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Purpose of Report 

This report provides details of the progress made to date by the Review Group on the 
Review of Information and Advice Services. 

Background 

The Review group has been established and consists of Members and Officers of the 
Council, representatives of the Citizen’s Advice Bureau’s and voluntary and community 
sector organisations. 

The Review will be undertaken in five main stages, these are: 
+ Mapping services using questionnaires 
+ Evidence Gathering 
+ Interviews with key stakeholders 
+ Focus groups with service providers 
+ Customer Surveys 

Mapping Exercise 

Stage One Questionnaire Results: 

Stage one of the mapping exercise was undertaken through the development of a 
questionnaire which were sent out to four Council Departments, six Citizen Advice Bureau’s 
(CAB’S) and six Independent Sector organisations. 

The information below gives an outline of the results. 

All of the questionnaires were returned and they provided a profile of the services available 
throughout North Lanarkshire. The questionnaire asked about the type of organisations 
available, the nature of the services delivered, resources available and the types of 
information currently recorded. 

The results show that all of the organisations offered face to face interviews for their clients 
as well as telephone support. 87% offer Home Visiting services, 60% offer services by post 
and 60% of surgeries are away from their main offices. 

53% offer appeals representation and 53% have specialised debt councillors. 

The stage one questionnaire, which was the first part of the Mapping Exercise, offered the 
opportunity to contact all advice and information services involved in the review. It also gave 
us an understanding of the types of information organisations collect. 
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Stage One Mapping Exercise - Questionnaire Two 

The stage two questionnaires examined the effectiveness and impact of information and 
advice provision. The information allowed the examination of how advice services actually 
work. Fifteen of the sixteen questionnaires sent out were returned. 

The results to date show that 261,430 people used the services, with an average of 21,786 
per organisation. 2,037 people presented with multiple debts with an average debt per client 
of f 13,356 excluding mortgage repayments. 

Welfare rights services carried out 59,410 welfare rights checks which generated 
f 12,938,000 for clients. 1 ,I 02 social security/medical appeals were attended of which 58% 
were successful, which is in line with the national average generating f 3,619,435. 

The information gathered from the mapping exercise has confirmed that the information and 
advice services offer a comprehensive service to their clients. The exercise has also 
confirmed that there are a number of different monitoring and evaluation systems in place 
and that it is not currently possible to compare services being offered. 

A comprehensive report will now be compiled bring to a close the evidence part of the 
process. This report should be complete by December 2004. 

It is expected the Review Group will complete the review by March 2005. 

Recommendations 

It is recommended that the panel; 

(i) notes the content of this report. 

Chief Executive 
October 2004 
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