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Executive Summary & Recommendations

Introduction

North Lanarkshire Council has commissioned a review of its information and advice services as part of its intention to develop a strategy that would deliver the best quality of service to people in every part of North Lanarkshire.

It should be noted that the resources and time available for the review did not allow for a comprehensive audit of all agencies providing advice in North Lanarkshire. Instead a range of indicators were used to provide an overview of services in the locality rather than a detailed examination of all of the component parts. 

The review was focused particularly on advice and information services that work specifically towards income maximisation and included mainline Social Work Welfare Rights, Mainline Planning and Environment Debt Counselling: Citizens Advice Bureaux and those voluntary projects whose primary objective is information and advice provision. It does not cover the range of other services that provide information and advice in other areas such as Consumer matters, education and training advice and housing advice. 

Similarly, the review did not include an examination of the potential links between Council administered benefits (such as Housing and Council Tax Benefits, Free School Meals and Clothing grants) and income maximisation. Such links could form a major strand of any broader anti-poverty strategy and there would be considerable merit in the Council examining ways in which these could be better integrated, in particular by developing the sing-posting role that other front-line Council staff could undertake.

Methodology

The fieldwork was largely undertaken during May and July to enable the Council to consider its recommendations and to develop an implementation programme in time for the next financial year.

It was originally envisaged that all interested parties would consider this report during August in order that it may inform funding decisions for voluntary agencies relating to the second half of this financial year. We understand that funding for voluntary groups will be renewed on the current basis for the rest of this year. The timetable for consultation on the findings and recommendations contained in this report has now been extended through the early Autumn. 

It is anticipated that this document and subsequent discussions will form the basis of a paper to be presented to the Council for decision later this year.

The research comprised:

· Nature and location of provision;

· Audit of case work and management systems;

· Range and depth of service; and other

· Topographical features pertaining to need.

The review team used questionnaires, semi-structured interviews and mystery shopping which together provided the data and intelligence which underpins its recommendations for the strategic framework for information and advice provision.

It should be noted that the research phase of the review did reflect its broad objective – that of developing a strategic framework – rather than making a detailed assessment of the broad range of provision currently in place in North Lanarkshire.

This suggests that detailed work will be required following the review which:

· Facilitates ownership by key players;

· Ensures practical phasing for implementation; and

· Provides sufficient flexibility to take account of the experience of implementation. 

Overview

Whilst there is much to do to develop a service across North Lanarkshire which delivers ‘the best quality of service to people in every part’ of the area, there is also much to build upon.

The report paints a picture of a lack of co-ordination and fragmentation, although where systems are absent co-ordination may be mediated by personal relationships between workers of different agencies. It reflects on the difficulties created by individual services working to their own objectives rather than to an accepted corporate social policy agenda albeit one which recognises the contribution of different sectors and services.

The report sets out in detail a map of current provision against likely need. It explores a number of issues pertaining to the development of a coherent service, including:

· The establishment of core principles and objectives to the service as a whole;

· The value of developing formal network arrangements to reduce duplication and maximise the benefit of expertise and resource availability; and

· The value of creating common standards of service and principles for data collection whilst providing sufficient flexibility for agencies to express their own individual objectives and cultures.

Towards a Strategic Framework

The propositions set out in Section 7 of the report are underpinned by the issues set out above, as well as particular themes which emerged from the fieldwork including:

· The role of advice towards informing the social policy agenda – at both local and national level;

· The inter-face between community development and advice provision; 

· The role of advice in economic regeneration;

· Acknowledgement of the informal and increasing the effectiveness of service networks;

· Working to common core principles and specific baseline standards;

· Determining priorities and targeting communities or issues; and

· Making connections that can support other initiatives such as joint planning and commissioning.

Key Propositions

Central Proposition

The central proposition for the strategic framework would be to identify advice provision as a core plank in North Lanarkshire’s Corporate Plan with particular reference to anti poverty and social inclusion. 

Each of the other propositions follow on from this in terms of how they are developed and applied.

Operational Propositions

1 That all advice provision in North Lanarkshire operates to base line principles and objectives which are consistent with the over arching strategic objective

2 That common data sets should be developed which link to these. This would be to a base line and should not inhibit or contradict specific data requirements for individual agencies

3 That funding of advice provision should be placed on a firm and inflation linked footing for three-year periods, subject to satisfaction of a number of criteria including: resources being available to the Council ; the implementation of a three year budgetary cycle within the council itself; and providers complying with conditions of funding, service agreements and quality standards

4 That provision should be developed on an area basis (based on the 6 area Social Work offices) and that community profiles should be developed with particular emphasis in the short term to ensure an equitable geographical spread of services

5 That customer care should become a key feature/hall mark of provision in North Lanarkshire and following agreement of core principles and service standards in this component of service provision, training should be provided to ensure that standards are met

6 That multi-sectoral forums should be established on a six area basis which provide the basis of a service network for a given area. In the short term, such forums would be required to develop standards of service for the area, establish sustainable referral pathways, and undertake community profiling 

7 That social policy be identified as an overt and measurable outcome of advice provision on an individual and aggregated basis at least for each of the 6 areas and preferably for the service in North Lanarkshire as a whole

Service Propositions

1 Local authority provision should be consistent across the whole local authority area. In the short-term we suggest that the current central management of the Welfare Rights Officers should be strengthened to develop core values, service standards and common practices. This would include the opportunity to enhance their second tier role: supporting both council staff and other advice providers through referral, support and training. 

2 The drive to a better-integrated local authority service needs to consider the relationship between Welfare Rights Officers, Debt Counsellors and the voluntary sector. 

3 Procedures and standards should be common between the voluntary sector and the statutory sector. 

4 There are both geographical and other gaps in service provision. We have suggested that the various fora could consider these gaps in more detail and assist in the development of plans for meeting them. This may require the relocation of some services to areas of particular need.

5 Independent providers of information and advice should be required to have Professional Indemnity Insurance and be members of an advice network.

Conclusion

The final section of the report makes suggestions about a phased approach to development with key structural and practical features that should be considered and implemented. As with all strategic frameworks, however, this should be subject to review and a timetable and benchmark indicators would need to be established at the introductory phase of the strategy. 

Moving Forward

The section entitled “Determining the Framework – Recommendations towards the Strategy” contains a range of detailed recommendations arising from the Review. 

It is anticipated that this document and subsequent discussions will form the basis of a paper to be prepared by Council Officers and presented to the Council for decision later this year.

Introduction

Background to this Work

North Lanarkshire Council is one of Scotland’s largest local authorities serving a population of around 325,000. The Council is the successor to a number of other authorities and to parts of other authorities. As such it has inherited from these authorities the current arrangements for the provision of advice and information. These arrangements include both direct provision by Council services and indirect provision through the funding of voluntary agencies. 

In May 1999 the Council commissioned Michael Bell Associates in partnership with the Scottish Consumer Council to review current arrangements with a view to developing a strategy for the provision of advice and information with particular regard to services focussing on income maximisation.

Terms of Reference

The Council set the terms of reference for this review. They were:

Aims of the Review

Objective

North Lanarkshire Council’s objective in commissioning an independent review of information and advice services is to develop a strategy which will deliver the best possible quality of service to people in every part of North Lanarkshire, particularly those on low incomes, and which will ensure value for money from Council expenditure, now and in the future.

The emphasis is therefore on improving access, quality and value for money from existing budgets. There is no intention as part of the review to reduce overall spending on information and advice, or indeed to increase it.

Specific Aims

The aims of the review are:

i.  To identify and quantify on a comparable basis information advice currently provided by Council services and voluntary organisations including range and depth of services offered, methods of delivery, geographic coverage, numbers of cases/enquiries as well as numbers of people advised, case recording systems, information and training systems, management arrangements (including quality and case review and reporting methods) and costs.

ii.  To assess the quality and range of information and advice currently provided by Council services and voluntary organisations, including the mechanisms of the case processes, the technical competence and appropriateness of advice given, and, as far as possible, the outcomes achieved for service users.

iii.  To assess, in light of (i) and (ii) above, the productivity of and value for money given by various providers and to identify local best practice.

iv.  To match existing provision, as identified in i) above, against the distribution of population throughout North Lanarkshire, with particular regard to people who may be suffering the effects of poverty, and to highlight opportunities for improving access to information and advice services, especially those concerning benefit entitlement, income maximisation, debt and money advice.

v.  To identify possible gaps in provision, for example in access to specialist advice.

vi.  To review best practice in managing and/or commissioning information and advice services in other local authorities throughout the UK, and to identify lessons learnt by other Scottish Councils which have reviewed or made significant changes to the funding and structure of advice services since April 1996.

vii.  To inform the development of North Lanarkshire Information and Advice Strategy, including recommendations;

· to improve access to services;

· to improve the quality of advice available;

· to improve productivity and value for money;

· to explore the possibility of tapping other sources of funding;

· on how services should be reconfigured, if necessary, to achieve these objectives;

· on resource allocation;

· on the future approach to the commissioning and management of advice services;

· on a mechanism to monitor the quality and appropriateness of advice on a regular or continuous basis.

The research outputs are as stated in the consultants’ brief. These will be: 

· an interim report identifying and quantifying the current provision of information and advice in North Lanarkshire which should be circulated for verification;

· a presentation of the findings and draft recommendations to officials;

· 30 copies of a final report with recommendations; and

· a presentation of the findings and recommendations to senior management/elected representatives.

It is worth stating that the consultant team consider the objective of developing a new Strategy for Advice and Information should allow for provision which will enable North Lanarkshire to provide an integrated, seamless, high quality service which will:

· be flexible enough to meet unexpected changes in demand and encourage a variety of different styles of provision to meet the diversity of local need;

· provide access to communities marginalised by location and/or poverty;

· be informed by local needs and focused on needs and practical outcomes;

· be a collaborative strategy between the voluntary and statutory sectors; and,

· supports and reinforces other strategic Council initiatives such as anti-poverty and social inclusion agendas.

Methodology

The review has been conducted in five phases each with distinct research outputs. These research outputs have been tested and verified with Council officers during the course of the review.

PHASE ONE Advice Needs

· This stage was designed to provide an assessment of anticipated levels of need for advice across the Council including identification of the differing requirements of North Lanarkshire’s various communities.

Activities

· The MBA Advice Needs Model (see appendices) was used to gather demographic data and socio-economic profiling to develop a picture of anticipated demand for advice services on a ward-by-ward basis. This anticipated level of demand includes factoring for population density, economic activity, age, household tenure etc.. 

· Mapping of service provision against this needs assessment.

· Three focus groups with residents from communities with special needs were held. These were lone parents, young people and the elderly.

· The model was refined through round-table discussions with Council Officers.

Outcomes/Milestones

Interim assessment of the likely level of need across the Council area matched against existing provision to provide a ward by ward breakdown of provision to inform discussion of priorities.

PHASE TWO Audit 

This stage was designed to provide an overview of the quality of service and the management viability of providers. Exploration of networking and IT use and application.

Activities

· Survey of providers using postal surveys and follow-up calls, monitoring data analysis, interview and systems audits with a sample of providers identified in discussion with Council officers

· Management Audit to examine the systems operated by the agencies and their effectiveness to be based upon the Advice & Information Standards developed for Scottish Homes.

· In addition, we would examine the relationship between any grant funding from the Council and other funding available to agencies.

· Finally we would assess the unit cost of each type of advice based upon the definitions given above, and test these unit costs against the Adviser Productivity Levels included in the MBA Advice Needs Model.

Outcomes/Milestone

Interim assessment of the pattern of provision and quality standards extant across the area of study. Analysis of the differing models of provision, levels of take-up and relative costs and value for money assessment, and, evaluation of the management capacity of grant-aided organisations for discussion with commissioners and subsequently with service providers.

PHASE THREE A Changing Context

This stage was designed to place the service in the context of changes to the advice sector. The Consultant team will use existing knowledge base and new research to review best practice in managing and commissioning advice services.

Activities

· Summary analysis of best practice in other local authority areas 

· Discussions with key officers to consider the different approaches to advice taken by other Scottish Authorities.

· Additional work would be undertaken examining the use of IT including both as a tool for advisers and agencies and in publicly accessible systems. 

Outcomes/Milestones

An understanding of the developing “market” for voluntary sector advice services and the impact of the local authority grant making on that market. In addition, this information should inform discussion of the “leverage” that existing Council funding may apply to the decisions of other funders.

PHASE FOUR Quality of Advice

Mystery Shopping - a fabricated case was developed and this was undertaken by an actor to test the differing approaches to customer care and the appropriateness of advice from a range of provider agencies. 

PHASE FIVE - Final Report

This stage involved the production of this report. It includes recommendations and options for the future development of services.

It is anticipated that this document and subsequent discussions will form the basis of a paper to be presented to the Council for decision later this year.
Advice To Meet Needs In North Lanarkshire

Definitions of Information & Advice

The evaluative framework we use in this research is based upon the definitions developed by our lead consultant for a number of National and UK-wide bodies
. The term "advice" needs some definition, it is used in a number of ways by different organisations and even within single organisations. We have taken the term to be a generic one relating to a range of complementary activities and processes. We define advice as:

· 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.

We have broken these activities down into three principal categories: 

Level One - 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.

Level 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. 

Level 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:

· Support - to users in making their own case

· Advocacy - 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 speak to another party on behalf of the user

Social Policy Work

In this report we also make comment on the “Social Policy Work” of agencies. It is worth noting that 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.

The Advice Model

The first stage in assessing the level of need for advice services makes use of the demographic information provided by the Council. Various assumptions about adviser productivity, the relationship between different levels of advice provision are included in the computer modelling. Whilst these are based upon other empirical research, operational planning will need to take account of particular local factors. For example, the benchmark level of adviser productivity used in this model assumes that the adviser is be supported by an administrative infrastructure. This is clearly not the case for a number of agencies in North Lanarkshire. Hence the model needs to be seen against the other research data and is presented here as an indicator not a blueprint.

It is important to note that implicit within the model are a number of political choices. Firstly, the level of demand is likely to outstrip the Council’s capacity to fund this service, and uptake of services is likely to match or exceed supply. Therefore the Council must decide the proportion of the population any advice service can meet in a single year. Similarly, the Council may wish to determine the priority groups within the Council, priority areas of welfare law to be addressed, and, the level of advice it wishes to resource (e.g. information versus legal representation). This report was commissioned to examine information and advice around income maximisation. For many agencies this is only one component of the advice work that they undertake.

The assumptions underpinning the presentation of demographic material are based upon the overall level of population enhanced by a number of special factors. Together these provide the Special Needs Multiplier. In a limited number of wards we have made some adjustments to the Special Needs Multiplier to take account of particular issues of deprivation that did not appear in the model applied

The factors included in this model to produce the Special Needs Multiplier are population level plus or minus the percentage difference between average national figures:

· 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

There is no nationally accepted evidence of the extent of demand for advice, and the level of provision funded varies considerably from area to area. In addition, as we stated earlier, the demand for advice is always likely to outstrip the level of supply, and demand will vary from time-to-time depending upon such factors as the impact of new legislation, the place in the economic cycle and particular factors. However, in 1992 the National Consumer Council commissioned market research into the incidence of advice needs in the general population: 37% of the population reported a need for advice and information in the previous 12 months. Of these, around 45% (e.g. 16.5% of the total population) either sought assistance from an advice agency or would have done if they had known where to go or if one had been available in their area. Our model is based upon 16.5% of the population seeking advice in any one year.

It is also important to note that this review focussed upon advice towards income maximisation. Whilst welfare benefits and income maximisation enquiries are likely to account for the majority of advice enquiries, this figure for demand also includes advice need in other areas of welfare law. However, it should be noted that the figures relating to the current supply of advice from voluntary sector providers includes advice provided in other areas. 

Theoretical Model in North Lanarkshire

Across North Lanarkshire as a whole the Special Needs Multiplier is 8.5. The anticipated annual service needs we would anticipate are represented below. 

Number of Cases 

Level I Cases
58,665

Level II Cases
14,667

Level III Cases
5,866

The total number of advice worker hours required to provide this service would be advice hours 55,731. This would require 57.7 Full Time Equivalent Advisers across North Lanarkshire.

This compares to the levels of activity reported in the survey and on further verification from officers:

Level I Cases
102,582

Level II Cases
51,768

Level III Cases
10,344

We suggest that the discrepancy between these figures may be explained by agencies defining level one as level two work. There may also be some over-reporting figures by agencies. On present staffing levels (e.g. 34.5 FTE paid staff and 47.5 FTE volunteer staff) the maximum number of advice hours available would be around 79,212. We suggest the level of activity reported in the survey would require at least 120,000 hours of adviser time.

Level of Financial Resources 

The average adviser salary across North Lanarkshire is £16,641 including employers NIC. These figures have been factored into the costings below. 

The direct advice costs are estimated at £960,186. Indirect costs (e.g. other salaries and running costs) are estimated at £480,093.

The estimated total Service Costs per annum are £1,440,279. 

Unit Costings

On the basis of these figures we are able to produce a benchmark figure for unit costing as follows:

Cost per hour
 
£25.84

Level I per person
 £8.61 

Level II per person
 £25.84 

Level III per person
 £51.68 

It should be noted that these figures represent an average across North Lanarkshire and there are likely to be significant variations in the costs per person depending upon the complexity of the case. In particular, we would not anticipate that Debt Counsellors could operate within these benchmark figures.

There are 128,153 households in North Lanarkshire. This allows us to calculate the cost of the service per resident and per household.

Cost per resident 
£4.43 

Cost per household
£11.24

These costs should be balanced against the outcomes from the various advice interventions. For example, the Welfare Rights Team has estimated that their interventions resulted in income gain for their clients of some £3.4 million per year
. Figures from this service alone would therefore produce an average gain per household of more than £25.00 per annum.

Issues for Discussion

We have produced the model on a ward-by-ward basis grouped into the six areas corresponding to Social Work Office catchments to allow for a detailed comparison of levels of demand against actual provision. The following items should be noted:

This model and costing, however, is based on “integrated” services, i.e. those where largely information, advice and casework are offered by the same or closely integrated agencies. Such a model can, at best, achieve economies of scale (for example, in the provision of information resources), but can also involve effectively under-employing skilled and experienced caseworkers in the provision of basic information and sign-posting services. 

The model also makes assumptions about the level of administrative support available. It is clear that a number of voluntary sector agencies do not enjoy this level of support.

The decision on the level of need that North Lanarkshire Council wishes to meet through its financial support to advice providers is ultimately a political decision. Similarly, the Council may determine that the role of advice agencies should be targeted at particular levels of provision, such as boosting the casework or representation capacity of agencies as opposed to information provision that may be met through other providers.

The development of an advice strategy should not be separated from the other policy objectives of the Council. 

In addition, it should be noted that whilst the local authority has a key role in establishing a strategic framework, it does not necessarily need to be seen as the sole funder of advice services. Part of the Council’s strategy may include the use of its funding as a lever to other resources. It may therefore be possible to establish objectives to meet a higher level of service by, for example, providing a stable platform upon which individual agencies may develop their services.

Finally, in considering this model we would again stress that it is a tool to assist in planning and is not a substitute for taking political decisions. At this stage the model has been produced to inform the development of a strategy on a Council-wide basis. 

In developing a more detailed plan for the provision of services, consideration of the appropriate catchments for services will need to be undertaken. We suggest that planning could be assisted by work undertaken by the individual agencies working together through the proposed service networks or area fora.

Mapping of Current Provision

Geographical Spread of agencies

This is enclosed in the Appendix to this report. 

Activity Levels

The level of activity reported across North Lanarkshire in the Survey can be represented as:

Level I Cases
102,582

Level II Cases
51,768

Level III Cases
10,344

In the previous section above we reported that anticipated need was likely to be:

Level I Cases
58,665

Level II Cases
14,667

Level III Cases
5,866

There is a substantial discrepancy between these figures. The discrepancy between anticipated and reported Level I and Level II cases may be explained by different definitions being applied to this work. However, in considering the figures overall we suggest that there may be some over-reporting of activity by agencies. 

Staffing Inputs

Total advice related staff 
34.5 FTE paid staff & 47.5 FTE volunteer staff

Funding of Services

Source of Funding




Total

No. of respondents

North Lanarkshire – Chief Executive’s Office

£295,475
8

North Lanarkshire - Social Work Department

£117,220
3

North Lanarkshire – Community Services Department
£3,300

2

North Lanarkshire - Regeneration Partnership

£133,073
2

Health Board





£2,100

1

Charitable Trusts




£1,000

2

National Lottery





£41,412
3

Lanarkshire Development Agency


£8,000

1

European Social Fund




£33,882
1

Scottish Power





£500

1

New Deal





£22,000
1

TOTAL FUNDING FOR VOLUNTARY SECTOR

£657,962

Around 83% (£549,068) of funding for voluntary sector provision of information and advice comes from the Council and 17% (£108,894) from other sources.

Funding for Mainline services comprises the following salary, National Insurance and pension costs:

Welfare Rights Officers
£231,909

Debt Counsellors
£113,176

Total Staffing bill of 
£345,085
In calculating the “on costs” for mainline providers such as premises, support etc. associated with these posts we have used a figure of 8% (e.g. £27,607). This is based upon “on-cost” calculations used by the Social Work Department to the Scottish Executive for other specialist services. This creates a total service cost of £372,692. 

Total Council funding for information and advice is therefore estimated at £921,760. Mainline providers account for just over 40% and voluntary sector agencies just under 60%.

This figure may be compared to the estimated total service costs on the advice needs indicator of £1,440,279 (comprising direct advice costs estimated at £960,186 and on costs estimated at £480,093).

On the basis of the reported figures we are able to produce a benchmark figure for unit costing as follows:

Cost per hour
 
£21.83

Level I per person
 £7.28 

Level II per person
 £21.83

Level III per person
 £43.66

Again, we would wish to note that these figures represent an average across North Lanarkshire and there are likely to be significant variations in the costs per person depending upon the complexity of the case. We suggest that these unit costings are necessarily crude at this stage and are based upon a theoretical model. 

We suggest that the Council and its provider agencies should revisit these as more detailed and consistent local information becomes available. 

We have assumed 128,153 households in North Lanarkshire. This allows us to calculate the current cost of the service per resident as £2.83 and per household as £7.19.

The Quality of Current Provision

The Audit of Agencies

Detailed case studies of a representative sample of agencies were undertaken. The agencies interviewed were:

· Airdrie CAB

· Cumbernauld CAB

· Cumbernauld and Kilsyth Unemployed Workers Centre

· Cumbernauld Consumer Money Advice Centre

· Cumbernauld Social Work Department

· Tannochside Information and Advice Centre,

· Motherwell and Wishaw CAB

· Newmains Advice Centre

· Motherwell Social Work Department

· Bellshill Money Advice Centre

It should be noted that in the case of both social work and debt counselling only two offices for each were subject to study. In both cases the finding from this research presented very different pictures. It will be for managers of to determine whether the services interviewed were atypical.

It was agreed that the detail of these interviews would be confidential between the agency and the researchers. We have used these interviews to draw some general conclusions on the way in which different agencies in North Lanarkshire operate.

Use of Service

The ways in which different agencies gathered information on the users of services varied considerably. All agencies had some system for monitoring use of their services although the categories used varied, with gender being the most common category used. 

There was little indication in most agencies that this information could be used to compare with local community profiles. In some cases agencies seemed unclear as to why they were gathering this data. Others had taken considerable steps to develop community profiles including the use of conferences with other partner agencies. Community profiling can be a time consuming, complex and resource intensive task. A number of agencies suggested that they used their local knowledge to ensure that the work of their agency corresponded to local need. We noted that those agencies with a particular local community focus used the data from their information and casework and various methods to gain intelligence about the needs and constraints of their local communities.

As smaller voluntary agencies, they are inherently ‘of the community’ and thus have perhaps an innate understanding of that community’s character. This appeared slightly more difficult to achieve the larger the organisation became, be that statutory or voluntary. However, we considered that some of the larger voluntary groups, particularly the CABx were using the resource of their volunteers being a part of the community to undertake this type of work on an informal basis.

However, whilst agencies can use their own knowledge of an area to set the framework to develop community profiles, it does require a range of inputs not least of which from other agencies operating in the same area which may bring other perspectives and experiences to bear. 

Methods of Delivery

All agencies provided their services in a variety of ways including offering appointments, drop-ins, telephone enquiries and home visits. The mix of methods of delivery varied considerably between agencies. Outreach was commonly used to increase the geographic spread of agencies. Whilst there were some exceptions, overall agencies seemed to prefer face to face contacts rather than other means of delivery such as telephone advice.

The low priority attached to telephone advice in particular does have implications for the development of any strategy for North Lanarkshire as a whole. Telephone advice can be an effective means of raising adviser productivity, that is, the throughput of clients, although is often criticised as being superficial and only able to deal with presenting, as opposed to underlying, issues. Similarly, telephone advice can improve accessibility in terms of geographical catchment, for groups with restricted or impaired mobility, including disabled people older people or people with young children and  for people in work who may not be able to get time off to visit a centre. A decision not to pursue this route means that the location and opening hours of services become more critical factors in ensuring accessibility.

The range of methods of delivery appeared to reflect the operating ethos of each agency. Those which identified perhaps more closely with community development and empowerment, were keen to be responsive to need making the time necessary available to explore the individual’s difficulty, and then, while the individual was present, to undertake follow up work. This clearly has pros and cons. On occasion, individuals may go to the advice centre only to be told that the adviser will not be available for more than an hour or two. However, such an approach also provides a very real opportunity for individuals not to feel excluded from their own business and development. 

In other agencies, the method adopted was to respond to need and then to undertake follow up work outside of direct client contact time. This again has its merits, but causes difficulty for advisers in terms of managing their time, and meeting the needs for both responding and follow up.

Other methods, most notably that undertaken by the Social Work Department, provide an opportunity for an integrated approach to information and advice provision whilst having specialist back up when needed. Generic Social Work staff provide the first point of call for enquirers. This may contribute to the variations in the quality of reception experienced by our mystery shopper. 

The Welfare Rights Officers provide specialist back up to generic front-line staff in social work offices and also undertake substantial representation work. There are clearly merits to this method, allowing for integration between the role of Social Work more generally and the income maximisation role of advisers. A number of the questions raised by this complex relationship were outwith the terms of reference for this review, and, we have not fully explored the advantages highlighted by interviewees to this approach. 

However, in terms restricted solely to the advice review itself the relationship between advisers and the broader work of the Social Work Office does raise issues around the boundaries that social work front line staff have to hold in relation to their work with their clients. These issues include: are they seen to be independent and at which point may they be perceived to be operating as an agent of the Council.

Management information on the amount of time allocated to different types of enquiry and the balance between them varied considerably between all agencies, and was generally inadequate for the purposes of planning services. Whilst this may reflect different operating principles, e.g. not recognising sign-posting or other level 1 work as such, it does raise difficulties when monitoring and evaluating effectiveness of individual interventions and the service as a whole. However, most agencies did make reasonable estimates of these activities. 

Values that Underpin Advice and Social Policy Input

The aims for the advice services were varied. These included:

· Social Inclusion

· Quality of Life

· Enforcing Rights

· Income maximisation

· Social Justice

· Anti Poverty

Voluntary agencies were generally clearer about the values that underpinned their service. For a number of mainline providers they expressed detachment from the wider policy agenda underpinning the service.

There was a concern that the fact that various recent and more historic fora had lapsed meant that there was less coherence in the values underpinning their individual services and the network of provision as a whole.

There appeared to be some confusion about the role of benefits advice within a broader picture. If its place is core in promoting an anti-poverty strategy and thus achieves health and social gain, then its management would need to reflect that, albeit with specialist technical advice being involved in the process of management. However, if different agencies understand the corporate objectives of advice provision differently (and even within the same agency for example in social work) then, its management will reflect which ever operating philosophy is in place.

Such differences emerged during the course of the fieldwork. Whilst the issues raised may be seen as pedantic or even semantic, they do raise concerns about the potential for agencies to work to a coherent strategy, and indeed their ability to work in partnership, or even in ensuring that there are effective referral pathways between agencies. We noted that some agencies do have developed effective ways of co-operative working with individual clients based on expertise, but this did appear to reflect the personal relationship of the individuals concerned rather than formal relationships which could be developed which ever individual was in post.

There was only limited commitment to evaluating the effectiveness of services, with some notable exceptions. A number of service providers did collate outcomes from representation work and calculate the additional income brought into the area as a result of their interventions.

We were concerned that few agencies placed emphasis on the formal social policy aspects of their work, although we were able to note that the ability to influence at a political level especially locally and by the smaller independent agencies was not insignificant. 

Management Standards Audit

The way in which services subject to this phase of the research managed their work was examined in great detail. There were substantial variations between agencies. This section aims to highlight those areas of good practice or particular concern.

It should be noted that for voluntary sector agencies we did not identify any areas of concern regarding the governance of services. Agencies appeared to have active and committed management committees that were clearly rooted in their local communities. However, there were deficiencies in a number of organisations in terms of the policy framework in which they operated, and which is a responsibility of the governing body. These are identified below.

For mainline providers the issue of governance is more complicated, mediated as it is through internal management structures. We examined interviewees understanding of the wider policy framework in which they operated. These responses are covered in the sections below.

We were concerned at the absence of rigorous Equal Opportunities Policies across providers. In one mainline service the worker reported that the Council did have one, but hadn’t read it recently and did not know what it covered.

The CABx were able to access support in this and other areas of practice and policy via Citizens Advice Scotland. Of the other independent agencies only two reported being members of The Federation of Independent Advice Centres. There did not appear to be any other support systems for them.

The majority of service providers in both sectors appeared to be largely re-active with little attention to the planning of advice services. There were some notable exceptions. However, where planning did take place it appears to have been largely without knowledge of the plans of other service providers.

There were some excellent examples of developing innovative ways of securing feed back from service users. However, the practice of consulting with service users was not common across all agencies.

Similarly, a number of agencies had highly developed complaints procedures and systems for ensuring that they learnt from these complaints. There was an absence of formal complaints procedures in a number of other providers. 

Mainline providers and CABx have professional indemnity insurance to protect service users (and the agency) in the event of negligent or poor advice. We were concerned that a number of the independent agencies did not have arrangements in place. One agency reported that they did not have this cover because their advice was free and therefore they would not be liable. Not only is this incorrect, but, the agency would have no means of compensating the individual if they suffered financial loss as a result of poor advice.

The importance of confidentiality policies was understood by all agencies. Practical arrangements were less than satisfactory in some agencies, particularly the absence of, or limited access to, private interviewing space. 

Access to information, in particular the legal requirements upon agencies holding personal information, was less well understood. Whilst new legislation in this area is already in force, new guidance is due from the Data Protection Registrar this Autumn. Whilst mainline providers and CABx are likely to access this guidance centrally we are concerned that small independent agencies may remain ignorant of new requirements.

Arrangements for access to interpretation services for those whose first language is not English, including those using Sign Language, were largely informal. This may reflect low level demand, however, lack of provision is likely to reinforce low demand. We suggest that this reflects the general absence of rigour with regard to equal opportunities from many agencies.

Voluntary agencies were asked a series of questions on Management Structure and Responsibilities. There were no significant areas of concern in this section. 

All agencies were asked a series of questions relating to the way in which they managed cases. A number of agencies had put considerable effort into developing systems and procedures in this area. There were some examples of good practice in this area and others where systems were not considered to be sufficiently robust. The sharing of best practice in this area could provide assistance to the latter group of agencies.

The management of information resources was an area where we had few concerns. This is supported by the returns from the survey that indicated that agencies were making use of a wide variety of reference materials. It is worth noting that there are a range of new information sources coming on to the “market” a number of which require reasonably sophisticated IT, a number of agencies did mention problems in accessing information via the internet. 

Alongside North Lanarkshire’s CABx, two non-CABx make use of the NACAB/CAS information system. It should be noted that Citizens Advice Scotland is introducing differential pricing of their information system for members and non-members. This is likely to be a charge of over £1000.00 per annum and will place a considerable strain on these centres' information budgets.  

All agencies kept records. However, the principles behind record keeping varied not only according to agency type, but also to the particular views of individuals. For instance, some agencies do not keep records about age, for fear of being thought ageist. However, this clearly will create some difficulty when trying to determine whether or not an agency is actually reflecting the profile of its local community or indeed enable it to determine priorities for their own and other service developments.

We also noted that some agencies recorded an individual as a case, the case didn’t close until the individual went away; others at the other end of the spectrum recorded individual issues for a client as a case.

This clearly makes for difficulties both for individual agencies and for a co-ordinated response to community need and identification of community priority.

Staff management was generally an area where the researchers were content that processes and systems were in place. There were a number of agencies operating to extremely high standards. Developing and assessing staff competence was an area where a number of agencies were challenged and access to training was problematic for independent agencies.

Relationships with other Providers

There was limited contact between different advice providers and referral patterns tended to be ad hoc. For many agencies there was no clear basis upon which referrals were either made to, or accepted from, other agencies. For services such as debt counselling with clear case selection strategies the relationship tended to be better developed with other agencies. However, we are concerned that there is a lack of co-ordination between agencies.

All voluntary providers made some use of non-North Lanarkshire agencies. CABx, in particular, accessed a range of second tier support services either from CAS direct or through partnership projects such as, the Scottish Homelessness Advisory Service. These resources represent considerable added value to North Lanarkshire. It should be noted that the average cost of Central Government support to individual Bureaux through NACAB and CAS has been estimated at £20,000 per annum.

There are networks that have been identified as valuable. Some are multi-sectoral, and others a single service, such as the North Lanarkshire CAB Committee. One respondent particularly noted ‘if you don’t attend forums, you do yourself and your service a dis-service’. There was interest in further enhanced networking and co-ordination albeit with concerns that the reputations of different agencies could inhibit this.

Relationships with Council

We did not get an impression that voluntary providers viewed the Council as a whole as a partner in the provision of services. Whilst the relationship between providers and individual officers was often remarked upon positively, there was no sense of both parts working towards common objectives. In a number of cases this was contrasted with the active engagement between providers and North Lanarkshire’s preceding Councils.

This is reflected in the general lack of engagement by most providers with the development of Council policy. 

There is also at least some level of concern that it is difficult to develop a partnership relationship with the council when the budget available for the voluntary sector is frozen. This has various implications - agencies are unable (not unwilling) to participate in consultative events without resources, their ability to keep up to date from training is inhibited by a severe lack of financial resources, and without adequate administration they are unable to track and monitor their work in such a way as to be useful both for themselves and the various agenda that the council will have.

Mystery Shopping

The mystery shopping exercise was designed to provide additional information for the review of advice services in North Lanarkshire, focusing specifically on the quality of initial advice offered and the relationship established with clients. 

It is in the nature of such exercises that they cannot involve very complex problems, and thus may be of less use in evaluating specialist services alongside generalist providers. 

Organising the Exercise

North Lanarkshire provided us with a list of potential addresses to use. We used the services of an actor who has experience in this and similar areas, and also had the advantage of coming from Glasgow and having some knowledge of the area. A problem was devised for him that would: 

· involve a decent knowledge of the benefits system (options for disability associated benefits)

· test the agencies’ contribution to maximising income (ditto plus housing benefit for rent)

· check their ability to identify key issues (here, a fine for which non-payment would result in possible imprisonment)

The actor was instructed clearly about how to contact the agencies and what to do in various circumstances. He then started work immediately. 

It should be noted that in each case he was instructed to stress the urgency of his enquiry and to press for an appointment at the earliest opportunity.

After some agencies had been visited and assessed, the commissioner expressed some disquiet about the nature of the problem presented and requested that it be changed, which we did. The actor was then to be epileptic (rather than HIV+) and arriving to stay with his relative rather than his male partner. Unfortunately this latter removed an important part of the benefit component from the problem (since Housing Benefit is payable to a same sex partner sharing or sub-letting, but not to a relative, except in some circumstances that clearly did not apply here). The changed scenario also made direct comparisons between the different agencies slightly more difficult. 

It is important to note at this stage that the shopper commented that, although he did not modify his appearance or dress significantly in either case, he had the impression that he was much more favourably treated as an epileptic living with his aunt than as an HIV+ man living with his male partner.

We attempted to carry out the exercise as quickly as possible in order to avoid advisers commenting about the shopper to others in the field. It is our experience that there is usually an advice grapevine and/or social scene and since the case was slightly unusual and centres were aware that they were to be mystery shopped, it was possible that comparisons would be made. In fact, he was “spotted” by one Social Work office, after an 8 day wait for an appointment, because in the interim he had visited another Social Work office and used the same address. 

As with the audits outlined above it was agreed that the final report would anonymise all information relating to individual agencies in this report. 

Table of Performance

Agency Type
Ease Of Contact
Ease Of Access To Service
Customer Care
Advice
Comments

SW office A
good
8 days wait
aborted



SW office B
good
good: 2 days
bad
Not good: Disabled Living Allowance form handed out with no advice about filling in
Felt undeserving. Agency tape-recorded the interview

SW office C
difficult
2 days & unfriendly
reception bad

adviser good
Good on benefits nothing on fines


SW office D
good
good
good
Not good: advised entitled to Housing Benefit when not, Incomplete advice on other benefits
shopper did not mention fines

SW office E
good
not good
not good
not good: advised entitled to Housing Benefit when not, vague on sickness entitlements


SW office F
good
passed around but OK
OK
good and clear


CAB A
good
very bad
reception bad

adviser good
good
Reception initially hostile and inaccurate sign-posting.

Felt “valued” during interview process

CAB B
good
4 days
OK
unclear and some areas missed


CAB C
good
good
OK
nothing on fines

OK on rest

no referral on HIV


CAB D
3 calls
good
good
good
phone only

CAB E
bad
not good: waited, 50 minutes problems
bad
Referred to BA for fines

“social welfare” for everything else
Experience described as “awful, horrendous” and shopper left feeling “insignificant and stupid”

CAB F
4 calls, off to lunch, 6 calls still busy
none possible


rude and abrupt

CMAC A
Good
none


referred on immediately

CMAC B
Good
good
good
short initial advice and referral: but possibly misleading advice
referred on

CMAC C
Difficult 3 calls
no further contact




CMAC D
good
none
bad/good
Referred to Benefits Agency for fines


IAC A
good
bad
bad

hostile
No Housing Benefits advice

no confidentiality

no Disabled Living Allowance advice


IAC B
good
good
excellent but location terrifying
good and comprehensive


IAC C
good
difficult: wanted him to come in to book appointment
adequate
not good:

Nothing on fines, other advice unclear


IAC D
difficult 3 calls
OK
not good
no advice on housing benefit or fines


IAC E
good
good
good but matey
practical but slightly too much so


Assessment by Locality

Looking at the agencies by area served:

In Area 1, access was a problem, with 8 days wait for Social Work, initially hostile and inaccurate reception from the CAB (shopper commented that he would not have gone back) and friendly but firm refusal of service from the consumer and money advice centre. Once into the CAB, good advice was provided and the shopper commented that they left feeling a “valued person”, although access to a toilet was denied in spite of an hour wait. We were unable to assess the quality of advice from the other two.

In Area 2, initial contact with all agencies was good, but only two then followed through with good access to the service, with one making an appointment in 4 days and another being quite hostile. The quality of advice in this area was not encouraging: the CAB was unclear and missed some key areas, the consumer and money advice centre referred but gave possibly misleading advice about the possibilities, the social work office handed out a DLA form with none of the essential advice needed to fill it in, and the independent centre gave no HB advice, no DLA advice and provided only limited confidentiality in an atmosphere that was described as hostile. 

In Area 3, two agencies offered good initial contact, with the social work office difficult, but eventually offering a service in two days. On customer care, one independent agency (B) scored very highly but was completely undermined by its location, which terrified the shopper, who was threatened and abused on leaving. Three of the four agencies missed aspects of the advice needed, although the social work office was good on benefits. The independent agency, again, gave comprehensive and accurate advice in an accessible and well-thought out way. 

Three agencies in Area 4 needed several calls before contact was established, but the social work office and one independent agency were easy to contact. The CAB went on to provide easy access to good advice over the phone. The social work office gave wrong advice in a very friendly and confident manner, the money advice centre said it was not their type of work, one independent agency failed to cover two of the main advice areas needed, and the other independent agency missed one advice area and was unclear on the rest. 

Area 5 is clearly North Lanark’s weakest area in terms of advice. The social work office and consumer centre were easy to contact, but the former then gave wrong and vague advice, the consumer centre referred to the benefits agency for non benefits problems, and the CAB put in a bravura performance, making the shopper wait 50 minutes, referring inappropriately to the benefits agency, insisting he go to the “social welfare” for various matters, and making him feel “insignificant and stupid”. 

Area 6’s three agencies were mixed. The social work office passed him to various offices but eventually delivered good clear advice. The independent agency provided good access and contact followed by practical advice about the next steps, handy hints about the area, and a friendly approach that complemented the immediacy of the advice. It proved impossible to assess the quality of the CAB’s advice: after 6 telephone calls dealt with by staff who were “rude and abrupt” the shopper gave up. 

Assessment by Agency type

Social work offices
 were generally easy to contact (with the exception of Area 3), but then mixed as to allowing access to the service. Area 4 and Area 2 were fine, Area 6 passed to several officers but dealt with the problems adequately, Area 1 had an 8 day wait for an appointment, Area 5 made it difficult and Area 3 was unfriendly. 

The tally on customer care was one out of five good, one OK, one where reception was bad but the adviser good, and one not good. 

On advice, however, there was unfortunately more consistency. Area 6 gave good clear advice. All of the other offices missed some important aspect of the problem, two told the caller he was entitled to benefits when he was not, one failed to advise well on DLA. 

The CABx service in the area produced a similarly mixed picture
. Three were easy to contact, one required three calls, one made the drop in caller wait 50 minutes with no explanation or apology, and one failed to make any contact after 6 calls. Of the five where it was possible to access the service, one made it very difficult, one made an appointment in 4 days and two were good. 

On customer care, one CAB was good, two OK, three bad or “appalling”, (although one of these came through to deliver excellent advice). 

On Advice two provided excellent advice, three all missed some areas of advice, delivered unclear advice or referred inappropriately, with one of these referring to a non-existent agency (the experience in that Bureau was described as horrendous and awful by the shopper). 

The Consumer and Money Advice Centres have policies that generally exclude the type of cases presented in the exercise. Three of the four centres were easy to contact, but one was only accessible after three calls. One gave brief initial advice and referral, but this was possibly misleading. One adviser insisted that the benefits agency would deal with court fines.

Of the independent advice centres, two were good throughout, although the advice in one of these was a little basic and pragmatic rather than enabling or empowering, and the other could be accurately described as providing the best advice in the worst and most intimidating location. 

All except independent agency D were easy to contact but only two followed through with easy access to the service itself. One agency followed through with the worst service in this sector: hostility compounding the access problems, which failed to prevent inadequate advice that did not relate to the problems presented being offered. 

One independent agency made access difficult and then offered unclear and inadequate advice. The agency presenting the most problems in terms of initial access (D) followed through with low customer care standards and failed to advise on two key areas presented. 

Identifying Other Gaps in Provision

The mapping exercise has identified gaps in the geographic spread of services. Three focus groups were held with people from distinct communities of interest: lone parents, young people and elderly people to assess their views of obstacles and facilitators to the use of advice services. These communities of interest were identified by the Council as their priority groups at the commissioning meeting for this review.

A Council Officer identified participants for the groups and these were held at the Civic Centre. Participants in the Elderly and Lone Parents focus groups were identified through existing umbrella groups. It is possible that the method of selection and the venue may have discouraged participants that were more hostile to the Council from participating. However, the discussions were frank and produced robust criticisms of all types of service provision.

The focus groups were wide ranging in the subjects covered. In this section we have highlighted the main issues that may be addressed by an advice strategy rather than issues relating to individual experiences of service provision.

Lone Parents

Lone parents commented on the problems of using many generalist services, including those subject to this review and other outwith the review, such as the Benefits Agency. The reluctance to use generalist services was based upon three main concerns: the continuing stigma attached to lone parenting (staff attitudes); lack of knowledge about their concerns; and, fear of how accessing one part of a statutory service may create problems for the individual in other parts of that service. 

Generalist agencies were seen as likely to be judgmental with regard to lone parents’ status – fearing that they will be seen as responsible for their own predicament. Those who had accessed mainstream providers reported mixed receptions with some saying they had been treated well and others complaining of the treatment that they had received. This was not seen as being dealt with by agencies at an institutional level but related to individual staff. One participant commented that “it was the luck of the draw as to who (which adviser) you got”.

This was contrasted to a specialist service (part funded by North Lanarkshire Council but based outside the area) which was seen as offering a service that did not stigmatise lone parents. It was seen as being “on the side” of lone parents, understanding the issue and able to respond quickly to individuals needs.

Both benefits agency staff and Welfare Rights Officers within the Social Work Department were seen as being inappropriate because of the impact that they could have on the individual’s life. Seeking advice from the Benefits Agency was seen as likely to impact negatively on income with the risk of benefits being withdrawn. Welfare Rights Officers in Social Work Departments were viewed with even more fear. There was considerable concern that raising problems here may lead to files being passed on to social workers and the ultimate concern that “they might take away my children”.

Only one participant reported experience of the Debt Counselling service. The main problem with accessing this service related to the hours of operation. This created problems if you were on training programmes – the individual could not get time off from the course to attend the centre without the risk that the absence would be reported to the Benefits Agency. 

The CAB service was widely known. To some participants it was seen as being part of the Council that made it less appealing. However, it was seen as offering a more supportive less stigmatised service than the WROs. It was also noted by one participant that “they are much better than they used to be”. However, it “was the luck of the draw” if you got a competent and supportive adviser.

Knowledge of other sources of assistance was low. There was a perception that when they sought help they were passed from one agency to another – “and they’re miles apart”.

The participants did not report experience of using the independent providers subject to this review.

Young People

The experience of young people using generalist advice services was more depressing. Where they had been able to access services they were seen as being largely unhelpful and unsupportive. Indeed, current providers were seen as “creating more hassle”.

As with lone parents there was a reluctance to consider seeking help from statutory agencies which were perceived as coercive. It should be noted that this included a range of advice providers not open to other groups such as Careers Officers. 

Knowledge of the CAB service was widespread. However, this was not seen as a natural source of help. Those that had attempted to make use of their local CAB reported bad experiences. One was sent away and reported that they “did not take me seriously”. Another reported that they were told that they did not know the answer and they sought assistance from a lawyer (who resolved the matter satisfactorily in a manner that was seen as respectful). Knowledge of other services available was low. They did not necessarily know where to go – and no-one that to whom they spoke provided this sort of sign-posting service.

In spite of these experiences there was a widely held view that independent advice on a range of matters (particularly benefits and employment) was needed. They aspired to a service that dealt with them on a one-to-one basis and “treats me as an individual”. The demand for “respect” from service providers was widely asserted.

For young people the relationship between advice and “counselling” or more general support with living their lives was asserted. A number reported that they would be more likely to access services that were targeted to them, that were holistic and provided advice as part of a wider range of support services.

Older People

As with other groups, participants in the focus group for older people were identified by Council. The researcher was concerned that this group appeared to be less representative of the wider community than the other focus groups. The choice of venue and the type of event may have excluded those who  were very frail or with high care needs. However, in the time available alternative mechanisms for consultation were not available.

The focus group for older people covered a wide range of issues. There was some knowledge of the range of provision that existed in North Lanarkshire, in particular the CAB service.

The older people’s group strongly felt that all staff providing a front-line service should have the knowledge to be able to sign-post people to advice and information providers.

Transport and travel were key issues that impacted upon their views of advice provision. Ease of physical access was their principal concern in choosing where they would seek advice. 

It should be noted that whilst a need for advice was reported there was a reluctance to seek assistance. It was perceived as a “sign of weakness” if you had to ask for help. However, there was some anger expressed at the way in which services that had knowledge that could help did not offer this as a matter of course. For example, one participant talked of a friend who had been in hospital for 4 months and had not been told that he could get a refund on his Council Tax by any of the medical or social work staff that he had contact with. 

The demand was therefore for a more pro-active model of information and advice provision.

The Wider Context for Change

In this section we provide a brief outline of developments outwith North Lanarkshire that may impact upon the development of an advice strategy within North Lanarkshire.

General Developments in Advice Provision

Over recent years information and advice services have been given a more central role in a wide range of other social policy developments. For example, many Single Regeneration Budget applications have had a substantial information and advice component. Similarly, developments in public health, from the provision of services to particular care groups to other joint planning and commissioning arrangements, have created a greatly enhanced role for information and advice with funding from health boards often complimenting that from local authorities in other areas
.

Alongside this increase in the profile of advice and information has come demands for greater accountability, quality assurance and indicators of value for money. These demands have been further exacerbated by the new requirements upon local authorities under the “Best Value” regime. 

The North Lanarkshire review needs to be seen within this broader context.

Standards & Quality Assurance

As a result of these changes considerable attention has been placed upon the Standards of service provided by advice agencies. There are a number of initiatives currently underway:

· Within England and Wales the development of Legal Aid franchising has had a dramatic impact upon the way in which advice agencies offer their services. Similarly, the Lord Chancellor’s Department’s plans to develop a Community Legal Service are likely to impact upon the way in which services are planned. Whilst both development do not formally cover Scotland they are likely to impact upon the culture of advice provision and planning across the UK as a whole.

· Within Scotland, the development of a national strategy for the provision of housing information and advice in Scotland with its consideration of a new strategic housing advice duty for local authorities in Scotland (Scottish Homes, 1998) is likely to continue the trend to ensure accountability of services. Legislation in this area is likely to be a priority for the Scottish Parliament.

· Provision of information and advice on housing cannot be easily separated from other areas of advice - generalist agencies are likely to be the main providers. Broader based duties to plan information and advice services may be expected in Scotland in the medium term.

· The advice networks themselves have begun to pay considerable attention to the development of Standards. The National Lottery is currently funding work on Quality Standards by the Advice Services Alliance. Work on both competence and quality standards are being developed by all of the various advice networks including DIAL UK, FIAC and NACAB/CAS for their respective members.

· Within Scotland, HomePoint has recently commissioned MBA to develop and re-write its Standards for Housing Information & Advice providers. It is envisaged that these will include tools for both individual providers and for the funders and commissioners of services to better ensure a quality service.

HomePoint will be publishing a guide on evaluating front-line advice agencies this year that will be designed to be both a Learning Tool for individual agencies and an aid to monitoring for funders of services (developed by MBA).

Changing Methods of Delivery 

The ways in which advice are delivered are undergoing significant changes:

· The growth of telephone helplines and other electronic means of delivery is changing the pattern of demand in many areas. 

· The continued growth of telephone advice is being addressed through revamped Standards by the Help-Lines Association and new Standards for telephone advice by Shelter.

· The fledgling development of e-mail advice is likely to grow in coming years. (This is also subject to developing Standards by the Help-Lines Association)

· The issue of public access to computer based information systems is an area of considerable development at present which is likely to impact upon the future shape of service delivery.

Changing Legislation

The Scottish Parliament is already committed to pursuing an “equalities agenda” and it is likely that issues around promoting “social inclusion” will be high priorities for the incoming Members of the Scottish Parliament. This is likely to lead to demand for more equitable access to services.

Other UK wide legislation is likely to have a significant impact upon advice provision. These include:

· The establishment of the Disability Rights Commission;

· The incorporation of the European Convention on Human Rights into law as the Human Rights Act, 1998; and,

· The implementation of the Disability Discrimination Act, 1995.

The establishment of a Disability Rights Commission to promote the needs of disabled people may bring about radical change. At this stage, whilst there will be a commissioner for Scotland, the authority of this body will rest in Westminster. At the time of writing no-one quite knows how this body will work and how it will relate to the other commissions for race equality (Commission for Racial Equality) and around gender (the Equal Opportunities Commission).

For local authorities, health boards and others with specific duties regarding the planning and provision of services to disabled people the most pressing area is, perhaps, the introduction of the remaining provisions of Part III of the Disability Discrimination Act, 1995. These provisions come into force 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.

This Autumn the Scottish Consumer Council will be publishing National Standards for providers of information and advice to ensure access for disabled people (developed by MBA).

Lessons & Notes from Other Reviews 

We have used our experience in undertaking and our knowledge of other reviews to inform our recommendations. This includes those reviews undertaken by this practice for a wide range of public bodies across the UK and those produced by other organisations. 

In this section we highlight some recent conclusions from reviews undertaken in Scotland. This overview concerns advice reviews undertaken with the CAB service in Glasgow and local authority reviews undertaken in South Lanarkshire and Renfrewshire.  It is limited to a review of papers only; interviews were not undertaken.  

Despite the difference in the commissioning arrangements for each review and indeed the focus for each review, some core themes did emerge which we believe will have at least some resonance for North Lanarkshire Council in its thinking about a Strategy for Advice.

The key themes that emerge from the papers included:

· Volunteers as value for money

· Realisation of various council objectives not directly related to advice provision per se

· Looking at ‘the service’ as a whole

· Common recording and monitoring

· The need for consistency and coherence -- establishing congruence between corporate and local level

Exploration of key themes

Clearly each of the themes identified have some relationship with the whole.  However, we believe that it may be useful to ‘unpick’ the themes.

The review of seven Citizen Advice Bureaux undertaken in Glasgow in 1997 showed that, on average, there were 207 volunteers working within the area. The number of volunteers in each Bureau did vary. However, the review determined that this represented the equivalent of 68 full time equivalent (FTE) staff.

Clearly, this source of provision is not without cost. In one CAB there were two support staff for 35 volunteers, these were available at all times to give advice and support to volunteers. The review reported that this bureau had created a condensed training programme to reduce drop-out and on going training needed to be undertaken not only to maintain the volunteers’ interest, but also to ensure that some of their number could go on to undertake specialist functions including benefit tribunals, industrial tribunals and court representation.  

However, the review also identified that practice even across the relatively small number of bureaux involved in the study, was not consistent and identified the need for ‘encouraging’ best practice.

Further, it was also determined that the service needed to be seen ‘as a whole’ particularly in terms of opening hours and in the nature of outreach provision. Lastly, a need was identified for a core level of administration to support the work of the service as a whole.

Each of the reviews identified that advice provision and voluntary sector advice provision particularly contributed towards the local authority meeting its broader strategic objectives.  

The reviews noted the contribution of advice in the implementation of councils’ economic and social strategies. They looked to individual client financial gain, and increasingly significant take up of benefits. They reported on the involvement and training of volunteers as a vehicle to tackle both unemployment and social policy agendas. The CAB review noted that ‘the overall majority of volunteers leave (after approximately 18 months to 2 years) to take up employment or further education’.

The reviews identified the need to consider:

a)  The service as a whole; and

b)  The value of seeing advice provision in a corporate manner 

In Renfrewshire the review provided a platform for a move toward the establishment of a dedicated Income Maximisation Service with the specific aim of combating poverty. The service, managed by the social work department, required access via first stop shops and peripatetic access points in libraries, community centres etc.

The method devised in Renfrewshire did not mean a cessation of specialist provision that continued through existing local authority structures. However, corporate working groups were established to examine a variety of aspects required to implement the strategy. These included:

· Transfer of budgets;

· Accommodation and IT needs;

· Links between IMS, specialist departmental services and general information routes;

· Peripatetic provision;

· New service development; and in the case of this area

· Establishing a single voluntary sector information and advice project by rationalising small providers and creating a unified structure.

It should be noted that the development of this model was not without problems in terms of bringing together previously autonomous projects.

South Lanarkshire took a different route to achieve its corporate priorities. However, the outcome of their review also looked to address the need for consistency and coherence which had its locus within the corporate structure and its focus in community access points.

In South Lanarkshire the key corporate priority was also to alleviate poverty. An integrated benefits and advice service was planned which was located and delivered in the Housing Department, but was independent to fulfil a local authority wide remit as other departments and voluntary sector agencies retained an element of welfare rights provision.

Key to the Council’s approach was to have corporate objectives which were mirrored at local level and as part of this approach, was the establishment of a corporate policy unit and strategic planning group to monitor the implementation of strategy.  

Funding for voluntary groups was continued, but this was subject to more detailed quality controls.

Towards A New Strategy

Overview of Services in North Lanarkshire

This review reports on a range of issues that need to be addressed in the development of the Advice Strategy for North Lanarkshire. In this section we aim to summarise and highlight the key findings.

Principles

We understand that current provision in North Lanarkshire was largely inherited from the predecessor Councils operating in the area. It is therefore not surprising to find that there is a lack of common objectives underpinning the provision of information and advice in the area. 

Individual agencies, particularly in the voluntary sector, were generally clear about the principles underpinning their respective services. However, there was no sense of agencies pulling together towards a common goal. We consider that the absence of a common set of objectives adds to problems of co-ordination between agencies. 

Whilst the absence of common objectives across North Lanarkshire may not be surprising when considering the ways in which services developed we were surprised to note that this was also apparent between groups of providers where common objectives may be expected. Both the mainline debt counselling and the mainline Welfare Rights service appear not to operate as part of a fully integrated service. Similarly, although there is a committee for the different CAB services, this really only provides an opportunity to discuss matters of agreed mutual interest. 

For example, the work priorities (and methods of delivery) for Welfare Rights Officers are in part determined at a central level and in part determined at a local level. The Social Work Department aims to determine the overarching principles and general remit of the service centrally, together with specific initiatives or take-up campaigns. Local management is permitted to interpret these in the light of local circumstances or the needs of particular priority client groups within their locality. Line management is provided at a local level and technical supervision provided centrally.

The aspirations of service providers about the purpose of advice were reasonably consistent across all providers interviewed, that is, to increase the income for individuals and thereby the community, and to use that to promote choice, quality of life and (for some agencies) social justice.

A lot of what came out from the interviews centred on economic regeneration, but strategically and perhaps practically, there doesn’t appear to be a current anti-poverty strategy across the Council that is being implemented in a coherent way.

For instance, there are priorities set which do not seem to be informed by what is happening in particular localities e.g. a Council priority is young people yet a number of services appear to concentrate upon services to middle aged unemployed men. 

Some providers reported increasing pressure to maximise income in a way that is related to the need of the local authority to charge for specific services (maximising income for residential care, rather than for particular need).

Centrally, the Social Work Department states that whilst maximising income for clients may benefit the Council by, for example, allowing a charge to be made for home care services, there is still a significant financial gain for the client. With regard to residential care, the Department states that it has a duty to ensure that client incomes are maximised. Failure to maximise the income of clients going into private sector accommodation would mean a larger financial contribution being made by the Council, thus restricting the local authority’s ability to fund the optimum number of care placements available to them.

If anti-poverty is really to be the central plank, then any strategy does need to be coherent and consistent.

A note about Best Value

The new Best Value 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 in North Lanarkshire 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,

· Provide for competition.

A framework for North Lanarkshire should be compatible with these requirements. 

Financial Resources

North Lanarkshire is devoting substantial financial resources to the provision of information and advice. However, the present absence of a objectives underpinning the service make evaluating the effectiveness of this investment difficult to assess.

Similarly, a range of Council Departments are involved in funding both mainline and voluntary sector services. There are no common parameters to this funding leading to huge variations in the expectations of providers by the different departments and the level of funding that may be applied to these activities. Even within the voluntary sector there are substantial variations in the salary levels of staff seemingly undertaking comparable roles.

There is a shortfall in the level of funding for services in relation to the level of need we would anticipate. The decision on whether to fund services to meet this need is inevitably a “political choice” and will need to be balanced against competing demands upon Council resources. However, should the Council make the decision not to increase funding for the service the Strategy will need to include prioritise those communities who should have access to the service (and by implication, identify those communities for whom the service will not be available).

It should be noted that the estimates of the cost of meeting this predicted demand are based upon an integrated model of advice. This is clearly not the case in North Lanarkshire. This has financial implications, with the duplication of management and administration costs across a wide range of independent providers. Similarly, the model of need looks at the wider range of advice needs that go beyond income maximisation.

Current services' capacity to plan and develop their services, particularly within the voluntary sector, is undermined by the reported freeze on funding. At the very least inflation increases will need to be budgeted for in future years.

The leverage Council funding provides to voluntary sector providers to raise funds from other sources is noted in the report. However, it is not clear how much of this money is directly related to the provision of information and advice and how much has been raised for other services, in particular, employment training. 

It should be noted that the ability of agencies to attract volunteers is critical to meeting advice needs in the area. Within the voluntary sector the provision of information and advice is largely built upon the efforts of volunteers. This has a substantial value. However, this approach does require constant reinvestment in training to take account of volunteers being trained and then moving on.

Accessibility

The mapping of service providers illustrates the geographic gaps in provision. For generalist providers it has been estimated that their catchment is normally within one mile of the Centre. The efforts of agencies have increased this catchment. We have been impressed by the willingness of voluntary sector providers in particular to offer services on both an outreach and home-visiting basis. However, gaps in service remain. 

The number of service providers offering services out of normal office hours is impressively high. Wider social changes, in particular, the introduction of New Deal, is likely to make provision out of office hours even more important if agencies are to maintain access for certain groups.

Psychological access to services is far more problematic. The experience of the Mystery shopper and the comments of participants in the focus groups, along with statistical evidence of service use, suggests that many from priority groups do not feel able to access existing services. 

Michael Bell Associates recently undertook a separate piece of work into the accessibility of advice services for disabled people. Participants at the focus groups for this work included residents of North Lanarkshire. Whilst it was decided that disabled people would not be a priority group for this study it was agreed that we would draw upon evidence from our earlier study in this work. The physical accessibility of premises in the light of the requirements of the Disability Discrimination Act 1995 is likely to become an issue in coming months with the implementation of Part III of that act. Current statistics, where kept, indicate under use of current services by disabled people, and there is a lack of certainty about how the costs of implementing any changes will be met.

Quality

Customer Care

The quality of customer care is variable across the different providers. However, both the mystery shopping exercise and the focus groups highlight this as an area of considerable concern.

Whilst this concern is not solely with regard to voluntary sector providers, that sector’s dependence upon volunteers raises questions about the quality of training such volunteers receive. In particular, we would stress the importance of developing more customer orientated reception services and ensuring regular refresher courses to account of volunteer turnover and the limited time spent by some volunteers in agencies.

Systems

The system of quality control operated by providers varies considerably. Smaller agencies, in particular, are heavily dependent upon the skills, commitment and enthusiasm of one or two key workers. Whilst this may, in part, be inevitable in smaller agencies robust systems can minimise the agency’s exposure to risk in the event of those individuals being absent or leaving. There were some examples of good practice that could act as beacons for other providers.

Advice

We were concerned that the results of the mystery shopping indicated inadequate advice from the majority of providers (the accuracy of Debt Counsellors’ work was not tested). For voluntary providers this may indicate inadequacies in the training provided to volunteers and perhaps for staff as well.. For social work this may indicate broader problems with the management and supervision of the advice work element of their service.

The quality of advice is dependent upon advisers being able to access good quality information. We were impressed by the range of information resources held by most agencies. Problems with the accuracy and appropriateness of the advice provided may therefore indicate problems with the training of advisers in how to “unlock” these resources. 

Co-ordination

We report on the absence of co-ordination between different providers at all levels of provision in North Lanarkshire. There are few fora in existence to facilitate co-ordination, and we are concerned that, should they exist, agencies may be insufficiently resourced to participate in them.

The absence of co-ordination is experienced directly by service users in the, generally, inadequate referral networks between agencies and the lack of clarity as to the role or specialisms of particular agencies. At present, the public has no way of determining which agency may be of best use in resolving their particular enquiry and they are dependent upon, the often inadequate, capacity of agencies to know who to refer to and when it is appropriate to refer. 

Whilst we have highlighted a range of problems faced by individual agencies in the delivery of their services there are beacons of good practice throughout North Lanarkshire. Better co-ordination would allow for the sharing and development of these skills across the whole area. 

Second Tier Support

There is an absence of second tier support for agencies. Whilst the Social Work Departments welfare rights officers remit does include this work, few voluntary sector agencies reported making use of them to any substantial degree as a resource for referral, training or information.

Social Policy

We have provided a definition of Social Policy in advice agencies in earlier sections of this report. In most agencies social policy work is of low priority or non-existent. There are some exceptions to this, which included regular meetings between certain providers and the Benefits Agency. 

Some participants have questioned the priority given to consideration of this issue in the review. We consider that the Council is losing valuable intelligence that could inform the development of its own policies and practices in a wide range of areas by not encouraging the prioritising of this work. We suggest that intelligence gathered from this source could contribute to the wider development of North Lanarkshire’s commitment to Best Value. 

Monitoring and Evaluation

Monitoring data gathered by the agencies in North Lanarkshire is inconsistent. The absence of common data sets makes any meaningful comparison between agencies extremely difficult. 

The lack of data compromises the capacity of individual agencies to plan their own services.

The lack of common data across North Lanarkshire compromises the ability of the Council and individual agencies to plan provision across the different localities.

A variety of UK-wide and Scotland specific data sets are available that could be adapted for use in North Lanarkshire.

Particular Issues for the Social Work Department

It is important to note that our comments with regard to this service are based upon only two in-depth studies, but our understanding was supplemented by survey returns, focus group findings and the mystery shopping exercise. It is for managers to decide whether the two services subject to in-depth study were atypical. 

Our research indicated that the priorities, practices and quality of service provided by and through the Welfare Rights Officers varies considerably from area to area. This reflects the devolved nature of the wider Social Work Department. Within this devolved decision making structure some variance will be likely to arise from the differing views of managers in different areas.

Such confusion is likely to contribute to variance in practice at primary social work level (to which the WRO provides the equivalent of 2nd tier advice); to conflict when determining priorities; a lack of consistency in the service as a whole; and possible boundary problems for social work clients in receipt of information and advice.

Staff operating in the Social Work Department are dealing with a range of highly complex issues, only some of which were within the scope of this review. The placing of welfare rights officers within the Department is likely to contribute to reinforcing the role of all staff in the drive to maximise client’s incomes.

The link between Welfare Rights and Social Work provides a valuable resource for social workers and may be of benefit to current service users by providing them with an integrated package of care. However, the perceived lack of independence of welfare rights officers and even primary level social work staff, from the procedures and priorities of the wider department do act as a disincentive for some groups in using this facility. 

Such confusion appears to reflect a confusion of principle and role (of the service) as well as structural and practical matters. In one of the areas participating in the fieldwork, we identified the very real value of an integrated approach to provision. However, we noted that for such an approach to work at every level, it did require the commitment and understanding of the social work manager and the availability for specialist technical expertise to be available to the work, both at practice and management level.

Unfortunately, while such a beacon does exist, we were concerned that there was too much variance in the service overall and that the particular ‘beacon’ was dependent on the individuals in post. We believe therefore that the particular social work office involved should serve as a symbol that the principles currently underpinning this work can be translated into tangible reality. However, in the short term, whilst there may be some loss, we believe that philosophical, and practice and role ‘interface’ issues must be addressed. 

Particular Issues for the Debt Counselling Service

As with the Social Work Department, it is important to note that our comments with regard to this service are based upon only two in-depth studies, but our understanding was supplemented by survey returns, focus group findings and the mystery shopping exercise. It is for managers to decide whether the two services subject to in-depth study were atypical. 

There is a perception that Debt Counsellors are not providing a service that is integrated either between offices or with other information and advice providers. In some areas Debt Counsellors had developed good referral networks with other providers and in other areas they seemed to be wholly detached. 

There is a lack of consistency in the principles underpinning the service and the practice of advice giving between different offices, and there is no sense that the experience of the debt counselling service does fit in, or can influence the agenda at a corporate policy or planning level.

Particular Issues for CABx

The Bureaux across North Lanarkshire do not have a consistent approach to advice work. This may reflect local needs and the differing levels of funding, and the history and cultures of the different bureau.

We understand that there is CAB committee that meets to explore matters of agreed mutual interest. However, we understand that while there have been some attempts to use the resources and expertise of individual bureau to take a lead on specific issues for the wider group e.g. around training and the development of SVQ, these have not proved successful. 

Whilst we appreciate that there will be inevitable concern that the autonomy of individual bureau may be compromised, we note that this approach does not contribute towards a coherent advice service in the area as a whole. However, we consider that a major opportunity to share resources and skills within a common framework is being lost.

Particular Issues for Other Providers of Information & Advice

The approach to advice and the quality of service provided by other independent agencies varies considerably across North Lanarkshire. There are examples of good practice that could be shared between agencies, but this is currently not happening.

Many of the agencies are largely unsupported by any external bodies and are poorly networked with agencies both within and outwith North Lanarkshire.

Specialist Support

Whilst CABx have access to some second tier support, this is largely in areas outwith the remit of this review (e.g. Scottish Homelessness Advisory Service). For all agencies there is an absence of second tier support locally. 

Determining the Framework – Recommendations towards the Strategy

In this section we look at the issues raised above and present a range of options and recommendations that will provide a strategic framework for the development of services.

Principles

The Advice Strategy in North Lanarkshire needs to be underpinned by both coherent principles and objectives. We believe that such principles need to reflect the aspirations of advice in its broadest terms e.g. toward health and social gain and probably with broader jointly held aims held by the Council specifically and other key institutions such as the health board. This would contribute towards coherence whatever the funding or commissioning route, and would be likely to facilitate the Council’s capacity to attract other sources of funding. 

It is important to note that if these principles relate to anti-poverty, for example, the shape of the service will be very different than if the principles are about minimising North Lanarkshire Council’s costs on, for example, residential provision.

We suggest that these objectives should be based upon the principles of Anti-Poverty and Social Inclusion. This will provide a framework for planning the service, identifying priorities and evaluating outcomes.

Similarly we suggest that the principles should be based upon the principles of partnership. We suggest that the model of mixed provision between statutory providers (“mainline“ services) and the voluntary sector is one that has considerable advantages in terms of both supporting other parts of the Council’s work (e.g. In wider social work) and in securing additional financial resources and community and volunteer involvement. However, better co-ordination and significantly more co-operation is required for these benefits to bring tangible returns in terms of the quality of service to residents. The trust, mutual respect and understanding of each others objectives required for an effective partnership cannot be secured overnight. The strategy presented is therefore one of incremental change and development with structures to ensure ownership between the various stakeholders.

It should also be noted that this review focussed upon advice services working around income maximisation issues. Many of the providers, and the Council as a whole, have an interest in advice and information on a wider range social welfare issues. The structures contained in this strategy should be robust enough to allow for the incorporation of other issues should the Council determine that this is appropriate. 

Financial Resources

We suggest that the Council should consider increasing the overall level of funding for the service in the medium term (2001/2 onwards). In the short term (2000/2001), funding should be identified for the development of services (as outlined below). However, we understand the constraints upon local authority finances and appreciate that any increase in funding for information and advice will be at the expense of other services. As such, any decision in this regard is essentially “political”.

In the absence of additional funds priorities for service should be set in line with the principles above and funding redirected from non-priority areas to priority areas and development issues.

As a minimum there should be greater co-ordination and consistency in approach between the different departments involved in the funding of advice, whether this is to mainline or voluntary sector agencies.

Whatever the level of funding, this should be placed on a firm footing with funding available for three year periods (including inflation uplifts) to allow for the proper planning of services. Again, such a commitment needs to be seen in the light of other demands upon local authority finance. 

All funding should be conditional upon agencies improving standards in line with the recommendations below.

Accessibility

A more equitable geographical spread of services should be a priority. The level of resources should be proportionate to the level of need reflected in the six area indicators and reflect the overall objectives of the service.

This may require agencies currently operating in areas of over provision to relocate to areas of under provision.

Hours of service need to be kept under review to ensure accessibility to priority groups.

Telephone advice is not currently a favoured method of delivery in North Lanarkshire. This can extend the spread and accessibility of services and should be considered in each of the six areas.

The physical accessibility of premises in the light of the DDA should be addressed on the basis of the six areas. The Scottish Accessible Information Forum’s Standards will be published this Autumn and these contain guidance on such planning in localities.

Quality

Joint working parties should be established to establish common systems for advice providers in North Lanarkshire. Good practice in individual agencies should be built upon and shared. The Standards should be based upon a recognised set of National Standards (e.g. HomePoint).

It is important to stress that the drive to quality should be about Standards and not “standardisation”. One of the strengths about the mixed economy of provision in North Lanarkshire is that it allows for some diversity between the priorities and practices of different providers. Such diversity should allow providers to reflect the particular needs of their communities and to innovate to meet new and emerging needs.

Training in customer care should be a priority for all agencies in North Lanarkshire. This should address organisational culture alongside staff attitudes and could be organised on the basis of the six areas or a sectoral basis. The training will need to recognise that voluntary providers have a relatively high turnover of volunteers.

We have suggested a phased timetable for this work below.

Co-ordination

On paper a merger between agencies may appear to offer a range of benefits from creating a single service with common standards through to reduced management costs. However, there are a range of local factors that militate against merger, these include customer loyalty to existing service providers and other cultural imperatives unique to each area of the Council. A merger would be difficult to affect in these circumstances and would be likely to lose substantial volunteer input (the bedrock of much advice provision in North Lanarkshire). However, there is a need for much greater co-ordination.

We suggest two phases to creating a coherent service across North Lanarkshire. The first would operate on a North Lanarkshire-wide basis and the second on the six areas identified earlier in the report. 

In the short term all agencies from both the voluntary and mainline providers should work together to agree common standards and common data sets. In the longer term this grouping should continue to meet on at least two times per year. The focus of these meetings should be to examine common areas of policy and practice (Standards) and also act as a Social Policy forum tied into the planning cycle of the local authority.

We suggest that the first phase of this work should begin to develop trust between agencies. The second phase sees the development of cross-sectoral forums operating in each of the six areas. These would concentrate upon developing what we term Service Networks. These would focus upon developing referral pathways, identifying common training and information needs, and undertaking community profiling to determine service and agency priorities within the overall North Lanarkshire framework. In each of the six areas an agency should be selected to service these fora and should be sufficiently resourced to undertake this function.

These service networks need to function at a variety of levels, including strategic planning, operational management and service delivery. They need to include appropriate representation to carry forward the strategic work, this may include departmental level managers and management committee members. At the operational management level local managers of service are likely to be involved. At a service delivery level it will be important to ensure that practitioners become familiar with each other and share best practice.

Each of the Service Networks should also be charged with developing an access plan to ensure compliance with the Disability Discrimination Act.

We also considered the option of merging the current separate CABx into a single Council-wide service. The model proposed above of six areas reduces the priority for such an action. However, there may be areas of common concern to CABx that could be addressed on a North Lanarkshire-wide basis, the current joint committee of CABx should be encouraged to develop its agenda to consider these issues.

The new area based Service Networks should be advertised to members of the public including individual agencies particular specialisms and routes of access through a Council-wide Directory of advice services. This should also be made available to all front-line staff throughout the Council. 

Social Policy

We acknowledge the current informal social policy contacts operated by a number of agencies. These should be built upon to ensure that they become more formal and service wide. This will protect this function from the risk of staff turnover. We have suggested above that the key channel for this work should be through the North Lanarkshire-wide Forum.

It should be noted that the success of this proposal is predicated upon individual agencies agreeing a common system for data gathering and reporting alongside a commitment to maintain or develop a social policy function. This should be seen as a key component of the Council’s commitment to anti-poverty or social inclusion.

Monitoring and Evaluation

Common data sets should be developed for use by all agencies. We suggest that these should be based upon the advice definitions contained in this report. National resources exist to provide guidance in this work and the North Lanarkshire-wide forum should develop these.

Benchmark costs should be developed. We suggest that the figures contained in this report could act as a model but that these need to modified and developed by the North Lanarkshire-wide forum to ensure that they fully reflect local practices.

HomePoint is currently developing models of the evaluation of front-line services for publication later this year. This guidance should inform the development of further evaluation frameworks in North Lanarkshire. As a minimum these should include a means of evaluating:

· Against the objectives of the service as a whole;

· Those of service networks; and 

· Those for individual agencies.

These need to be compatible and coherent but they do not need to be the same in every case.

Particular Recommendations for the Social Work Department

We acknowledge that Welfare Rights Officers operate within a department with wider corporate priorities. Our review was focused solely upon the advice component and within this constraint we have considered a number of options with regard to the development of this service. 

The principles underpinning the recommendations for Social Work are to create a welfare rights service that is providing a consistent service across the Council area, that can resource other providers and can take a lead in the development of core standards across the advice sector.

The mechanisms developed to enact these principles will need to take cognisance of the wider corporate objectives of the Social Work Department. In the short-term we suggest that the current central management of the WROs should be strengthened to develop core values, service standards and common practices. This would include the opportunity to enhance their second tier role: supporting both council staff and other advice providers through referral, support and training. In the longer term, consideration could be given to a more radical configuration of the Council’s Welfare Rights service. 

Particular Recommendations for the Debt Counselling Service

Within the principles of Anti-Poverty & Social Inclusion this service is clearly a priority for funding. The issues faced with regard to Debt Counsellors are similar to those faced by WROs, indeed, they may be exacerbated by the fact that there are less of them and developing an advice agenda in line with this strategy may be even harder to implement. 

Close liaison and co-ordination between other providers is essential. As a minimum, formal communication and liaison should be established between the Debt Counsellors and Welfare Rights Officers. Consideration could be given to including them within the enhanced central management function envisaged for WROs, however, recognition of the integrated role they play with other staff in their current department will be required in any new arrangements.

The Future of Mainline Provision

This review focussed upon income maximisation. The Council is involved in funding and providing advice on a wide range of other areas. The closer working relationships envisaged for the debt counselling and Welfare Rights Teams could form the vanguard of a wider Council-wide information and advice service.

Particular Recommendations for CABx

We have considered the issue of merging CABx under “Co-ordination” above.

Particular Recommendations for Other Providers of Information & Advice

The priority specific to this group is to ensure that all agencies have adequate Professional Indemnity Insurance. Membership of FIAC probably offers the cheapest means of securing this cover and may provide other opportunities for training and networking beyond North Lanarkshire.

Proposed Timetable/Implementation Plan

In this section we have looked at the propositions contained in the above section and suggested an outline timetable for implementation.

Phase One – October 1999 to March 2000

· Agreement of the Strategy

· Agreement of future funding levels for the service

· Establishment of enhanced central management systems for WROs and Debt Counsellors

· Establishment of the North Lanarkshire Forum 

Development of common standards, data sets etc.

In preparing this report we are aware that the remit of this review was strategic. However, we are concerned that some individual agencies may not have the management capacity to make the changes required under this plan. We suggest that at the end of this phase, if there are agencies that cannot operate within this common framework, the Council should consider dis-investing in these agencies.

Phase Two – April 2000 to March 2001

· Establishment of the six area based Service Networks


Development of area based referral pathways etc.


Assessment of other local needs – community profiling

Development of access plans

· Liaison between Social Work Area Teams and WROs to ensure coherence with Social Work agenda

· Publication and distribution of the Directory of services.

Phase Three – April 2001 to March 2002

· Continued operation of Service Networks

· Continued meetings of North Lanarkshire Forum

· Review of the place of WROs and Debt Counsellors. 

Appenidix One – Survey Results

A total of 28 completed questionnaires were returned as per appendix 3. The results are summarised here. 

Is your organisation mainly?

26% were providers of advice and information

26% were providers of other services

48% claimed to be both

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

89% provide this service to all members of the general public

4% provide this service to members of specific communities and groups

8% claimed to provide this service to all members of the general public and to members of specific communities and groups

Is your organisation a member of any advice networks?

7% Federation of Independent Advice Centres

22% Citizens’ Advice Scotland

63% Money Advice Association

56% other

Others cited by more than one respondent included:

Citizens Advice Scotland

4

Child Poverty Action Group
10

In house

14

Legal Services Agency

13

Money Advice Scotland
2

North Lanarkshire Council
 4

Scottish Employment Rights Network
 3

Scottish Homelessness Advisory Service 2

Please tell us how many paid staff are employed by your organisation. (This has been amended on advice of Council Staff and is included in the main body of the report.

Please tell us about the staff that are involved in providing advice services to the public 

Answers to this question were used to develop the unit costings in the Model. 

The average adviser salary was around £16,000. There were large variations between agencies.

Do you use volunteers in your advice service?

37% Yes

63% No

185 Volunteers were deployed across voluntary advice providers, totalling 1662 hours per week. On the basis of the average salary this is equivalent to £691,000 across North Lanarkshire.

The average number of volunteers per agency was 18.5 and the average number of volunteer hours per week was 166.2 (equivalent to more than 5 full time equivalent posts). 

On the basis of the average salary this is equivalent to £76,500 per agency.

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

74% provide training to staff

15% do not provide training to staff

2 agencies did not answer.

The main training providers identified by more than one agency included:

Citizens Advice Scotland
4

Child Poverty Action Group
10

In house resources
14

Legal Services Agency
13

Money Advice Scotland
2

North Lanarkshire Council
4

Scottish Employment Rights Network
3

Scottish Homelessness Advisory Service/Shelter
3

Please tell us about this year’s (1999/2000) funding for your advice service? (This is included in the main body of the report)
Where do you provide your service from? (Please tick all applicable boxes)

85% From your advice centre

51% From other venues (e.g. drop in centres, hospitals)

89% In people’s homes

63% Other including

· Airdrie Area Office

· Social Work department

· Social Work Area Offices

· Area Office & Sub Office at Chryston

· Area Office 

· Outreach work

· Referrals to home helps

· Schools

· Community groups

· Local housing office

· Pensioners groups

Which information resources do you use to ensure that your advice is accurate and up to date?

2 x Accountant in Bankruptcy Office

7 x The Adviser

5 x Annotated Guides – Mesher, Bonner, Rowland

5 x Benefit Agency materials

3 x Benefits Agency Forum

1 x Buck (Social Fund)

8 x Citizens Advice Scotland Information Systems

1 x CD-Rom for Commissioners Decisions (Ferret)

1 x Central Advice – Scott House (Ferret System)

16 x Child Poverty Action Group

2 x Commissioners Decisions – Mesher, Findlay, Bonnar, Ward, AOG

1 x Commissioners Decisions (Ferret)

1 x Debtors (Scotland) Act 1987

1 x Department of Social Security circulars/benefit guides

9 x Disability Alliance

1 x Employment law publications

1 x Mailing Lists

1 x Ferret (computer based Welfare Benefits System)

1 x FIAC

1x Guide to Money Advice Book

1 x HEBS Database

4 x HMSO

1 x HomePoint Database

2 x Insolvency Practitioners/Lawyers/Accountants 

1 x Legal Action Gazette

1 x Law Journals

1 x Low Pay Unit

1 x Legal Services Agency 

6 x Money Advice Scotland Journal

1 x Money Advice Training Sessions

1 x NACAB Information System

1 x NLVO Database – local information

1 x North Lanarkshire Council

1 x Office of Fair Trading

3 x Scottish Legal Action Group

2 x Shelter

1 x Tannochside Information & Advice Centre

3 x Welfare Rights Officers 

Which areas of advice does your service cover and to what level of advice can you generally offer assistance? Please estimate the number of clients you see per year in each box that applies. The total numbers for each type of enquiry were not completed by all agencies. Therefore we provide the total only. 

INFORMATION & SIGN-POSTING ONLY
CASEWORK
ADVOCACY / REPRESENTATION

Total
102,582
51,768
10,344

Average Per Agency
3,799
1,917
383

Please tell how you monitor the use of your advice service

The information gained in this area has been incorporated in the main body of the report. It is worth noting that the most commonly reported methods were: 

· Weekly or monthly statistical returns and regular supervision with line managers

· Clients are encouraged to complete a “comments” leaflet after attending appointments to air any views/issues about the service they receive.

· By querying clients on how they found out about the service. 

· Periodic client profile survey

· Periodic client exit surveys

· Staff feedback/evaluation surveys

· Triennial evaluation and membership review by CAS and Board Three Year Plan reviewed annually.

· Monitored by regular Board Meetings

· Annual General Meetings 

· Quality control of records sheets.

· Managers report to Management Committee meetings.

· Appraisal system for both paid and volunteer staff.

· By maintaining a client’s file and recording all relevant information with it. 

When is your advice service normally available? Please complete all appropriate boxes.

100% provide services during normal working hours

37% provide services in the evenings

22% provide services at the weekends

Do you refer people to other agencies for advice or assistance?

This question has been used to inform the interview process.

What impact does your agency hope to achieve through its advice work?

The information gained in this area has been incorporated in the main body of the report. It is worth noting that the most commonly reported were:

· Maximise income

· Alleviate poverty and thereby assist the local economy

· Protection of local economy, 

· Improve quality of life.

· Minimise effects of poverty

· Decrease levels of poverty by maximisation of income.

· Contribution to local economy, helping safeguard local employment and services.

· We want to maximise people’s choice and control over their own lives (i.e. Empowerment of individuals)

· Amelioration of the burden of debt and associated pressures.

· Ensure that individuals are fully aware of their rights and responsibilities.

· We hope to increase people’s awareness of debt and the difficulties it causes

· To assist and represent those who are subject to litigation from rich and powerful financial institutions

· To help local people to deal with social/legal problems which confront them in their daily life.

· To promote the welfare and quality of life of local people and an inclusive society.

· To ensure that individuals do not suffer though the lack of knowledge of their rights and responsibilities or of their services that are available to them or through an inability to express their needs effectively.

· To improve the health of the community.

· To exercise a responsible influence on the development of social policies and services both locally and nationally.

· We hope to alleviate stress and anxiety for people in our local community by providing an accessible and user friendly source of information and advice on any and every subject. 

How do you seek to influence social policy and council practice on issues arising from your advice work?

The information gained in this area has been incorporated in the main body of the report. It is worth noting that the most commonly reported methods were: 

· By establishing case law through appeals.

· By inter-departmental liaison.

· Take up campaigns to highlight specific areas, i.e. council tax discounts.

· Information by dissemination by Press.

· Collation, analysis and supply of statistics.

· Council leaders are made aware of issues affecting people in their constituencies. 

· Benefits issues are highlighted within the community by way of talks/discussions with local groups who in turn raise awareness with members of the public and council leaders.

· Networking via other agencies and within the Council itself 

What use do you make of computers in your agency? (Please tick all boxes that apply).
88% For word-processing (letters and reports)

70%% For keeping case records

63% For monitoring the use of our service

55% For keeping financial information (e.g. Budgets and Accounts)

63% Storing information to be used by staff

4% Storing information to be accessed by the general public

0% None, we do not have any people trained in using computers 

0% None, we do not have any computers

15% Other includes:

Publicity and development work

Computerised information system (CABNet)

What in your view would improve your agency's ability to provide advice services to people living in North Lanarkshire?

37% More training on advice issues and skills

37% More support on managing your service

37% Better information on local and national policy issues

55% More financial resources

19% More computer resources

26% Other included:

· Higher political profile both local and national

· Out reach services to the community

· Complete & Utter re-structuring of our debt counselling provision. Autonomy from other advice provision. Acceptance that MA is a special service

· Additional Staffing in the Bureau

· More information sharing i.e. information and advice forum. This would also enable areas to identify particular needs and gaps in services e.g. establishment of a law centre etc

· Larger premises, rolling programme of funding to enable forward planning, better terms and conditions for staff, e.g. pension plans, core funding for additional services money advice, tribunal service developed in this bureau

Appendix TWo – Special Needs Multiplier by Ward

Ladywell

%
SNM

Local unemployment rate

2
-5.3

Unskilled workers (V)

3
-4.3

Partly skilled workers (IV)

10
-5.6

Graduate Index

23
-9.1

People from minority ethnic communities

2
0.8

Pensioners in single person households

11.4
5.1

People over 75

6.2
-4.5

Single Parent families

3.1
-1.4

Long-term Limiting Illness

10.7
-2.6

Owner occupied

86.3
-34.2

More than 1 person per room

0.1
-3.5

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


-65.2

Calder Valley

%
SNM

Local unemployment rate

7
-0.6

Unskilled workers (V)

10
2.8

Partly skilled workers (IV)

11
-4.6

Graduate Index

8
5.8

People from minority ethnic communities

0.4
-0.9

Pensioners in single person households

22
15.7

People over 75

8.4
-2.3

Single Parent families

5
0.5

Long-term Limiting Illness

18.3
5.0

Owner occupied

50.4
1.7

More than 1 person per room

0.7
-2.9

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


19.7

Forgewood

%
SNM

Local unemployment rate

15
7.2

Unskilled workers (V)

9
1.9

Partly skilled workers (IV)

19
3.1

Graduate Index

6
8.3

People from minority ethnic communities

0.7
-0.6

Pensioners in single person households

12.9
6.6

People over 75

4.1
-6.6

Single Parent families

9.4
4.9

Long-term Limiting Illness

16.1
2.8

Owner occupied

31.3
20.8

More than 1 person per room

1.5
-2.1

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


45.9

North Motherwell

%
SNM

Local unemployment rate

10
2.1

Unskilled workers (V)

15
7.5

Partly skilled workers (IV)

18
3.0

Graduate Index

3
10.9

People from minority ethnic communities

0
-1.3

Pensioners in single person households

11.9
5.6

People over 75

5.9
-4.8

Single Parent families

6.1
1.6

Long-term Limiting Illness

19.6
6.3

Owner occupied

26.6
25.5

More than 1 person per room

1.1
-2.5

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


53.6

New Stevenston and Carfin

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

6
-0.8

Partly skilled workers (IV)

23
7.6

Graduate Index

9
5.1

People from minority ethnic communities

1
-0.3

Pensioners in single person households

21
14.7

People over 75

5.8
-4.9

Single Parent families

5.8
1.3

Long-term Limiting Illness

19.3
6.0

Owner occupied

54.5
-2.4

More than 1 person per room

0.8
-2.8

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


22.7

Craigneuk

%
SNM

Local unemployment rate

13
5.4

Unskilled workers (V)

16
8.9

Partly skilled workers (IV)

16
0.5

Graduate Index

3
11.3

People from minority ethnic communities

0.1
-1.2

Pensioners in single person households

13.3
7.0

People over 75

5.4
-5.3

Single Parent families

10.9
6.4

Long-term Limiting Illness

19.6
6.3

Owner occupied

21.7
30.4

More than 1 person per room

1.2
-2.4

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


67.0

Belhaven

%
SNM

Local unemployment rate

6
-1.5

Unskilled workers (V)

9
1.9

Partly skilled workers (IV)

13
-2.0

Graduate Index

15
-0.5

People from minority ethnic communities

1.4
0.2

Pensioners in single person households

19.9
13.6

People over 75

9.5
-1.2

Single Parent families

4.8
0.3

Long-term Limiting Illness

19.6
6.3

Owner occupied

60.9
-8.8

More than 1 person per room

1.8
-1.8

Households lacking two basic amenities

1.4
0.9

Special Needs Multiplier


7.3

Stewarton

%
SNM

Local unemployment rate

10
2.0

Unskilled workers (V)

6
-0.6

Partly skilled workers (IV)

22
6.1

Graduate Index

5
9.3

People from minority ethnic communities

0.3
-1.0

Pensioners in single person households

23.7
17.4

People over 75

8.3
-2.4

Single Parent families

5
0.5

Long-term Limiting Illness

22.4
9.1

Owner occupied

41.7
10.4

More than 1 person per room

1.8
-1.8

Households lacking two basic amenities

1
0.5

Special Needs Multiplier


49.5

Cambusnethan

%
SNM

Local unemployment rate

4
-3.3

Unskilled workers (V)

3
-3.7

Partly skilled workers (IV)

13
-2.7

Graduate Index

16
-1.8

People from minority ethnic communities

2.5
1.3

Pensioners in single person households

14.7
8.4

People over 75

5.5
-5.2

Single Parent families

4.1
-0.4

Long-term Limiting Illness

14.9
1.6

Owner occupied

67.1
-15.0

More than 1 person per room

1.1
-2.5

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


-23.7

Coltness

%
SNM

Local unemployment rate

7
-1.1

Unskilled workers (V)

8
0.6

Partly skilled workers (IV)

11
-4.0

Graduate Index

10
3.8

People from minority ethnic communities

0.7
-0.6

Pensioners in single person households

9.2
2.9

People over 75

4.4
-6.3

Single Parent families

6.2
1.7

Long-term Limiting Illness

14.6
1.3

Owner occupied

55.3
-3.2

More than 1 person per room

0.5
-3.1

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


-8.5

Watsonville

%
SNM

Local unemployment rate

7
-0.9

Unskilled workers (V)

7
-0.5

Partly skilled workers (IV)

8
-7.8

Graduate Index

12
1.8

People from minority ethnic communities

0.6
-0.7

Pensioners in single person households

26.9
20.6

People over 75

11.3
0.6

Single Parent families

4.5
0.0

Long-term Limiting Illness

22.1
8.8

Owner occupied

40.8
11.3

More than 1 person per room

0.2
-3.4

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


29.4

Knowetop

%
SNM

Local unemployment rate

7
-1.2

Unskilled workers (V)

7
0.2

Partly skilled workers (IV)

19
3.4

Graduate Index

16
-2.3

People from minority ethnic communities

0.5
-0.8

Pensioners in single person households

22.3
16.0

People over 75

9
-1.7

Single Parent families

4.1
-0.4

Long-term Limiting Illness

18
4.7

Owner occupied

44.1
8.0

More than 1 person per room

0.3
-3.3

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


22.2
















Muirhouse and Netherton

%
SNM

Local unemployment rate

5
-2.4

Unskilled workers (V)

10
3.4

Partly skilled workers (IV)

19
3.4

Graduate Index

6
7.9

People from minority ethnic communities

0.4
-0.9

Pensioners in single person households

18.3
12.0

People over 75

8.3
-2.4

Single Parent families

5.3
0.8

Long-term Limiting Illness

19.6
6.3

Owner occupied

27.2
24.9

More than 1 person per room

0.5
-3.1

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


49.6

Pather and Gowkthrapple

%
SNM

Local unemployment rate

17
9.0

Unskilled workers (V)

15
8.4

Partly skilled workers (IV)

24
8.4

Graduate Index

1
13.4

People from minority ethnic communities

15.4
14.2

Pensioners in single person households

4.8
-1.5

People over 75

11.1
0.4

Single Parent families

16.9
12.4

Long-term Limiting Illness

18.3
5.0

Owner occupied

0.7
51.4

More than 1 person per room

0.3
-3.3

Households lacking two basic amenities

9
8.5

Special Needs Multiplier


80.4

Garrion

%
SNM

Local unemployment rate

5
-2.8

Unskilled workers (V)

4
-3.1

Partly skilled workers (IV)

10
-5.5

Graduate Index

12
2.5

People from minority ethnic communities

0.7
-0.6

Pensioners in single person households

16.5
10.2

People over 75

6.1
-4.6

Single Parent families

2.4
-2.1

Long-term Limiting Illness

19.3
6.0

Owner occupied

65.6
-13.5

More than 1 person per room

1.1
-2.5

Households lacking two basic amenities

0.3
-0.2

Special Needs Multiplier


-16.2

Newmains

%
SNM

Local unemployment rate

10
1.9

Unskilled workers (V)

12
5.3

Partly skilled workers (IV)

17
1.3

Graduate Index

5
9.4

People from minority ethnic communities

0.5
-0.8

Pensioners in single person households

14.3
8.0

People over 75

6.3
-4.4

Single Parent families

5.6
1.1

Long-term Limiting Illness

21.8
8.5

Owner occupied

49
3.1

More than 1 person per room

1.6
-2.0

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


31.1





















Stane

%
SNM

Local unemployment rate

7
-0.9

Unskilled workers (V)

8
0.7

Partly skilled workers (IV)

20
4.6

Graduate Index

8
5.7

People from minority ethnic communities

0.4
-0.9

Pensioners in single person households

17.8
11.5

People over 75

5.6
-5.1

Single Parent families

6.8
2.3

Long-term Limiting Illness

23.4
10.1

Owner occupied

38.8
13.3

More than 1 person per room

2
-1.6

Households lacking two basic amenities

0.5
0.0

Special Needs Multiplier


39.7

Dykehead






%
SNM

Local unemployment rate

5
-2.7

Unskilled workers (V)

12
4.8

Partly skilled workers (IV)

21
5.8

Graduate Index

5
8.9

People from minority ethnic communities

0.4
-0.9

Pensioners in single person households

14.4
8.1

People over 75

5.3
-5.4

Single Parent families

7.3
2.8

Long-term Limiting Illness

21.1
7.8

Owner occupied

5
47.1

More than 1 person per room

1.7
-1.9

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


35.9

Cleland

%
SNM

Local unemployment rate

7
-0.4

Unskilled workers (V)

9
1.8

Partly skilled workers (IV)

14
-1.9

Graduate Index

11
2.6

People from minority ethnic communities

0.8
-0.5

Pensioners in single person households

13.7
7.4

People over 75

5.4
-5.3

Single Parent families

6.9
2.4

Long-term Limiting Illness

17.8
4.5

Owner occupied

41.5
10.6

More than 1 person per room

1.5
-2.1

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


18.8

Benhar

%
SNM

Local unemployment rate

7
-1.2

Unskilled workers (V)

6
-0.8

Partly skilled workers (IV)

23
7.7

Graduate Index

7
7.3

People from minority ethnic communities

0.9
-0.4

Pensioners in single person households

15.2
8.9

People over 75

5.6
-5.1

Single Parent families

5.1
0.6

Long-term Limiting Illness

29.8
16.5

Owner occupied

44.6
7.5

More than 1 person per room

1.1
-2.5

Households lacking two basic amenities

0.3
-0.2

Special Needs Multiplier


38.3
















Tannochside

%
SNM

Local unemployment rate

4
-3.7

Unskilled workers (V)

4
-3.3

Partly skilled workers (IV)

14
-1.0

Graduate Index

18
-4.1

People from minority ethnic communities

0.8
-0.5

Pensioners in single person households

6.2
-0.1

People over 75

3
-7.7

Single Parent families

3.1
-1.4

Long-term Limiting Illness

10.3
-3.0

Owner occupied

88.2
-36.1

More than 1 person per room

0.3
-3.3

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier (adjusted on advice from Council Officers)


-49.6

Fallside

%
SNM

Local unemployment rate

7
-0.3

Unskilled workers (V)

7
-0.2

Partly skilled workers (IV)

19
3.3

Graduate Index

8
6.4

People from minority ethnic communities

1.2
-0.1

Pensioners in single person households

15.1
8.8

People over 75

4.6
-6.1

Single Parent families

6.9
2.4

Long-term Limiting Illness

16.6
3.3

Owner occupied

54.3
-2.2

More than 1 person per room

0.6
-3.0

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier (adjusted on advice from Council Officers)


26.9



Viewpark

%
SNM

Local unemployment rate

10
2.4

Unskilled workers (V)

8
1.0

Partly skilled workers (IV)

28
12.8

Graduate Index

1
12.7

People from minority ethnic communities

0.2
-1.1

Pensioners in single person households

11.4
5.1

People over 75

3.6
-7.1

Single Parent families

11
6.5

Long-term Limiting Illness

18.3
5.0

Owner occupied

27.1
25.0

More than 1 person per room

1.7
-1.9

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


60.1

Bellshill North

%
SNM

Local unemployment rate

8
-0.2

Unskilled workers (V)

9
2.4

Partly skilled workers (IV)

22
6.2

Graduate Index

7
6.9

People from minority ethnic communities

0.9
-0.4

Pensioners in single person households

20.5
14.2

People over 75

7.3
-3.4

Single Parent families

5
0.5

Long-term Limiting Illness

20.5
7.2

Owner occupied

47.5
4.6

More than 1 person per room

1
-2.6

Households lacking two basic amenities

0.5
0.0

Special Needs Multiplier


35.4
















Orbiston

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

9
2.1

Partly skilled workers (IV)

20
4.6

Graduate Index

7
6.9

People from minority ethnic communities

1.1
-0.2

Pensioners in single person households

12.7
6.4

People over 75

4.6
-6.1

Single Parent families

4.1
-0.4

Long-term Limiting Illness

16.4
3.1

Owner occupied

52.1
0.0

More than 1 person per room

0.8
-2.8

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier (adjusted on advice from Council Officers)


27.8

Mossend West and Thorndean

%
SNM

Local unemployment rate

9
0.9

Unskilled workers (V)

9
1.9

Partly skilled workers (IV)

25
9.5

Graduate Index

7
7.5

People from minority ethnic communities

0.8
-0.5

Pensioners in single person households

13.9
7.6

People over 75

5.1
-5.6

Single Parent families

9.4
4.9

Long-term Limiting Illness

18.6
5.3

Owner occupied

43.1
9.0

More than 1 person per room

1.1
-2.5

Households lacking two basic amenities

0.6
0.1

Special Needs Multiplier


38.1

Holytown

%
SNM

Local unemployment rate

6
-2.0

Unskilled workers (V)

4
-2.9

Partly skilled workers (IV)

19
3.1

Graduate Index

10
4.3

People from minority ethnic communities

1.3
0.1

Pensioners in single person households

10
3.7

People over 75

3.8
-6.9

Single Parent families

5.4
0.9

Long-term Limiting Illness

12.9
-0.4

Owner occupied

55.1
-3.0

More than 1 person per room

1.5
-2.1

Households lacking two basic amenities

0.4
-0.1

Special Needs Multiplier


-5.4

Mossend East and New Stevenston

%
SNM

Local unemployment rate

9
0.9

Unskilled workers (V)

5
-2.0

Partly skilled workers (IV)

18
2.6

Graduate Index

5
9.2

People from minority ethnic communities

1.5
0.3

Pensioners in single person households

10.7
4.4

People over 75

3.7
-7.0

Single Parent families

7
2.5

Long-term Limiting Illness

15.4
2.1

Owner occupied

54.5
-2.4

More than 1 person per room

1.5
-2.1

Households lacking two basic amenities

0.3
-0.2

Special Needs Multiplier


8.2





















Newarthill

%
SNM

Local unemployment rate

6
-1.3

Unskilled workers (V)

7
0.4

Partly skilled workers (IV)

15
-0.2

Graduate Index

6
8.0

People from minority ethnic communities

0.5
-0.8

Pensioners in single person households

14.5
8.2

People over 75

4.7
-6.0

Single Parent families

7.3
2.8

Long-term Limiting Illness

16.1
2.8

Owner occupied

51.8
0.3

More than 1 person per room

1.5
-2.1

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


11.6

Hattonrigg

%
SNM

Local unemployment rate

9
0.8

Unskilled workers (V)

7
-0.3

Partly skilled workers (IV)

22
6.6

Graduate Index

9
5.4

People from minority ethnic communities

1.3
0.1

Pensioners in single person households

13.4
7.1

People over 75

4.1
-6.6

Single Parent families

5
0.5

Long-term Limiting Illness

14.4
1.1

Owner occupied

49.6
2.5

More than 1 person per room

1.1
-2.5

Households lacking two basic amenities

0.4
-0.1

Special Needs Multiplier


14.5

Townhead

%
SNM

Local unemployment rate

10
1.8

Unskilled workers (V)

12
4.7

Partly skilled workers (IV)

19
4.0

Graduate Index

5
9.5

People from minority ethnic communities

0.1
-1.2

Pensioners in single person households

14.3
8.0

People over 75

4.6
-6.1

Single Parent families

6.6
2.1

Long-term Limiting Illness

19.2
5.9

Owner occupied

41.8
10.3

More than 1 person per room

0.9
-2.7

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


35.8

Blairpark

%
SNM

Local unemployment rate

4
-4.2

Unskilled workers (V)

6
-1.0

Partly skilled workers (IV)

12
-3.9

Graduate Index

13
0.9

People from minority ethnic communities

1.1
-0.2

Pensioners in single person households

15.6
9.3

People over 75

5.5
-5.2

Single Parent families

3.8
-0.7

Long-term Limiting Illness

16
2.7

Owner occupied

72.5
-20.4

More than 1 person per room

1.4
-2.2

Households lacking two basic amenities

0.3
-0.2

Special Needs Multiplier


-25.1





















North Central and Glenboig

%
SNM

Local unemployment rate

7
-0.6

Unskilled workers (V)

7
0.4

Partly skilled workers (IV)

13
-2.4

Graduate Index

7
7.1

People from minority ethnic communities

0.3
-1.0

Pensioners in single person households

14.3
8.0

People over 75

5.3
-5.4

Single Parent families

6.6
2.1

Long-term Limiting Illness

19
5.7

Owner occupied

46.9
5.2

More than 1 person per room

2.2
-1.4

Households lacking two basic amenities

0.5
0.0

Special Needs Multiplier


17.7

Coatbridge Central

%
SNM

Local unemployment rate

7
-1.0

Unskilled workers (V)

9
1.6

Partly skilled workers (IV)

18
3.0

Graduate Index

11
3.0

People from minority ethnic communities

0.4
-0.9

Pensioners in single person households

20.3
14.0

People over 75

6.8
-3.9

Single Parent families

5.3
0.8

Long-term Limiting Illness

20.8
7.5

Owner occupied

61.2
-9.1

More than 1 person per room

1
-2.6

Households lacking two basic amenities

0.3
-0.2

Special Needs Multiplier


12.2

Sikeside and Carnbroe

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

6
-1.3

Partly skilled workers (IV)

20
4.4

Graduate Index

6
7.7

People from minority ethnic communities

1.2
-0.1

Pensioners in single person households

9.2
2.9

People over 75

2.4
-8.3

Single Parent families

7.1
2.6

Long-term Limiting Illness

13.1
-0.2

Owner occupied

54.5
-2.4

More than 1 person per room

1.9
-1.7

Households lacking two basic amenities

0.4
-0.1

Special Needs Multiplier


3.0

Bargeddie and Langloan

%
SNM

Local unemployment rate

9
1.6

Unskilled workers (V)

12
4.9

Partly skilled workers (IV)

21
5.1

Graduate Index

3
11.2

People from minority ethnic communities

0.9
-0.4

Pensioners in single person households

15.6
9.3

People over 75

5
-5.7

Single Parent families

10.1
5.6

Long-term Limiting Illness

20.7
7.4

Owner occupied

66.9
-14.8

More than 1 person per room

1.7
-1.9

Households lacking two basic amenities

0.4
-0.1

Special Needs Multiplier


22.2





















Kirkwood

%
SNM

Local unemployment rate

10
2.1

Unskilled workers (V)

14
6.7

Partly skilled workers (IV)

17
1.9

Graduate Index

3
10.6

People from minority ethnic communities

0.2
-1.1

Pensioners in single person households

11.9
5.6

People over 75

5.4
-5.3

Single Parent families

7
2.5

Long-term Limiting Illness

19.3
6.0

Owner occupied

35.6
16.5

More than 1 person per room

1.4
-2.2

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


42.9

Kirkshaws

%
SNM

Local unemployment rate

9
0.9

Unskilled workers (V)

9
2.3

Partly skilled workers (IV)

19
3.2

Graduate Index

5
9.3

People from minority ethnic communities

0.3
-1.0

Pensioners in single person households

12.1
5.8

People over 75

5.2
-5.5

Single Parent families

5.6
1.1

Long-term Limiting Illness

19.7
6.4

Owner occupied

50.3
1.8

More than 1 person per room

2.4
-1.2

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier (adjusted on advice from Council Officers)


37.7

Shawhead

%
SNM

Local unemployment rate

8
0.1

Unskilled workers (V)

8
0.9

Partly skilled workers (IV)

22
7.0

Graduate Index

4
10.5

People from minority ethnic communities

0.1
-1.2

Pensioners in single person households

19.8
13.5

People over 75

7.1
-3.6

Single Parent families

6.3
1.8

Long-term Limiting Illness

22.2
8.9

Owner occupied

39.9
12.2

More than 1 person per room

1.4
-2.2

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


47.6

Old Monkland

%
SNM

Local unemployment rate

9
0.8

Unskilled workers (V)

15
8.2

Partly skilled workers (IV)

22
6.7

Graduate Index

4
10.2

People from minority ethnic communities

0.1
-1.2

Pensioners in single person households

13.5
7.2

People over 75

5.8
-4.9

Single Parent families

9.7
5.2

Long-term Limiting Illness

18
4.7

Owner occupied

34.7
17.4

More than 1 person per room

2.1
-1.5

Households lacking two basic amenities

0.3
-0.2

Special Needs Multiplier


52.6





















Whinhall

%
SNM

Local unemployment rate

10
2.5

Unskilled workers (V)

10
3.0

Partly skilled workers (IV)

14
-1.8

Graduate Index

10
4.3

People from minority ethnic communities

2.3
1.1

Pensioners in single person households

15.2
8.9

People over 75

5.3
-5.4

Single Parent families

7.5
3.0

Long-term Limiting Illness

16.6
3.3

Owner occupied

50.1
2.0

More than 1 person per room

7.3
3.7

Households lacking two basic amenities

5
4.5

Special Needs Multiplier


29.0

Academy

%
SNM

Local unemployment rate

10
2.2

Unskilled workers (V)

11
3.5

Partly skilled workers (IV)

20
4.1

Graduate Index

5
9.0

People from minority ethnic communities

0.3
-1.0

Pensioners in single person households

6.8
0.5

People over 75

2.7
-8.0

Single Parent families

7.1
2.6

Long-term Limiting Illness

14.5
1.2

Owner occupied

48.1
4.0

More than 1 person per room

1.6
-2.0

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier (adjusted on advice from Council Officers)


30.7

Airdrie Central

%
SNM

Local unemployment rate

9
1.0

Unskilled workers (V)

7
0.4

Partly skilled workers (IV)

21
5.6

Graduate Index

8
6.5

People from minority ethnic communities

0.3
-1.0

Pensioners in single person households

17.8
11.5

People over 75

6.5
-4.2

Single Parent families

7.3
2.8

Long-term Limiting Illness

18.7
5.4

Owner occupied

44.4
7.7

More than 1 person per room

1.1
-2.5

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


32.9

Clarkston

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

7
0.4

Partly skilled workers (IV)

12
-3.7

Graduate Index

7
7.4

People from minority ethnic communities

0.3
-1.0

Pensioners in single person households

18.1
11.8

People over 75

6
-4.7

Single Parent families

6.4
1.9

Long-term Limiting Illness

18.7
5.4

Owner occupied

54.5
-2.4

More than 1 person per room

0.6
-3.0

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


11.1





















New Monklands West

%
SNM

Local unemployment rate

5
-3.0

Unskilled workers (V)

5
-1.6

Partly skilled workers (IV)

15
-0.8

Graduate Index

15
-0.5

People from minority ethnic communities

0.9
-0.4

Pensioners in single person households

10
3.7

People over 75

3.7
-7.0

Single Parent families

4.1
-0.4

Long-term Limiting Illness

11.9
-1.4

Owner occupied

67.7
-15.6

More than 1 person per room

0.8
-2.8

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


-30.1

Plains and Caldercruix

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

7
0.0

Partly skilled workers (IV)

23
7.8

Graduate Index

4
9.8

People from minority ethnic communities

0
-1.3

Pensioners in single person households

13.5
7.2

People over 75

4.9
-5.8

Single Parent families

7
2.5

Long-term Limiting Illness

18.9
5.6

Owner occupied

54.5
-2.4

More than 1 person per room

1.9
-1.7

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


20.8

North Cairnhill and Coatdyke

%
SNM

Local unemployment rate

4
-3.4

Unskilled workers (V)

4
-2.7

Partly skilled workers (IV)

14
-1.8

Graduate Index

12
2.3

People from minority ethnic communities

0.9
-0.4

Pensioners in single person households

22.2
15.9

People over 75

9.2
-1.5

Single Parent families

4.8
0.3

Long-term Limiting Illness

17
3.7

Owner occupied

75.4
-23.3

More than 1 person per room

0.4
-3.2

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


-14.6






South East Cairnhill and Gartlea

%
SNM

Local unemployment rate

10
2.3

Unskilled workers (V)

11
3.6

Partly skilled workers (IV)

13
-2.1

Graduate Index

8
5.7

People from minority ethnic communities

1.2
-0.1

Pensioners in single person households

17.1
10.8

People over 75

6
-4.7

Single Parent families

5.6
1.1

Long-term Limiting Illness

15.1
1.8

Owner occupied

55.8
-3.7

More than 1 person per room

0.7
-2.9

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


11.3
















Craigneuk and Petersburn

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

9
2.4

Partly skilled workers (IV)

25
9.1

Graduate Index

3
10.6

People from minority ethnic communities

0.1
-1.2

Pensioners in single person households

7.4
1.1

People over 75

3.9
-6.8

Single Parent families

8.6
4.1

Long-term Limiting Illness

15.2
1.9

Owner occupied

54.5
-2.4

More than 1 person per room

1
-2.6

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


54.0



Calderbank

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

3
-3.6

Partly skilled workers (IV)

13
-2.3

Graduate Index

16
-2.1

People from minority ethnic communities

1
-0.3

Pensioners in single person households

10.5
4.2

People over 75

3.3
-7.4

Single Parent families

3.6
-0.9

Long-term Limiting Illness

12
-1.3

Owner occupied

54.5
-2.4

More than 1 person per room

0.7
-2.9

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


-19.8

Chapelhall

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

8
1.2

Partly skilled workers (IV)

17
1.6

Graduate Index

5
8.6

People from minority ethnic communities

0.8
-0.5

Pensioners in single person households

10.5
4.2

People over 75

4.6
-6.1

Single Parent families

5.6
1.1

Long-term Limiting Illness

15.5
2.2

Owner occupied

54.5
-2.4

More than 1 person per room

0.8
0.7

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


9.6

Salsburgh

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

9
2.3

Partly skilled workers (IV)

20
4.6

Graduate Index

6
8.0

People from minority ethnic communities

0.1
-1.2

Pensioners in single person households

11.9
5.6

People over 75

3.8
-6.9

Single Parent families

4.4
-0.1

Long-term Limiting Illness

18
4.7

Owner occupied

54.5
-2.4

More than 1 person per room

1
-2.6

Households lacking two basic amenities

0.3
-0.2

Special Needs Multiplier


11.3
















Kildrum and Park

%
SNM

Local unemployment rate

6
-1.5

Unskilled workers (V)

4
-2.7

Partly skilled workers (IV)

11
-4.3

Graduate Index

14
0.5

People from minority ethnic communities

1.4
0.2

Pensioners in single person households

10.3
4.0

People over 75

3.8
-6.9

Single Parent families

8.9
4.4

Long-term Limiting Illness

11.9
-1.4

Owner occupied

78.4
-26.3

More than 1 person per room

0.1
-3.5

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier (adjusted on advice from Council Officers)


-23.1

Seafar and The Village

%
SNM

Local unemployment rate

6
-2.2

Unskilled workers (V)

7
0.4

Partly skilled workers (IV)

9
-6.2

Graduate Index

8
6.2

People from minority ethnic communities

1
-0.3

Pensioners in single person households

15.5
9.2

People over 75

5.6
-5.1

Single Parent families

6.1
1.6

Long-term Limiting Illness

15.4
2.1

Owner occupied

79
-26.9

More than 1 person per room

0.2
-3.4

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


-25.1

Balloch East and Ravenswood

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

3
-4.1

Partly skilled workers (IV)

12
-3.7

Graduate Index

20
-5.7

People from minority ethnic communities

2.3
1.1

Pensioners in single person households

7.5
1.2

People over 75

3.3
-7.4

Single Parent families

3.3
-1.2

Long-term Limiting Illness

8.1
-5.2

Owner occupied

54.5
-2.4

More than 1 person per room

0.2
-3.4

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


-31.8

Balloch West, Blackwood East and 




Craigmarloch

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

7
-0.3

Partly skilled workers (IV)

16
0.4

Graduate Index

14
-0.1

People from minority ethnic communities

0.4
-0.9

Pensioners in single person households

10.7
4.4

People over 75

3.4
-7.3

Single Parent families

3.8
-0.7

Long-term Limiting Illness

12
-1.3

Owner occupied

54.5
-2.4

More than 1 person per room

0.3
-3.3

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


-12.5
















Westerwood, Carrickstone and Dullatur

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

3
-4.4

Partly skilled workers (IV)

14
-1.3

Graduate Index

22
-8.0

People from minority ethnic communities

1.9
0.7

Pensioners in single person households

2.9
-3.4

People over 75

1.1
-9.6

Single Parent families

4.2
-0.3

Long-term Limiting Illness

5.4
-7.9

Owner occupied

66
-13.9

More than 1 person per room

54.5
50.9

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


-65.0

Abronhill South

%
SNM

Local unemployment rate

7
-1.0

Unskilled workers (V)

3
-3.6

Partly skilled workers (IV)

19
3.5

Graduate Index

7
6.8

People from minority ethnic communities

0.7
-0.6

Pensioners in single person households

7.7
1.4

People over 75

2.4
-8.3

Single Parent families

7.6
3.1

Long-term Limiting Illness

9.7
-3.6

Owner occupied

74.8
-22.7

More than 1 person per room

0.3
-3.3

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier (adjusted on advice from Council Officers)


-13.6

Abronhill Central and North

%
SNM

Local unemployment rate

5
-3.0

Unskilled workers (V)

5
-1.6

Partly skilled workers (IV)

15
-0.3

Graduate Index

8
6.0

People from minority ethnic communities

1.6
0.4

Pensioners in single person households

9.1
2.8

People over 75

2.7
-8.0

Single Parent families

6
1.5

Long-term Limiting Illness

9.5
-3.8

Owner occupied

78.7
-26.6

More than 1 person per room

0.2
-3.4

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier (adjusted on advice from Council Officers)


-21.5

Carbrain East

%
SNM

Local unemployment rate

9
1.2

Unskilled workers (V)

8
0.7

Partly skilled workers (IV)

20
5.0

Graduate Index

7
7.4

People from minority ethnic communities

1.3
0.1

Pensioners in single person households

7.3
1.0

People over 75

2.4
-8.3

Single Parent families

12.3
7.8

Long-term Limiting Illness

12.1
-1.2

Owner occupied

54.5
-2.4

More than 1 person per room

0.8
-2.8

Households lacking two basic amenities

0.2
-0.3

Special Needs Multiplier


8.1





















Carbrain West and Greenfaulds

%
SNM

Local unemployment rate

5
-2.7

Unskilled workers (V)

7
-0.4

Partly skilled workers (IV)

15
-0.5

Graduate Index

8
5.7

People from minority ethnic communities

3.6
2.4

Pensioners in single person households

8.3
2.0

People over 75

2.6
-8.1

Single Parent families

6.3
1.8

Long-term Limiting Illness

10.7
-2.6

Owner occupied

78.8
-26.7

More than 1 person per room

0.4
-3.2

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier (adjusted on advice from Council Officers)


-17.8

Condorrat Central

%
SNM

Local unemployment rate

4
-3.3

Unskilled workers (V)

5
-2.1

Partly skilled workers (IV)

14
-1.2

Graduate Index

10
4.0

People from minority ethnic communities

1.1
-0.2

Pensioners in single person households

9.3
3.0

People over 75

3.1
-7.6

Single Parent families

3.4
-1.1

Long-term Limiting Illness

11.4
-1.9

Owner occupied

74.4
-22.3

More than 1 person per room

0.3
-3.3

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier (adjusted on advice from Council Officers)


-21.4

Condorrat North and Westfield

%
SNM

Local unemployment rate

6
-2.0

Unskilled workers (V)

4
-2.8

Partly skilled workers (IV)

18
2.4

Graduate Index

8
6.3

People from minority ethnic communities

0.9
-0.4

Pensioners in single person households

9.4
3.1

People over 75

4
-6.7

Single Parent families

4
-0.5

Long-term Limiting Illness

11.7
-1.6

Owner occupied

54.5
-2.4

More than 1 person per room

0.2
-3.4

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


-8.4

Croy and Kilsyth South and Smithstone

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

7
0.3

Partly skilled workers (IV)

15
-0.8

Graduate Index

6
7.6

People from minority ethnic communities

0.3
-1.0

Pensioners in single person households

18.8
12.5

People over 75

5.9
-4.8

Single Parent families

9.3
4.8

Long-term Limiting Illness

17.3
4.0

Owner occupied

54.5
-2.4

More than 1 person per room

0.5
-3.1

Households lacking two basic amenities

0.3
-0.2

Special Needs Multiplier


16.4





















Queenzieburn and Kilsyth West

%
SNM

Local unemployment rate

5
-3.1

Unskilled workers (V)

8
1.0

Partly skilled workers (IV)

19
3.1

Graduate Index

8
5.8

People from minority ethnic communities

0.1
-1.2

Pensioners in single person households

10
3.7

People over 75

3.9
-6.8

Single Parent families

6
1.5

Long-term Limiting Illness

11.8
-1.5

Owner occupied

66.5
-14.4

More than 1 person per room

0.3
-3.3

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier (adjusted on advice from Council Officers)


-0.6

Banton and Kilsyth East

%
SNM

Local unemployment rate

5
-2.9

Unskilled workers (V)

6
-1.4

Partly skilled workers (IV)

16
0.2

Graduate Index

10
4.5

People from minority ethnic communities

0.5
-0.8

Pensioners in single person households

23.3
17.0

People over 75

9.3
-1.4

Single Parent families

5.2
0.7

Long-term Limiting Illness

17.1
3.8

Owner occupied

60.4
-8.3

More than 1 person per room

0.4
-3.2

Households lacking two basic amenities

0.3
-0.2

Special Needs Multiplier (adjusted on advice from Council Officers)


23.0

Moodiesburn East and Blackwood West

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

6
-0.6

Partly skilled workers (IV)

21
5.1

Graduate Index

6
7.8

People from minority ethnic communities

0.3
-1.0

Pensioners in single person households

9.1
2.8

People over 75

2.6
-8.1

Single Parent families

6.1
1.6

Long-term Limiting Illness

16.8
3.5

Owner occupied

54.5
-2.4

More than 1 person per room

0.4
-3.2

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


4.6

Moodiesburn West and Gartcosh

%
SNM

Local unemployment rate

7
-0.5

Unskilled workers (V)

11
4.4

Partly skilled workers (IV)

15
-0.8

Graduate Index

7
7.4

People from minority ethnic communities

0.3
-1.0

Pensioners in single person households

14.2
7.9

People over 75

4.6
-6.1

Single Parent families

7.9
3.4

Long-term Limiting Illness

17.8
4.5

Owner occupied

54.5
-2.4

More than 1 person per room

0.7
-2.9

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier


13.4





















Chryston and Auchinloch

%
SNM

Local unemployment rate

6
-2.0

Unskilled workers (V)

6
-1.4

Partly skilled workers (IV)

14
-1.4

Graduate Index

14
-0.4

People from minority ethnic communities

1
-0.3

Pensioners in single person households

16.6
10.3

People over 75

7
-3.7

Single Parent families

3
-1.5

Long-term Limiting Illness

15.1
1.8

Owner occupied

74.5
-22.4

More than 1 person per room

0.4
-3.2

Households lacking two basic amenities

0.1
-0.4

Special Needs Multiplier


-24.6

Stepps

%
SNM

Local unemployment rate

5
-2.8

Unskilled workers (V)

5
-2.5

Partly skilled workers (IV)

11
-4.0

Graduate Index

15
-0.8

People from minority ethnic communities

1.5
0.3

Pensioners in single person households

11.2
4.9

People over 75

5.5
-5.2

Single Parent families

3.7
-0.8

Long-term Limiting Illness

12.1
-1.2

Owner occupied

77.6
-25.5

More than 1 person per room

0.6
-3.0

Households lacking two basic amenities

0
-0.5

Special Needs Multiplier (adjusted on advice from Council Officers)


-26.2

Appendix Three – Survey respondents

1
Social Work Department

2
Airdrie Social Work Department

3
Bellshill Social Work Department

4
Bellshill Social Work Department

5
Coatbridge Social Work Department

6
Cumbernauld Social Work Department

7
Cumbernauld Social Work Department

8
Motherwell Social Work Department

9
Wishaw Work Department

10
Shotts Social Work Department

11
Bellshill Money Advice Centre

12
Coatbridge Consumer & Money Advice Centre

13
Coatbridge Advice Centre

14
Coatbridge Advice Centre

15
Motherwell Consumer & Money Advice Centre

16
Bellshill Money Advice Centre

17
Cumbernauld Consumer & Money Advice Centre

18
Motherwell & Wishaw CAB

20
CHRIS Project

21
Coatbridge Citizens Advice Bureau

22
Bellshill & District Citizens Advice Bureau

23
Cumbernauld & Kilsyth Citizens Advice Bureau

24
Rochsoles Community Resource Project

25
Newmains Community Advice Centre

26
Airdrie Citizens Advice Bureau

27
Tannochside Information & Advice Centre

28
Cumbernauld & Kilsyth Unemployed Workers Centre

Appendix Four - Mystery shopping instructions

Please note this scenario was varied at the request of the commissioners.

The aim of the exercise is to compare the help and advice given by different advice agencies in the area. We need to look at:

· how easy is it to contact them?

· how well they deal with the person?

· whether the advice they give is good?

· whether they explain things well?

· whether they give out useful information?

For each agency, we have addresses in the area to use so that it all looks credible. 

The problem is designed to get as much information as possible and then to allow you to “make your excuses and leave” before they start telephoning the Benefits Agency and so on. 

The “Problem”

You are 23 years old and have been living in London for a while, but moved with a friend (sharing) into the address given. It is a council place that your friend got because he was on the waiting list. This was amended for later “shops” to living with an Aunt. 

While in London you had quite a lot of irregular employment about which you do not want to go into detail, but which paid reasonably well. You have been sick, though, more recently and you also got a court conviction for which you were fined. You went on to benefits and were getting Income Related JSA, although they gave you a lot of grief about it. You were on JSA for “three or four months” in London, and they had said you would have to get a job or go on to a course. You were sent a form saying that you were “eligible for the employment option” but the sort of jobs on offer were not attractive: badly paid, often quite physically demanding, shop work that sort of thing. And you were worried about the fine: you were told that you had to pay £2 a week while you were on benefit but that this would stop if you got into work, and you think you might have to pay the full amount. Also you were homeless in London, staying on friends’ floors and so on and so when the place finally came up here, especially since you had been ill, you decided to come here to settle down a bit and get yourself sorted out. 

THE FINE

Keep the conviction vague, it is irrelevant. 

But I would suggest obstruction of the police (for example, if they tried to move you on, you refused, they said they were searching you because they thought you might have drugs or a weapon and went to put you into a van to do it and you and a friend put up some resistance) which could easily attract a fine of £300 on a first offence. 

So you have paid off 3 months’ worth of this fine i.e. about £30, and went and paid £10 last week before leaving London to put you ahead. So you have over £250 left to pay but no money.

THE ILLNESS

Hepatitis C: blood transmitted, i.e. sex or needles or piercings. Diagnosed recently after seeking advice from doctor having been very overtired and off colour especially after drinking, and had a bout of what turned out to be jaundice a few months before. Still not really dealing with it all. (actor then changed this to HIV with our permission as he found awareness of Hep C very low).

This was amended for later “shops” to epilepsy.

THE FRIEND
Actually, if asked, it is a man and you are living together as partners. Please note this was changed to an Aunt.
WORK HISTORY

Just refuse to give details about the last two years: get shifty or embarrassed, maintain it was off the books and not very legal and leave it at that. Were you working while claiming? No because that’s when you got sick.

Before that: left school at 18, did a bit of college, drifted a bit, went abroad for a year, working here and there, nothing on the books, came back and went to London and so on. You have no proper work record and few qualifications (what did you do at school?)

THE BENEFITS

Did you tell them about being ill? Not specifically, but I might have mentioned going to the doctor. What happened with the benefit claim? I went to sign on and they gave me an interview and then they were suspicious about what I had been doing but I said I had been working on and off and my friend was supporting me (no not the one here, another one) and eventually they paid me benefits. Then they called me back and I signed an agreement that I would look for a job. I have not told them I have come here (I left last week and I have not missed a signing on date). I did follow up on some jobs but none were offered. 

WHAT’S THE PROBLEM?

What happens now? Can I get benefit here? 

How do I transfer? How do I get the rent paid? (joint tenancy, friend there a month already, he is working and paying rent and wants your share of it paid)

Will I be forced to get a job? What if it is very low paid?

Could I go on the sick? What would happen then?

What happens abut my fine if I do get a job as I have no money to pay it off and they said I would go to prison if I didn’t?

PROCESS

Contact the centre

Make arrangements to discuss your problem (on telephone or in person)

Note carefully the advice given ( doctor says you may have trouble concentrating)

If a further appointment is made, be careful to telephone and cancel in good time so as not to waste their time

Write it all up

Questions to Cover in Mystery Shopping Report

How easy was it to contact the agency? Was it easy to make first contact? Were you given correct information about the service? Did any appointment or time to phone happen as planned?

How welcoming was the agency? Did you feel like a valued customer or a nuisance? 

What was the information sought? 

Did they show too much interest in the irrelevant (what sort of work, what was the fine for)? Did they understand why you were vague and not see you as being difficult?

What was the advice given? 

Did you understand it all? 

Attach any written information given

Other comments: e.g. would you recommend this agency to a friend?

Appendix FIVE - Predicting Needs & Mapping Resources (Ward & Area)

Cumbernauld &Kilsyth 















Kildrum and Park

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
589






Level II Cases
147






Level III Cases
59






FTE Advisers required
0.5






Seafar and The Village

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
563






Level II Cases
141






Level III Cases
56






FTE Advisers required
0.5






Balloch East and Ravenswood

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
565






Level II Cases
141






Level III Cases
57






FTE Advisers required
0.5






Balloch West, Blackwood East and Craigmarloch

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
603






Level II Cases
151






Level III Cases
60






FTE Advisers required
0.5






Westerwood, Carrickstone and Dullatur

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
211






Level II Cases
53






Level III Cases
21






FTE Advisers required
0.2






Abronhill South

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
673






Level II Cases
168






Level III Cases
67






FTE Advisers required
0.5






Abronhill Central and North

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
659






Level II Cases
165






Level III Cases
66






FTE Advisers required
0.5






Carbrain East

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
896






Level II Cases
224






Level III Cases
90






FTE Advisers required
0.7






Carbrain West and Greenfaulds

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
628






Level II Cases
157






Level III Cases
63






FTE Advisers required
0.5






Condorrat Central

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
655






Level II Cases
164






Level III Cases
66






FTE Advisers required
0.5






Condorrat North and Westfield

Cumbernauld Social Work Department
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
704






Level II Cases
176






Level III Cases
70






FTE Advisers required
0.6






Croy and Kilsyth South and Smithstone

Kilsyth Social Work Sub Office
Cumbernauld Consumer & Money Advice Centre
The CHRIS Project
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre

Level I Cases
721






Level II Cases
180






Level III Cases
72






FTE Advisers required
0.6






Queenzieburn and Kilsyth West

Kilsyth Social Work Sub Office
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
754






Level II Cases
188






Level III Cases
75






FTE Advisers required
0.6






Banton and Kilsyth East

Kilsyth Social Work Sub Office
Cumbernauld Consumer & Money Advice Centre
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre


Level I Cases
805






Level II Cases
201






Level III Cases
80






FTE Advisers required
0.7














Total for Level I Cases
9026.3






Total for Level II Cases
2256.1






Total for Level III Cases
902.2






Total of FTE Advisers Required
7.2






















Wishaw and Shotts















Craigneuk

Wishaw Social Work Department
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
1113






Level II Cases
278






Level III Cases
111






FTE Advisers required
0.9






Belhaven

Wishaw Social Work Department
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
714






Level II Cases
178






Level III Cases
71






FTE Advisers required
0.6






Stewarton

Wishaw Social Work Department
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
1118






Level II Cases
280






Level III Cases
112






FTE Advisers required
0.9






Cambusnethan

Wishaw Social Work Department
Newmains Community Advice Centre
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB


Level I Cases
581






Level II Cases
145






Level III Cases
58






FTE Advisers required
0.5






Coltness

Wishaw Social Work Department
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
682






Level II Cases
170






Level III Cases
68






FTE Advisers required
0.6






Pather and Gowkthrapple

Wishaw Social Work Department
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
1519






Level II Cases
380






Level III Cases
152






FTE Advisers required
1.2






Garrion

Wishaw Social Work Department
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
619






Level II Cases
155






Level III Cases
62






FTE Advisers required
0.5






Newmains

Wishaw Social Work Department
Shotts Social Work Sub Office
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB
Newmains Community Advice Centre

Level I Cases
923






Level II Cases
231






Level III Cases
92






FTE Advisers required
0.7






Stane

Shotts Social Work Sub Office
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB
Newmains Community Advice Centre


Level I Cases
1122






Level II Cases
281






Level III Cases
112






FTE Advisers required
0.9






Dykehead

Shotts Social Work Sub Office
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
1007






Level II Cases
252






Level III Cases
101






FTE Advisers required
0.8






Cleland

Wishaw Social Work Department
Bellshill Consumer & Money Advice Centre
Motherwell & Wishaw CAB
Newmains Community Advice Project


Level I Cases
967






Level II Cases
242






Level III Cases
97






FTE Advisers required
0.8






Benhar

Shotts Social Work Sub Office
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
1045






Level II Cases
261






Level III Cases
105






FTE Advisers required
0.8














Total for Level I Cases
11410.5






Total for Level II Cases
2852.9






Total for Level III Cases
1141.1






Total of FTE Advisers Required
9.2






















Airdrie















Whinhall

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Airdrie CAB
Rochsoles Community Resource Project


Level I Cases
1050






Level II Cases
262






Level III Cases
105






FTE Advisers required
0.9






Academy

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Rochsoles Community Resource Project
Airdrie CAB


Level I Cases
1002






Level II Cases
251






Level III Cases
100






FTE Advisers required
0.8






Airdrie Central

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Rochsoles Community Resource Project
Airdrie CAB


Level I Cases
1001






Level II Cases
250






Level III Cases
100






FTE Advisers required
0.8






Clarkston

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Airdrie CAB
Rochsoles Community Resource Project


Level I Cases
801






Level II Cases
200






Level III Cases
80






FTE Advisers required
0.6






New Monklands West

Coatbridge Consumer & Money Advice Centre
Rochsoles Community Resource Project
Airdrie CAB
Airdrie Social Work Department


Level I Cases
537






Level II Cases
134






Level III Cases
54






FTE Advisers required
0.4






Plains and Caldercruix

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Airdrie CAB



Level I Cases
887






Level II Cases
222






Level III Cases
89






FTE Advisers required
0.7






North Cairnhill and Coatdyke

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Airdrie CAB



Level I Cases
614






Level II Cases
153






Level III Cases
61






FTE Advisers required
0.5






South East Cairnhill and Gartlea

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Airdrie CAB



Level I Cases
886






Level II Cases
222






Level III Cases
89






FTE Advisers required
0.7






Craigneuk and Petersburn

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Airdrie CAB



Level I Cases
857






Level II Cases
214






Level III Cases
86






FTE Advisers required
0.7






Calderbank

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Airdrie CAB



Level I Cases
534






Level II Cases
133






Level III Cases
53






FTE Advisers required
0.4






Chapelhall

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Airdrie CAB



Level I Cases
758






Level II Cases
190






Level III Cases
76






FTE Advisers required
0.6






Salsburgh

Airdrie Social Work Department
Coatbridge Consumer & Money Advice Centre
Airdrie CAB



Level I Cases
769






Level II Cases
192






Level III Cases
77






FTE Advisers required
0.6














Total for Level I Cases
9695.4






Total for Level II Cases
2424.3






Total for Level III Cases
969.3






Total of FTE Advisers Required
7.8






















Coatbridge & Northern Corridor















Townhead

Coatbridge Consumer & Money Advice Centre
Coatbridge Social Work Department
Coatbridge CAB



Level I Cases
1000






Level II Cases
250






Level III Cases
100






FTE Advisers required
0.8






Blairpark

Coatbridge Consumer & Money Advice Centre
Coatbridge Social Work Department
Coatbridge CAB



Level I Cases
552






Level II Cases
138






Level III Cases
55






FTE Advisers required
0.4






North Central and Glenboig

Coatbridge Consumer & Money Advice Centre
Coatbridge Social Work Department
Coatbridge CAB



Level I Cases
949






Level II Cases
237






Level III Cases
95






FTE Advisers required
0.8






Coatbridge Central

Coatbridge Consumer & Money Advice Centre
Coatbridge Social Work Department
Coatbridge CAB



Level I Cases
866






Level II Cases
217






Level III Cases
87






FTE Advisers required
0.7






Sikeside and Carnbroe

Coatbridge Consumer & Money Advice Centre
Coatbridge Social Work Department
Coatbridge CAB



Level I Cases
695






Level II Cases
174






Level III Cases
70






FTE Advisers required
0.6






Bargeddie and Langloan

Coatbridge Consumer & Money Advice Centre
Coatbridge Social Work Department
Coatbridge CAB



Level I Cases
949






Level II Cases
237






Level III Cases
95






FTE Advisers required
0.8






Kirkwood

Coatbridge Consumer & Money Advice Centre
Coatbridge Social Work Department
Coatbridge CAB



Level I Cases
1091






Level II Cases
273






Level III Cases
109






FTE Advisers required
0.9






Kirkshaws

Coatbridge Consumer & Money Advice Centre
Coatbridge Social Work Department
Coatbridge CAB



Level I Cases
996






Level II Cases
249






Level III Cases
100






FTE Advisers required
0.8






Shawhead

Coatbridge Consumer & Money Advice Centre
Coatbridge Social Work Department
Coatbridge CAB



Level I Cases
1050






Level II Cases
262






Level III Cases
105






FTE Advisers required
0.9






Old Monkland

Coatbridge Consumer & Money Advice Centre
Coatbridge Social Work Department
Coatbridge CAB



Level I Cases
1093






Level II Cases
273






Level III Cases
109






FTE Advisers required
0.9






Moodiesburn East and Blackwood West

Cumbernauld Consumer & Money Advice Centre
Chryston Social Work Sub Office
Cumbernauld and Kilsyth CAB
Cumbernauld and Kilsyth Unemployed Workers Centre


Level I Cases
723






Level II Cases
181






Level III Cases
72






FTE Advisers required
0.6






Moodiesburn West and Gartcosh

Cumbernauld Consumer & Money Advice Centre
The CHRIS Project
Cumbernauld & Kilsyth CAB
Chryston Social Work Sub Office
Cumbernauld & Kilsyth Unemployed Workers Centre

Level I Cases
769






Level II Cases
192






Level III Cases
77






FTE Advisers required
0.6






Chryston and Auchinloch

Cumbernauld Consumer & Money Advice Centre
The CHRIS Project
Cumbernauld & Kilsyth CAB
Chryston Social Work Sub Office
Cumbernauld & Kilsyth Unemployed Workers Centre

Level I Cases
516






Level II Cases
129






Level III Cases
52






FTE Advisers required
0.4






Stepps

Cumbernaul Consumer & Money Advice Centre
Chryston Social Work Department Sub Office
The CHRIS Project
Cumbernauld & Kilsyth CAB
Cumbernauld & Kilsyth Unemployed Workers Centre

Level I Cases
528






Level II Cases
132






Level III Cases
53






FTE Advisers required
0.4














Total for Level I Cases
11778.4






Total for Level II Cases
2944.6






Total for Level III Cases
1178.4






Total of FTE Advisers Required
9.5






















Bellshill















Tannochside

Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Bellshill & District CAB
Tannochside Information & Advice Centre


Level I Cases
442






Level II Cases
111






Level III Cases
44






FTE Advisers required
0.4






Fallside

Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Tannochside Information & Advice Centre
Bellshill & District CAB


Level I Cases
1064






Level II Cases
266






Level III Cases
106






FTE Advisers required
0.9






Viewpark

Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Tannochside Information & Advice Centre
Bellshill & District CAB


Level I Cases
1413






Level II Cases
353






Level III Cases
141






FTE Advisers required
1.1






Bellshill North

Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Bellshill & District CAB



Level I Cases
1053






Level II Cases
263






Level III Cases
105






FTE Advisers required
0.9






Orbiston

Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Bellshill & District CAB



Level I Cases
1018






Level II Cases
255






Level III Cases
102






FTE Advisers required
0.8






Mossend West and Thorndean

Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Bellshill & District CAB



Level I Cases
1194






Level II Cases
299






Level III Cases
119






FTE Advisers required
1.0






Holytown

Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
819






Level II Cases
205






Level III Cases
82






FTE Advisers required
0.7






Mossend East and New Stevenston

Bellshill Social Work Department
Motherwell Social Work Department
Bellshill Consumer & Money Advice Centre
Bellshill & District CAB
Motherwell & Wishaw CAB

Level I Cases
848






Level II Cases
212






Level III Cases
85






FTE Advisers required
0.7






Newarthill

Motherwell Social Work Department
Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Motherwell & Wishaw CAB
Motherwell Consumer & Money Advice Centre

Level I Cases
910






Level II Cases
227






Level III Cases
91






FTE Advisers required
0.7






Hattonrigg

Bellshill Consumer & Money Advice Centre
Bellshill Social Work Department
Bellshill & District CAB



Level I Cases
870






Level II Cases
217






Level III Cases
87






FTE Advisers required
0.7














Total for Level I Cases
9631.8






Total for Level II Cases
2408.9






Total for Level III Cases
962.8






Total of FTE Advisers Required
7.9






Motherwell















Ladywell

Motherwell Social Work Department
Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Motherwell & Wishaw CAB


Level I Cases
261






Level II Cases
65






Level III Cases
26






FTE Advisers required
0.2






Calder Valley

Motherwell Social Work Department
Bellshill Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
894






Level II Cases
223






Level III Cases
89






FTE Advisers required
0.7






Forgewood

Motherwell Social Work Department
Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Motherwell & Wishaw CAB


Level I Cases
1064






Level II Cases
266






Level III Cases
106






FTE Advisers required
0.9






North Motherwell

Motherwell Social Work Department
Bellshill Social Work Department
Bellshill Consumer & Money Advice Centre
Motherwell & Wishaw CAB


Level I Cases
1232






Level II Cases
308






Level III Cases
123






FTE Advisers required
1.0






New Stevenston and Carfin

Motherwell Social Work Department
Bellshill Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
828






Level II Cases
207






Level III Cases
83






FTE Advisers required
0.7






Watsonville

Motherwell Social Work Department
Bellshill Social Work Department
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB


Level I Cases
917






Level II Cases
229






Level III Cases
92






FTE Advisers required
0.7






Knowetop

Motherwell Social Work Department
Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB



Level I Cases
908






Level II Cases
227






Level III Cases
91






FTE Advisers required
0.7






Muirhouse and Netherton

Motherwell Consumer & Money Advice Centre
Motherwell & Wishaw CAB
Motherwell Social Work Department



Level I Cases
1019






Level II Cases
255






Level III Cases
102






FTE Advisers required
0.8














Total for Level I Cases
7122






Total for Level II Cases
1781






Total for Level III Cases
712






Total of FTE Advisers Required
5.8














� These definitions have been developed through a range of publications (listed in the appendix to this proposal) for bodies including the National Consumer Council, HomePoint (Scottish Homes), Scottish Accessible Information Forum, Chartered Institute of Housing and the Scottish Office. They have been tested in advice reviews throughout the UK.


� The wards where an additional factor of 15 has been added to the SNM are: Craigneuk & Petersburn, Tannochside, Fallside, Orbiston, Kirkshaws, Academy, Kildrum and Park, Abronhill South, Abronhill Central and North, Carbrain West and Greenfaulds, Condorrat Central, Queenzieburn and Kilsyth West, Banton and Kilsyth East and Stepps. A full list of Wards and Special Needs Multiplier is appended to this report.


� Social Work Committee Report, November 1998.


� We have excluded the Welfare Rights Officer who “spotted” the Mystery Shopper from this analysis.


� Motherwell CABx outreach service has been treated as a separate service for the purposes of this section of the report.


� Within North Lanarkshire only one voluntary sector agency reported that they were in receipt of any Health Board funding and this was a relatively low sum (£2,100.00).
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