre, Trade Unions, CAB

· It all depends on each case. We have a referral list of all other firms and agencies

· Shelter, Leicester Law Centre, solicitors in private practice

Question 16 - What use do you make of computers in your agency?

Respondents reported the following:

For word processing (letters and reports)



100%

For keeping case records





71%

For monitoring the use of your service




85%

For keeping financial information




92%

Storing information to be used by staff




85%

Storing information to be accessed by the general public


14%

None, we do not have any people trained in using computers

0%

None, we do not have any computers




0%

Other








7%

Other included:  Databases to record information needed by core funders and the Legal Services Commission

� Good practice guidance in these areas is available in the publication “Evaluation Explained”, Bell, Gibson, Millar & Sexton, (HomePoint, 2000).


� Good practice guidance on involving disabled people and their organisations in the planning of information and advice services is available in “Standards for Disability Information & Advice Provision”, Bell, Sexton & FIAC, (Scottish Accessible Information Forum/Scottish Consumer Council 1999).


� Scottish Homes have produced guidance on evaluating projects that provide second tier support around information and advice. This report suggests a budget of around 25% of revenue costs should be set aside for pilot programmes. “Methodology for Evaluating Secondary Advice Services” Bell & Gibson (HomePoint, 1997). 


� Many of the ideas for this section are drawn from ideas first developed by Richard Susskind, visiting Professor of Law at Strathclyde University, and adviser to the Lord Chancellor’s Department.


� “Personal Housing Plans: A new Technique” HomePoint (Scottish Homes, 1995).


� These figures have not been verified, and we suggest that they may over-estimate advice provision to residents in the area.


( Michael Bell Associates, 1998, 1999.


� The assumptions have been widely tested in a number of reviews but should always be tested against local circumstances. It is worth noting that at present the recording of time and activity within most advice provider agencies is limited. For example, in one recent study of agencies undertaking Levels I, II and III advice work figures for activity and staff time supplied by local agencies indicated that, at most, agencies were spending no more than 4 minutes per client. In another study, where the agency was mainly undertaking advice work at Levels I and II the activity levels and staffing levels indicated that each case represented in excess of 4 hours work. 


� Professor Hazel Genn has undertaken a major study in this area on behalf of the Nuffield Foundation (November 1999).





[image: image1.wmf]

EMBED MSWordArt.2 \s[image: image2.wmf]

EMBED MSWordArt.2 \s[image: image3.wmf]
Michael Bell Associates

Consultancy & Research
63 Webb's Road, London SW11 6RX Tel: 020 7978 4997 Fax: 020 7207 6851

e-mail: michael@bello.demon.co.uk

[image: image1.wmf][image: image2.wmf][image: image3.wmf]_1000896683.bin

_1000896684.bin

_1000896682.bin

