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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 group has established working principles, aims and objectives for the review and 
developed a work programme. 

The Review has been undertaken in three main stages, these are: 

+ Mapping services using questionnaires 
+ Evidence Gathering 
+ Customer Surveys 

Mapping Exercise 

Stage One - Questionnaire: 

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

The questionnaires were sent out to organisations on the 30 June 2004. 

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 stage one questionnaire, which was the first part of the Mapping Exercise offered the 
opportunity to contact all Advice and Information Services and 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: 

A second questionnaire has now been developed and sent out to organisations and was 
returned on the 10 September 2004. 

The stage two questionnaire examined the effectiveness and impact of information and 
advice provision and again allowed the plotting of information to examine how advice 
services actually work. 

The information from the stage two questionnaires will support the development of an overall 
monitoring framework and evaluation framework. 

Evidence Gathering 

Evidence has been gathered from other local authorities, such as Fife and Glasgow City 
Council’s on how they operate their information and advice services. 

The Review Group also contacted the Scottish Executive who has recently undertaken a 
review of legal advice and information services. The information gathered from the local 
authorities and the Executive will be used to benchmark services undertaken in North 
Lanarkshire. 

Custom er Su rvey 

A customer survey was undertaken in November 2004 by all of the organisations involved in 
the stage one and two questionnaires. The survey looked at how customers viewed the 
services, information or advice received and how accessible the services were. 

Conclusion 

All of the information gathered over the last 6 months is currently being used to draft a final 
report which will be considered by the review group at its next meeting. The report will 
include a series of recommendations and will be completed by the end of March 2005. 

Recommendations 

It is recommended that the panel; 

(i) note the content of this report. 

Chief Executive 
6 January 2005 
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