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Purpose of Report 

This report provides details of the findings from the Review Group on Information and Advice 
Services in North Lanarkshire and seeks approval for the recommendations and action plan 
outlined in the report. 

Background 

The Review Group was established in May 2004 and consisted of Members and Officers of 
the Council, representatives of the Citizen’s Advice Bureau’s and voluntary and community 
sector organisations. 

These were: 

0 

0 

Councillors Hogg (Chair), Gordon and Homer 
Alastair Ashley, Mark Hamill, Department of Administration 
Brian Cook, Department of Finance 
David Roderick, Eamonn McCarron, Department of Planning and Environment 
George Mclnally,Gus Ferguson, Department of Social Work 
Stephen Llewellyn, Department of Housing and Property Services 
Mary Castles, Assistant Chief Executive(Community Regeneration) 
Audrey Cuthbertson, Eileen McKenna, Citizen’s Advice Bureaux 
Christine Rodger, Independent Advice Agencies 
Yvonne Craig, Chief Executive’s Office 

The Review Process 

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

The Review was undertaken in three main stages, these were: 

1. Mapping services using questionnaires 
2. Custom er Survey 
3. Information gathering 

Mapping Exercise 

Staqe One Questionnaire Results: 

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 Bureaux 
(CAB’S) and six Independent Sector Organisations. 
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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 results to date 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% surgeries away from their main offices. 

53% of all organisations offer appeals representation and representation at employment 
tribunals and 53% have specialised debt counsellors. 

The stage one questionnaire, which was the first part of the Mapping Exercise offered the 
opportunity to contact all Information and Advice Services and involved them in the review. It 
also gave us an understanding of the types of information organisations collect. 

Staae One Mappinq Exercise - Questionnaire Two 

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

Fifteen of the sixteen questionnaires sent out were returned and they provided a more 
detailed profile of the services available throughout North Lanarkshire. The questionnaire 
asked a range of questions looking at the type of services delivered, the number of enquiries 
received, the income generated for clients, the resources available and the types of 
information currently recorded. 

The results to date show that 57% of all clients coming to information and advice services 
sought welfare benefits advice, 43% sought money advice or debt counselling with 57% of all 
clients seeking a combination of both. 

Based on 7 returns the number of multiple debt clients for 2003104 was 2,037, with an 
average debt per client o f f  13,356 excluding mortgages. Each client had on average five 
creditors. The average age of clients was thirty-five. 

53% of organisations offer representation at employment and appeal tribunals. 

Welfare Benefits Advice Services covering Social Work, Welfare Rights, CAB’s including 
welfare projects offered 59,410 clients welfare benefits checks which generated an income of 
f 13million for clients. 

Seven respondents said that their organisation attended 1,102 social security/medical 
appeal tribunals with their clients and won 58% of them generating income of f3,619,435. 

Nine organisations have quality assurance accreditation, one of which had seven types of 
accreditation. All but one respondent monitored their casework and again all but one 
organisation operated a complaints procedure. 13 organisations undertake training and 12 
conduct a training need analysis for staff and volunteers. 10 organisations operate staff 
appraisal schemes. 

The stage two questionnaire examined the effectiveness and impact of information and 
advice provision and the information was plotted on the GIS System to examine where 
advice services operate from across the Council’s area. The information from the stage two 
questionnaires will support the development of an overall monitoring and evaluation 
framework. 
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4.16 The information gathered from the two questionnaires has confirmed that the information and 
advice services in North Lanarkshire are offering comprehensive services 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 adequately compare the 
services offered. 

4.1 7 There are a number of immediate conclusions that can be drawn from the mapping exercise, 
these are, that: 
+ Service providers attract a broad range of clients. 
+ To gain a clear picture of the services offered and the outcomes for clients data needs to 

be collected consistently. 
+ Further work needs to be undertaken to identify gaps in service delivery. 
+ Links require to be made between the information gathered from the mapping exercise 

and policy issues. 

5.0 Customer Survey 

5.1 As part of the review of Information and Advice services a Customer Survey was undertaken. 
The Survey gave an understanding of what the public using the services felt about how they 
were being delivered. All Information and Advice services undertook the customer survey in 
November 2004. 

5.2 The results of the customer survey highlighted that: 

3479 survey forms were issued; 
2474 were returned; 
58% of people had heard about services through “word of mouth”; 
394 people responded to adverts; 
276 people were referred by other services; 
2013 people felt that the service had more met their overall expectations; 
1077 people felt that their expectations had been met; 
2442 people said they were treated courteously; and 
2423 people said that the advice given was easy to understand. 

5.3 Overall it can be concluded that the people who have used the services are generally 
satisfied with the service they received, that they received good information and were treated 
with respect. 

6.0 Information Gathering 

6.1 Additional information was gathered from a number of sources. Presentations were received 
from, Airdrie Citizen’s Bureau, North Lanarkshire Money Advice Service, Tannochside 
Information and Advice centre and Social Work department. Citizens Advice Scotland (CAS) 
gave a presentation on the quality standards used by them to assess CAB’S throughout 
Scotland. 

6.2 Information was gathered from the Scottish Executive, who in 2000 undertook a review of the 
provision of Legal Information and Advice in Scotland in order to examine the implications for 
developing a community legal service. 

6.3 The aim of their review was to use two methods to assess legal need in four pilot areas in 
Scotland; Glasgow West, Fife, Edinburgh, and Argyll and Bute, and evaluate which was the 
most appropriate and cost effective method of assessing legal need whilst incorporating the 
views of the community involved in the pilot partnership areas. 
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6.4 

7.0 

7.1 

8.0 

8.1 

Information was gathered from the reviews undertaken by Glasgow City and Fife Council 
whom North Lanarkshire Council are benchmarked against to allow comparisons to be made 
between their services and those delivered in North Lanarkshire. 

Report 

A copy of the complete findings and recommendations from the Review of Information and 
Advice Services is contained in Appendix One. The appendices are available on request 
from the Chief Executive’s Office, Community Planning and Partnership Section. 

Recommendations of the Review Group 

The Review Group recommend that: 

0 They recognise and thank the Information and Advice Services for contributing to the 
review; 

They recognise the role played and the services offered by all Information and Advice 
Services throughout North Lanarkshire; 

0 They recognise the role played by volunteers in support the Information and Advice 
Services in North Lanarkshire; 

0 all services are mapped on the GIS system to support a deeper understanding of which 
services are available where; 

0 a directory of services be developed, detailing comprehensive information on the level 
and types of information and advice services available in North Lanarkshire; 

0 a Protocol and Referral System be developed to ensure that support is available to 
people who are attending tribunals; 

protocols be developed to allow data sharing; 

0 opportunities to work better with other agencies, e.g. Jobcentre Plus, the Pension 
Service are explored; 

funding be investigated for IT systems to allow data sharing and referrals between all 
Information and Advice services; 

0 quality standards are developed that all Information and Advice services can operate 
under; 

mechanisms to monitor the quality and appropriateness of information and advice 
services is developed; 

0 a training and development framework is developed that allows both the voluntary and 
statutory sectors to undertake joint training as appropriate; 

0 the Information and Advice Services undertake a programme of campaigning work in 
conjunction with other suppliers of information and advice services; 

North Lanarkshire Council examine their resource allocation pokes in relation to 
information and advice organisations; 

0 further investigation is undertaken to look at how the Executive’s methodology can used 
to assess future information and advice needs in North Lanarkshire 
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the Scottish Executive is contacted to look at the possibility of working alongside the 
Council to develop a questionnaire and proxy measures to assess the unmet need in 
North Lanarkshire; 

funding be identified to undertake research in to unmet need; and 

an action plan be developed to implement the outcomes of the review and monitored 
through the Scrutiny Panel, Strategy and Policy Implementation 

8.2 An Action Plan has been developed to implement the recommendations which is contained 
in Section 8 of the report. 

9.0 Recommendations 

It is recommended that the Scrutiny Panel : 

(i) approve the report from the Review Group on Information and Advice Services and 
the Action Plan attached as Appendix One; and 

(ii) otherwise note the contents of this report. 

Chief Executive 
9 March 2005 
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Appendix One 

Review of Financial Information and 
Advice Services 

2 March 2005 
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Summary and Recommendations 

The Review Group was established in May 2004 and consisted of Members and 
Officers of the Council, representatives of the Citizen’s Advice Bureau’s and 
voluntary and community sector organisations. 

The Review Process 

The group established working principles, aims and objectives for the review and a 
work programme. The Review was undertaken in three main stages, these were: 

1. Mapping services using questionnaires 
2. Customer Survey 
3. Information gathering 

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 
Bureaux (CAB’s) and six Independent Sector Organisations. 

The questionnaires 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 to date 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% surgeries away from their main offices. 

53% of all organisations offer appeals representation and representation at 
employment tribunals and 53% have specialised debt counsellors. 

The stage one questionnaire, which was the first part of the Mapping Exercise 
offered the opportunity to contact all Information and Advice Services and involved 
them in the review. It also gave us an understanding of the types of information 
organ isat ions col lect . 

Stage One Mapping Exercise - Questionnaire Two 

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

The questionnaire asked a range of questions looking at the type of services 
delivered, the number of enquiries received, the income generated for clients, the 
resources available and the types of information currently recorded. 

The results to date show that 57% of all clients coming to information and advice 
services sought welfare benefits advice, 43% sought money advice or debt 
counselling with 57% of all clients seeking a combination of both. 



Based on 7 returns the number of multiple debt clients for 2003/04 was 2,037, with 
an average debt per client of f 13,356 excluding mortgages. Each client had on 
average five creditors. 53% of organisations offer representation at appeals and 
employment tribunals. 

Welfare rights services offered 59,410 clients welfare benefits checks, generating an 
overall income o f f  12, 938 for clients. 

Seven respondents said that their organisation attended 1,102 social 
security/medical appeal tribunals with their clients and won 58% of them generating 
income of f3,619,435. 

Nine organisations have quality assurance accreditation, one of which had seven 
types of accreditation. All but one respondent monitored their casework and again all 
but one organisation operated a complaints procedure. 13 organisations undertake 
training and 12 conduct a training need analysis for staff and volunteers. 10 
organisations operate staff appraisal schemes. 

The stage two questionnaire examined the effectiveness and impact of information 
and advice provision and the information was plotted on the GIS System to examine 
where advice services operate from across the Council’s area. The information from 
the stage two questionnaires will support the development of an overall monitoring 
and evaluation framework. 

The information gathered from the two questionnaires has confirmed that the 
information and advice services in North Lanarkshire are offering comprehensive 
services 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 adequately compare the services offered. 

There are a number of immediate conclusions that can be drawn from the mapping 
exercise, these are, that: 
+ Service providers attract a broad range of clients. 
+ To gain a clear picture of the services offered and the outcomes for clients data 

needs to be collected consistently. 
+ Further work needs to be undertaken to identify gaps in service delivery. 
+ Links require to be made between the information gathered from the mapping 

exercise and policy issues. 

Customer Survey 

As part of the review of Information and Advice services a Customer Survey was 
undertaken. The Survey gave an understanding of what the public, using the services 
felt about how they were being delivered. All Information and Advice services 
undertook the customer survey in November 2004. 

It can be concluded that the people who have used the services are generally 
satisfied with the service they receive and that they received good information and 
were treated with respect. 

Information Gathering 

Additional information was gathered from a number of sources. Presentations were 
received from, Airdrie Citizen’s Bureau, North Lanarkshire Money Advice Service, 



Tannochside Information and Advice centre and Social Work department. Citizens 
Advice Scotland (CAS) gave a presentation on the quality standards used by them to 
assess CAB’S throughout Scotland. 

Information was gathered from the Scottish Executive, who in 2000 undertook a 
review of the provision of Legal Information and Advice in Scotland in order to 
examine the implications for the developing a community legal service. 

Information was gathered from the reviews undertaken by Glasgow City and Fife 
Council whom North Lanarkshire Council is benchmarked against to allow 
comparisons to be made between their services and those delivered in North 
Lanarkshire. 

Recommendations 

It is recommended that: - 
the Review Group recognise and thank the Information and Advice Services for 
contributing to the review; 

the Review Group recognise the role played and the services offered by all 
Information and Advice Services throughout North Lanarkshire; 

the Review Group recognise the role played by volunteers in support of the 
Information and Advice Services in North Lanarkshire; 

all services are mapped on the GIS system to support a deeper understanding of 
which services are available across North Lanarkshire; 

a directory of services be developed, detailing comprehensive information on the 
level and types of information and advice services available in North Lanarkshire; 

a Protocol and Referral System be developed to ensure that support is available 
to people who are attending tribunals; 

protocols be developed to allow data sharing between agencies; 

opportunities to work better with other agencies, e.g. Jobcentre Plus, the Pension 
Service are explored; 

funding be investigated for the integration of IT systems to allow data sharing 
and referrals between all Information and Advice services; 

consistent quality standards are developed for all Information and Advice 
services; 

mechanisms to monitor the quality and appropriateness of information and advice 
services from a customer perspective are developed; 

a training and development framework is developed that allows both the voluntary 
and statutory sectors to undertake joint training as appropriate; 



the Information and Advice Service undertake a structured programme of 
campaigning work in conjunction with other suppliers of information and advice 
services; 

North Lanarkshire Council examine their resource allocation pokes in relation to 
information and advice organisations; 

further investigation is undertaken to look at how the Executive’s methodology 
can be used to assess future information and advice needs in North Lanarkshire; 

the Scottish Executive is contacted to look at the possibility of working with the 
Council to develop a questionnaire and proxy measures to assess the unmet 
need in North Lanarkshire; 

funding be identified to undertake research into unmet need; and 

an action plan be developed to implement the outcomes of the review which is 
monitored through the Scrutiny Panel, Strategy and Policy Implementation 



Section I 

Foreword 

North Lanarkshire Council set up the Strategy and Policy Implementation Scrutiny 
Panel in 2001. The aim of the Scrutiny Panel is to give an opportunity to review and 
discuss the Council and other partners, policies and work. 

The Scrutiny role gives the Council the unique opportunity to be self-critical and learn 
from the past to improve the way services are delivered to residents in North 
La narks h i re. 

The Council’s Corporate Plan as part of promoting social inclusion highlights the 
relationship between poverty, discrimination and inequality and the need to ensure 
that there are comprehensive and co-ordinated approaches taken to effectively 
address them. 

As part of that agenda and as part of promoting financial inclusion for individuals and 
communities a review of the nature and extent of financial information and advice 
services within North Lanarkshire has been undertaken. 

The review specifically focused on alleviating poverty and looked at the issues that 
influenced financial inclusion. 

To ensure that the review was robust the Council formed a review group consisting of 
Councillor’s, Council Officers and the voluntary sector to oversee the process. 

The work is now complete and this report sets out the recommendations. 

Councillor William Hogg 
Convener of the Strategy and Policy Implementation 
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Review of Financial Information and Advice 

I nt rod uct ion 

This report has been prepared for the Review Group on Financial Information and 
Advice. The report provides details on the process of the review and the findings to 
date. It also gives recommendations and proposes actions. 

North Lanarkshire 

North Lanarkshire stretches from Stepps to Harthill, Kilsyth to the Clyde and includes 
the towns of Airdrie, Bellshill, Coatbridge, Cumbernauld, Kilsyth, Motherwell, Shotts 
and W ishaw. 

North Lanarkshire has a population of 321,350 and it is the fourth largest local 
authority in Scotland. North Lanarkshire is an area of contrasts having a mix of 
urban and village settlements. 

The traditional towns and villages in North Lanarkshire grew up around the now 
almost redundant coal, engineering and steel industries. In recent years there has 
been a lot of work undertaken to regenerate North Lanarkshire including the 
development of new housing and industrial estates. 

However, there is still considerable poverty in North Lanarkshire with: 

61 Yo of Council house tenants receiving Housing Benefit 
32,350 claiming Income Support 
f 4.6 million of new benefits being claimed in 2003 

To alleviate poverty and ensure financial inclusion North Lanarkshire Council is 
committed to working in partnership and to combining resources so that services and 
resources are easy to access and are designed around the needs and requirements 
of those who use them. 
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Background 

During 2003 North Lanarkshire Council’s Scrutiny Panel Strategy and Policy 
Implementation Group undertook a Review of Rent Arrears, Homelessness and 
Evictions Policies. The Review Group concluded their work in March 2004 making a 
n u m be r of recommendations. 

One of the recommendations called for: 

I ‘  The consideration in conjunction with other departments and agencies as 
appropriate, the identification of one money debt service provider to which tenants in 
rent arrears should be directed in order to provide a consistency of money /debt 
advice ” 

This led to the Review of Financial Information and Advice services being included in 
the Council’s Corporate Plan (2004-08) under the Social Inclusion theme. 

North Lanarkshire Council’s Scrutiny Panel Strategy and Policy Implementation 
Group were given responsibility to review financial Information and Advice services 
undertaken in North Lanarkshire. The review was carried out under the direction of 
the Chief Executive’s Office of the Council. 

The Review Group was set up in April 2004. The Review Group invited the voluntary 
and community sector to become involved in the process given the relationship 
between the services supplied and purchased by the Council and those of the 
voluntary and community sector. 

The review group consisted of Members and Officers of North Lanarkshire Council, 
representatives of the Citizen’s Advice Bureau and the independent voluntary and 
community sector organisations that supply financial information and advice in North 
Lanarkshire. 

The review groups held six meetings between April and December 2004. The 
minutes of the meetings are attached as Appendix one of this report. 

Review Aims and Objectives 

The Review group on Financial Information and Advice Services consisted of 
members and officers of the Council and representatives of the CAB’S and 
Independent Sector. 

The aim of the review of financial Information and Advice services was: 

0 To carryout a review of financial Information and Advice services throughout 
North Lanarkshire to ensure that best value and quality is being achieved. 

The specific objectives were to: 

0 Identify the quantity and distribution of information and advice services 
throughout North Lanarkshire from both the voluntary and statutory sectors. 

0 Assess the quality of information and advice currently given, including the quality 
of the case processes, technical competence and appropriateness of advice 
given and the outcomes achieved for customers. 
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Assess the value for money of each service provider. 

Assess the opportunities for improving equality of access to advice services 
across North Lanarkshire. 

Identify any gaps in provision (especially specialist advice). 

The members of the Review Group were: 

Councillors Hogg (Chair), Gordon and Homer 
Alastair Ashley, Mark Hamill, Department of Administration 
Brian Cook, Department of Finance 
David Roderick, Eamonn McCarron, Department of Planning and 
Environment 
George Mclnally,Gus Ferguson, Department of Social Work 
Stephen Llewellyn, Department of Housing and Property Services 
Mary Castles, Assistant Chief Executive( Regeneration) 
Audrey Cuthbertson, Eileen McKenna, Citizen’s Advice Bureaux 
Christ i ne Rodg e r, I nde pen den t Advice Agencies 
Yvonne Craig, Chief Executive’s Office 

All of the organisations involved in the review received funding from the Council. The 
Council’s contribution to the running costs of both the statutory and voluntary sectors 
in 2003104 was f 1,6025,67 of which the CAB’s and the independent sector received 
f512,657. 

In 2003/4 there were 139 paid full time staff. The CAB’s employed 26 people, 9 
people are employed by the independent sector and the Council employed 104 
Officers to deliver the service across four Council departments. 
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Section 2 

Strategic Policy Context 

UK Government 

In December 2004 HM Treasury’ issued a Promoting Financial Strategy. The 
Strategy defines financial exclusion in its broad concept as a lack of access to a 
range of financial services, or at its narrowest, reflecting particular circumstances, 
such as, exclusion on the grounds of, charges, price, geography, or through self- 
exclusion, where an individual believes that there is little point in applying for a 
financial product because they expect to be refused. 

The strategy was developed as a result of the spending review 2004, where the 
Government set out its commitment to tackling financial exclusion and undertook to 
publish specific proposals in three priority areas: 

0 Access to banking 
0 Access to affordable credit 
0 Access to free, face to face money advice 

The Strategy highlights that financial exclusion imposes significant costs on 
individuals, communities and on society as a whole. 

The report suggests that the government want to provide support and focus, so that 
momentum is maintained, available resources are used effectively and progress is 
achieved. The government recognised that there are already a range of initiatives 
underway in Scotland. 

Scottish Executive 

The Scottish Executive acknowledge the need to increase levels of financial inclusion 
which is a key part of the Scottish Executive’s “Closing the Opportunity Gap” 
approach to overcoming poverty in Scotland. Financial Inclusion is one of the six 
high-level objectives of this approach. 

The Scottish Executive in the Financial Inclusion Action Plan *defines financial 
inclusion as: 

“Access to appropriate financial products and services. This includes people having 
the skills, knowledge, and understanding to make the best use of those products and 
services ” 

The focus of Scottish Executive policy is to improve financial inclusion for vulnerable 
groups of people and communities at key transition points in people‘s life. 

The provision of quality information and advice is seen as an essential tool in 
people’s lives and there is a need to ensure that barriers are removed that prevent 
people from accessing financial information and advice. Therefore, it is important that 
information and advice is accessible, relevant and accurate. 

HM Treasury, Promoting Financial Inclusion, January 2005 
Scottish Executive, Financial Inclusion Action Plan January 2005 
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It goes on to say that without access to information and advice, people’s capacity to 
access services or to exercise their rights would be restricted. Financial information 
and advice needs to be considered as more than just presenting issues, it should 
include the identification of needs, problems, constraints and resources. As such, 
information and advice plays a key role in promoting social and financial inclusion. 

However, we know that there are people who are losing out because they are unable 
to take advantage of the many benefits or the wide range of financial products on 
offer. 

We know that 1 1 % of people in Scotland do not have a bank account with the figure 
rising to 18% for those on a low income making it more difficult for people to find their 
way out of poverty. 

Levels of debt are at a record high and are most likely to involve people who are 
employed, own their own home and have a family. Therefore, the availability of 
appropriate financial services and money advice is required to ensure that people are 
not financially excluded. 

The Scottish Executive’s approach to overcoming poverty in Scotland highlights 
efforts to: 

Prevent individuals or families from falling into poverty 
Provide routes out of poverty for individuals and families 
Sustain individuals or families in a lifestyle free from poverty 

The Executive goes on to say that the routes out of financial exclusion include: 

Protection from loan sharks 
Advice on managing debt problems 

Information about where to access expert help when in difficulty 

The Executive are clear that all actions must be “equality proofed” to make sure all 
solutions work equally well for all groups in society. 

The Executive have made a commitment to: 

Putting f 5million per annum into frontline money advice services; 
Put funding into money advice services for people with mental health or learning 
difficulties, minority ethnic communities, lone parents, young people, or those 
making the transition to employment; 
Fund Credit Unions to develop services through an allocation of f0.5 million per 
annum; 
Support Credit Union capacity, to support a target increase to 5% of the 
population by 2005; 
Run financial education projects through the CAB’S to give financial education to 
the homeless people, young people leaving care, lone parents and low income 
families; 
Develop a Debt Administration Scheme, to give people in multiple debt 
protection from court enforcement and bankruptcy; and 
Investigate new and innovative ways by which Government and financial 
institutions can contribute to and benefit from increased levels of financial 
inclusion 

6 



Section 3 

Policy Context -North Lanarkshire 

One of the crosscutting themes in North Lanarkshire’s Community Plan is Social 
Inclusion. The evidence available to the North Lanarkshire Partnership (NLP) 
indicates that North Lanarkshire falls below the rest of Scotland in a number of key 
i nd icato rs . 

Part of North Lanarkshire’s Partnerships vision for the future is the wish to see North 
Lanarkshire as a place where: 

“Everyone has reasonable opportunities in life, and this means improving positions of 
communities and individuals who are disadvantaged or excluded from these 
opportunities at present”. 

If social exclusion is to be addressed there needs to be positive measures to 
overcome disadvantage, exclusion and to respect difference. 

The North Lanarkshire Community plan 2004 -2008 states that: 

‘All people will have equal right to advice, support and services and an equal right to 
be involved in decisions affecting their lives, irrespective of their gender, ethnic origin, 
and state of health, age, sexual orientation or economic circumstance”. 

To address financial inclusion North Lanarkshire Council is using its democratic 
mandate and position as a provider and purchaser of services to people in North 
Lanarkshire as a key tool in tackling social exclusion and has produced a Social 
Inclusion Strategy. The strategy details the actions that both the Council and its 
partners are taking to address all aspects of social inclusion. 

In North Lanarkshire there is both affluence and significant levels of poverty. No 
matter how poverty is defined: economic inactivity as a result of unemployment, 
illness, disability, age or having children, can all cause financial hardship. For those 
people who are economically active, low paid employment is a significant cause of 
poverty. 

In 2003 in North Lanarkshire: 

0 

23% of households received income support 
23 % of children lived in a household that depended on income support 
32 % of people under twenty five were unemployed 
22% of pupils received free school meals, and 
28,500 people claimed incapacity benefit 

Over the last three years the Council and its Partners have taken a number of actions 
to try and reduce the impact of families living in financial poverty by: 

0 

0 

Undertaking benefits checks to maximise incomes through the services provided 
by both the statutory and voluntary sector 
Funding the Citizen’s Advice Bureaux and the independent information and 
advice services 
Providing clothing allowances and free school meals for the most vulnerable 
families 
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Continuing to support anti poverty initiatives such as Credit Unions and Food Co- 
operatives 

North Lanarkshire Council provides specific services that support financial inclusion; 
these are Welfare Rights through the Council’s Social Work department and Money 
Advice Service through the Planning and Environment Department. 

The Council also provides financial advice through the Housing and Property 
Services Department and Finance Departments and funds the five Citizen’s Advice 
Bureau and a number of independent information and advice services. 
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Policy Context - Service 

This section of the report gives details of the services available throughout North 
Lanarkshire supplied by both the statutory and voluntary and community sectors. 

North Lanarkshire Council - Welfare Rights 

The Welfare Rights Service is an integral part of Social Work Services providing 
primarily a service to social work service users and social work staff. 

The Welfare Rights section provides services such as income maximisation, 
representation at Social Security, Disability and Medical appeals and Social Security 
Commissioners, training and campaigns. 

The Service is available to all Social Work clients through Social Work Reception 
Services Teams based in Social Work departments throughout North Lanarkshire. 
The Welfare Rights section provides the reception teams with training and resources 
to allowing them to offer quality information and advice. 

The Welfare Rights service advises the Council of legislative changes that would 
impact, on departmental or the Council’s services, as well as the Social Inclusion 
agenda. 

The Welfare Rights service is also responsible for developing and implementing 
policies and procedures required by the Social Work Department and the Council to 
ensure a consistent and quality service. 

The Welfare Rights Service was reviewed in 2003, which resulted in a new 
management structure, new procedures and guidance for Welfare Rights and Social 
Work staff, appeals rota, work-plans, training programme and a commitment to 
develop a new recording information system within the current Social Work IT 
system. 

When implementing the review outcomes it was recognised that campaigning work 
was under developed. This will be address in conjunction with partners. 

The strength of the Service is that it is located in the Social Work Department and 
has continued to develop and gain experience. Staffing levels have increased and 
Welfare Rights continue to develop their experience, knowledge, and skills. 
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Trading Standards 

North Lanarkshire Council’s Trading Standards Service, is part of the services 
delivered through the Council’s Planning and Environment Department. Trading 
Standards delivers a wide range of services for the benefit of consumers, industry 
and commerce. 

The service aims to foster fair-trading and compliance with consumer protection 
legislation. A major part of the service is the delivery of a debt counselling service. 

The service is responsible for enforcing the Consumer Credit Act 1974. The 
legislation seeks to regulate most aspects of the activities of the consumer credit 
industry in the UK. 

The service also delivers a consumer advice service under the authority contained in 
The Local Government (Scotland) Act 1973, Weights and Measures legislation, and 
the 1985 Act, that provides the rationale for the delivery of the debt counselling 
service by Trading Standards. 

Debt Counsellors provide assistance and support to clients with multiple debt 
problems. They act as a barrier between debtor and creditor helping alleviate stress 
and provide information and guidance to both parties. 

The Debt Counsellors maximise client’s income and negotiate repayment schedules 
for both parties to agree to. They free up sufficient income for clients to maintain an 
acceptable lifestyle without being pursed by creditors. 

By delivering services and participating in partnerships Trading Standards are able to 
build up information on creditor activity. When instances of malpractice arise they 
can either be dealt with locally by the enforcement teams or referred to the Office of 
Fair Trading who regulates the market in the UK and licences credit providers. 

The Scottish Executive has recognised the need for enhanced and accessible 
information and advice services following the abolition of poinding and warrants 
sales. Along with other agencies it recognises that, if high quality information and 
advice is available at a local level, the need for the intervention of the Civil Courts 
wou Id be minimised. 

The service also recognises that education plays a vital role in addressing problems 
caused by over-indebtedness and work with the Education Department to deliver 
debt awareness programme to North Lanarkshire schools. 
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Housing and Property Services 

The Housing and Property Service department manages a total of 42,392 properties 
at April 2004, making it the largest local authority landlord in Scotland. 

The departments aims to ensure that: 

" People in North Lanarkshire have access to good quality housing that they can 
afford, in a safe and pleasant environment". 

The department aims to ensure that people will have access to services that will 
enable them to live independently and participate in the communities in which they 
live. 

Housing and Property Services provide housing, property and advice services to 
achieve sustainable communities, improved neighbourhoods and to secure quality of 
life for all North Lanarkshire residents. 

The department provides advice and assistance to tenants who have difficulties in 
meeting their financial commitments. This includes referral to other agencies that 
offer full debt counselling including those services offered by the voluntary and 
community sectors. 

Finance Department 

The Finance Departments, Revenue Services Section of North Lanarkshire Council 
is responsible for the billing, collection and enforcement of Council Tax. 

The primary focus within Revenue Services is the collection of the tax liability. 
Discharging this function involves the service with every household in the North 
Lanarkshire. 

In the majority of cases the liability is met and the Council have little or no need to be 
involved or aware of the payer's financial circumstances, knowledge of their income 
levels or benefit entitlement. 

However, where a payee has not met their obligation to pay Council Tax there is a 
recovery process. In these instances the service may become aware of the financial 
circumstances of the individual or family when agreeing a repayment arrangement. 

Where it is evident that further advice or information is required informal referrals are 
made to the services that would meet the customers requirements. 
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North Lanarkshire Citizens Advice Bureaux (CAB’s) 

There are 5 Citizens Advice Bureaux situated in the major towns in North 
Lanarkshire. CAB’s provide access to generalist and specialist financial Information 
and Advice services. 

The services include: 

0 Welfare rights 
0 Money advice 
0 Legal services 
0 Support at employment tribunals 
0 Home visits 

The CAB service complements the Council services by providing a wider choice of 
services to residents. 

The CAB Service is an active player in the development of the social inclusion 
agenda and brings income into the community in terms of client financial gain 
through its welfare rights service. 

The CAB’s as part of the voluntary sector in North Lanarkshire have the structural 
flexibility to respond to imminent social problems and works in partnership with the 
statutory sector to address them. 

In 2003104 North Lanarkshire CAB’s had 38,614 people using their services, 
presenting with 60,819 issues. North Lanarkshire’s CAB’s assisted clients with 
serious and complex multiple debt problems where the total value of the debt was 
€1 0,847,567. 

The CAB’s income maximisation works directly to tackle the links between poverty 
and ill health by assisting clients to complete Disability Living Allowance and 
Attendance Allowance forms and supporting people to access their entitlement to a 
wide range of welfare benefits. The known client financial gain in 2003104 for 
residents was €4,577,105. 

Volunteers primarily provide the CAB service. The involvement of local people as 
volunteer advisers and committee members supports volunteers to develop for 
example, employability skills and strengthens community activity and participation. All 
volunteer advisers are trained to high standards within a competence-based 
framework. 

Independent Sector 

There are seven independent information and advice organisations in North 
Lanarkshire that provide a comprehensive welfare rights and advice service. 

Most of the independent organisations work within specific communities of interest or 
place. For example, organisations such as the Miners Welfare Group and the 
Unemployed Workers Centre target their clients through the specific issue they were 
set up to develop. 

As such they often work with people who have little contact with public bodies. 
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In 2003/04 the independent sector organisations had approximately 13,451 people 
that used their services. 

Based on three responses, from the independent sector the known financial gain 
from benefits checks in 2002/03 was f 1,690,877. 

The independant sector providers have competency standards for staff and 
volunteers. Volunteers are encouraged to become advisers or committee members, 
and they often come from the communities the organisation is set up to serve. 

lndependant sector normally externally source training for staff and volunteers, but 
some is supplied in-house and volunteer advisers are encouraged to contribute to 
their own personal development programme. 

The service the independent sector provides is comprehensive and includes similar 
services to those of the CAB’S with all data being systematically recorded. 

North Lanarkshire Information and Advice Forum 

North Lanarkshire Information and Advice Forum (NLIAF) is an umbrella organisation 
for advice agencies in North Lanarkshire with current membership being drawn from 
local authority and voluntary sector advice agencies. 

Membership includes North Lanarkshire Councils: Trading Standards, Social Work, 
Finance and Housing and Property Services Departments the 5 CABS and 7 
independent voluntary advice agencies. 

The forum was established in early 2000 with a remit to exchange information and 
knowledge and to facilitate practitioner sub-groups in money advice, welfare rights 
and, via the consumer support network, consumer advice. 

Recommendations are made later in this report which suggest an enhanced role for 
the Forum. 
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Section 4 

Research Methodology 

Introduction 

The overall purpose of the research was to provide the Review Group with a 
comprehensive insight into the nature, incidence of type and the number of people 
accessing financial information and advice services in North Lanarkshire. 

In addition, it was expected that the research would allow comparisons to be made 
between services, identify gaps in services and the geography of the services. The 
research also aimed to assess the value for money of each provider. 

The sample used in the research were those organisations working in North 
Lanarkshire whose main business is providing Information and Advice services. 
There are 14 organisations in total. These are: 

0 North Lanarkshire Council 
6 Citizen’s Advice Bureaux 

0 7 Independent voluntary organisations 

North Lanarkshire Council provides services through 4 main departments these are: 

0 Housing and Property Services 

Social Work Department, Welfare Rights Section 
Planning and Environment, Consumer and Money Advice Section 
Finance Department, Council Tax collection section 

All organisations were invited to take part in all parts of the research. The 
organisations were kept informed on progress and the outcomes of the research 
through the Review Group and North Lanarkshire Advice Forum. 

Additional support was received from the Councils, Research and Information 
Section, Money Advice Team and the Social Work Department. The members of the 
sub group are highlighted in Appendix two, along with those who assisted from the 
departments. 

The Review was undertaken in three main stages, these being: 

Mapping Services using Questionnaires 
0 Evidence Gathering 
0 Customer Surveys 

Interviews with key stakeholders and focus groups with service providers were 
scheduled to take place as part of the research process. However, a decision was 
taken to delay these stages until this report was completed to give key stakeholders 
the opportunity to examine and develop the proposals and recommendations. 

Mapping Exercise - Questionnaire One 

The mapping exercise was undertaken in two stages using questionnaires. 
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Stage one Mapping Exercise 

The stage one questionnaire was sent to four Council Departments, six Citizen 
Advice Bureau’s (CAB’S) and seven Independent Sector organisations. These are 
listed on Appendix three. 

The individual services or organisations completed the questionnaires. Where there 
were areas of the questionnaires that were incomplete telephone interviews were 
conducted to ensure as full a picture as possible could be achieved. 

The questionnaires were sent out to organisations on the 30 June 2002. 
All of the questionnaires were returned and they provided a profile of the services 
available throughout North Lanarkshire. The questionnaire asked about the nature of 
the services, the resources available and the types of information currently recorded, 
The questionnaire used and the full results are shown in Appendix four. 

Stage One Mapping Exercise - Questionnaire Two 

A second questionnaire was developed and sent out to organisations on the 10 
August 2004 and returned on the 10 September 2004. The results from the stage one 
questionnaire were used to develop the stage two questionnaire. 

The stage two questionnaire aimed to examine the effectiveness and impact of 
information and advice provision and examine how advice services actually worked 
and were expected to support the development of an overall monitoring and 
evaluation framework. All but one of the questionnaires was returned. 

The full results and the questionnaire are shown in Appendix five. 

As part of the process of understanding the information presented in the 
questionnaires a range of visits to different types of advice services were undertaken. 

The organisations visited were: 

0 Airdrie CAB 
0 

0 

North Lanarkshire Council Consumer and Money Advice Service in Cumbernauld 
Tannonchside Information and Advice Centre 

Stage 2 Evidence Gathering 

Presentations 

Presentations were made to the Review Group so that service providers could give 
the review group specific information on the aims and impact of their services jn 
North Lanarkshire. 

Citizen’s Advice Scotland (CAS) 

Citizen’s Advice Scotland (CAS) gave a presentation explaining their service quality 
indicators and how the CAB services operating at a North Lanarkshire level are 
assessed and accredited. Attached at Appendix six, are copies of the presentation 
received by the Review Group and a copy of the CAS membership standards. 
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Money Advice Services 

The Council’s Money Advice Service gave a presentation on their services and its 
role in relation to financial inclusion. They talked about the client profile, how clients 
refer and the debt types. The presentation is available at Appendix six. 

Welfare Rights 

The review group received a presentation on the role of the Welfare Rights sections 
in relation to Social Work services. The presentation is available at Appendix six. 
The presentation explained the role of the welfare rights service in relation to 
maximising income to allow clients to access services. 

Benchmarking Group 

North Lanarkshire is benchmarked against a “family group”. The group consists of 
Local Authorities that are comparable to North Lanarkshire. 

The family group is: 

0 South Lanarkshire Council 
Glasgow City Council 

0 Fife Council 

Two members of the “family group”, Fife and Glasgow have recently undertaken 
reviews of their services. A desktop analysis of the information available looked at 
the type and level of their services, population information and the methodology used 
to undertake the reviews. 

Glasgow City Council 

In June 2001, Glasgow City Council commissioned Blake Stevenson Ltd to 
undertake a review of the money and legal information and advice provision in the 
city. 

The review aimed to: 

0 

Assess how the provision met the needs of socially excluded people 
Ensure that public resources were being used effectively and efficiently 
Ensure quality and consistency of provision throughout the city 

Glasgow City Council provides their services in a similar way to North Lanarkshire, in 
that they offer their services through the statutory, voluntary and community sectors. 
However, they alluded to the increasing role being played by the Greater Glasgow 
Health Board in relation to money and legal advice. 

Glasgow City Council invests f2.7million to support the services and have estimated 
that the investment generates f 2 2  million for individual clients. They also estimate 
that there are 239 staff employed across the city in all sectors. 

The reports highlights a number of recommendations, these are to: 

0 Fit with national developments such as the review of legal and advice service 
currently being undertaken by the Executive 
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Develop city wide links between service providers 
Develop models of provision. e.g. designate expert services, integrate expertise 
and signpost expertise 
Develop a forum or network between service providers 
Remove elected members from management committees to allow them to play a 
strategic role in the development of services 
Develop service level agreements with service providers 
Develop trust and understanding of the strengths of organisations to allow them 
to build on their strengths 
Carry out research into how links with Access Glasgow” can be further 
developed 

In general the issues identified by Glasgow City’s review are no different from those 
in North Lanarkshire. However, there is already an Advice Forum in North 
Lanarkshire where sharing of information and trust has being built up between 
services, service level agreements and links between services are in place but have 
yet to be formalised. 

The Glasgow review recommended that the role of Councillors on the Boards or 
Management Committees of the voluntary and community sector information and 
advice services be reviewed. It is suggested that Councillors have a strategic rather 
than local connection with services. 

Fife Council 

Fife Council, by engaging Paul Lowenberg Associates, undertook a review of their 
service that started in 2001. The aims of their review were to examine the advice and 
access needs of current and potential service users and the range and methods 
required to meet the needs identified. They also examined the structures, 
relationships and resources required to deliver services. 

Services are provided through both the statutory and voluntary sectors and they have 
in place Citizens’ Advice and Rights Fife, CARF, a forum bringing together all of the 
voluntary sector organisations that deliver advice services. 

The Council invests f6 million annually on both statutory and voluntary advice 
services, including f 750,000 to Citizens Advice Bureaux. 

The recommendations from the Fife report include the need to: 

0 

0 

0 

Improve partnership working 

Clarify the roles and remits of both the statutory and voluntary sector 
organisations 
Strengthen the capacity of CARF 
Address the social inclusion agenda 

The reviews initial findings were reported in November 2002 and they suggested the 
development of a strategy to ensure the availability of quality and effective advice 
services. This has led to a three year business plan (2004- 2007) being developed 
for CARF setting out the priorities that include the need to modernise the 
organisation, create a clear citizen focused culture and introduce service delivery 
arrangements that meet need. The review process led to a best value review being 
undertaken and to the reconfiguration of some services. 
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Summaries of both studies are available as Appendix seven. 

Scottish Executive National Study 

In 2000 The Scottish Executive examined and reviewed the provision of Legal 
Information and Advice in Scotland in order to examine the implications for 
developing a community legal service. In 2003 they established a partnership to 
develop the recommendations from their review. 

The aim of their review was to use two methods to assess legal need in four pilot 
areas in Scotland - Glasgow West, Fife, Edinburgh, and Argyll and Bute. It also 
aimed to evaluate which was the most appropriate and cost effective method of 
assessing legal need whilst incorporating the views of the community. The full results 
are available in Appendix eight. 

Stage 3 - Customer Surveys 

The organisations involved in the Mapping Exercise were asked to undertake a 
customer satisfaction survey during November 2004. A standard form was developed 
to ensure that comparisons could be made between services. 

The sub group developed and co-ordinated the survey. 

The survey was undertaken through the: 

0 First Stop Shops 
0 Web site 
0 Contact Centre 

Independent and Voluntary Sector 

The full results of the customer survey are available as Appendix nine. 
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Section 5 

Findings - Key Outcomes 

The aim of this section of the report is to clarify the key outcomes to enable the 
development of recommendations and actions. Not all respondents were able to 
answer all of the questions posed in the two questionnaires, or indeed were able to 
complete the customer satisfaction survey. 

Therefore the findings from the research have been informed by the information 
available. 

1 Supply and Demand 

The prevalence of people seeking information and advice services in North 
Lanarkshire is around the national average. Most people who sought information or 
advice did so in their own locale. Listed below are the other methods used to offer 
information and advice services. 

0 All organisations offered face to face interviews for their clients as well as 
telephone support 
87% offer home visiting services 

0 60% offer services by post 
0 60% of surgeries are outwith the main offices 

53% offer representation at employment tribunals and appeals 
0 53% have specialised debt counsellors 

The organisations contacted with the exception of two departments, Housing and 
Property Services and the Finance Department of North Lanarkshire Council, offer a 
range of information and advice services. The Housing and Finance departments 
offer specialist advice on Housing Benefit and Council Tax respectively. 

The information and advice services are physically distributed throughout North 
Lanarkshire and most offer access to their services through a range of methods, 
including telephone, email, home visits and the post. 

On average 45% of people using the services were personal callers. However, in real 
terms, some communities have a limited service in relation to face to face contact 
with services, with outreach services only being available in some communities for 
two hours per month. Maps showing who supplies services, where they are located 
and the frequency of services are available in Appendix ten. 

It is also unclear the type and more importantly the levels of services available to 
communities. For example all organisations offer support for people to attend 
tribunals. In reality some voluntary sector organisations are not always in the position 
to give support because of the lack of volunteers. 

Given that we know if people are supported at tribunals there is an average a 58% 
success rate, it would seem sensible to ensure that a universal service is available. 
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2 Data Collection 

An aim of the mapping exercise was to collect data that would allow comparisons to 
be made between services, identify gaps in provision and identify future service 
needs. 

It demonstrated that: 

261,430 people used the financial information and advice services 
225 people presented with multiple debts 

0 f 1 1,222 was the average debt per client 
21,206 clients were given benefits checks 

The mapping exercise should have allowed a comprehensive insight into the nature 
and incidence of the financial information and advice services, the characteristics of 
those who sought support and how support was given and the resolution. 

Following the presentation of the findings it is obvious that organisations collect 
information on their services in different ways and a number of voluntary 
organisations collect different information for different funders. 

The CAB’S and the Council’s Money Advice Service collect the same data to satisfy 
the Scottish Executive’s reporting requirements. 

One organisation was able to state clearly who and why clients used their services. 
Three respondents were to give the reason clients had multiple debts and six 
organisations were able to give information on the average debt per person. 

To gain a true picture a specific data collection system would have to be developed. 
This would require all organisations to sign up to an agreed protocol to ensure that 
every organisation collected the data in the same way. 

This would support the development of services, by helping to establish if the correct 
services where available in the correct area and that the full range of services was 
available throughout North Lanarkshire. 

The development of a data collection system would also help to inform take up 
campaigns, or indeed help to identify along with other information those that do not 
use the service. 

It appears that there are two main IT systems that some services already use. One 
collects welfare rights data and the other supports the development of the money 
advice services. Not all organisations have access to these systems or indeed the 
funding to install such an IT system. 

3 Service Provision 

The research undertaken by the Review Group aimed to assess the current 
Information and Advice Services. It was not designed to investigate future provision 
or indeed any gaps in services. 

Therefore at this stage we cannot assess the relative level of need arising from 
different communities. However we do know because of specific requests for 
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information and advice that people with cancer and mental ill health appear to have 
difficulty in accessing services. 

The Scottish Executive has recently undertaken research into the assessment of the 
need for legal advice in Scotland. One of the aims of the Executive’s research was to 
evaluate the most appropriate and cost effective method of assessing legal need. 

The researchers are of the view that their methodology would be transferable to all 
types of information and advice services. They suggest that in order to assess future 
need there is a need to use both: 

A Survey to generate key information on “help seeking behaviour” and levels of 
satisfaction among both clients and potential clients of the services. 

Proxy measures to use observed estimates of the frequency of different types of 
problems for a given population. They recommend that the proxy indicators be 
developed from the survey data. 

By using these methods it is suggested this would allow direct comparison of the 
prevalence of different “problem clusters” by area, which is key to planning and 
delivering services. 

The Scottish Executive are willing to share their research methods and information 
and would be interested to see how their methods can be adapted for North 
La narks h i re. 

4 Quality Standards 

From the information received from the mapping exercise all organisations indicated 
that they have quality standards in place. 

North Lanarkshire CAB’S for example have their services evaluated against Citizens 
Advice Scotland (CAS) standards. What is not clear is how they compare to other 
service standards. For example, how do the quality standards of the independent 
advice services compare with the Council’s Money Advice services standards. 

To allow comparisons a set of common service standards require to be developed for 
organisations whose main business is providing information and advice. 

Service standards would have to be developed incrementally so that all organisations 
could link into them, from groups that offer a service once a week in a local 
community centre to Council services. The service standards would have to include 
issues such as training, equal opportunities and customer care. 

5 Skills and Training 

It is obvious from the information gathered that there is a considerable amount of 
training being undertaken by advice giving organisations both in the voluntary and 
public sectors. In 2003/04 both the voluntary and statutory sectors undertook 3588 
hours of training. 

Volunteers received on average 55 hours training per year. Much of the training 
undertaken was on specific aspects of individual services e.g. money advice or 
welfare rights services. 
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From the information gathered there is a need for voluntary sector providers both 
staff and volunteers to understand Council policies and how they are implemented to 
enable them to give the best possible advice to their clients. 

An example would be in relation to the Council’s rent arrears policy and procedures. 
It has been suggested that this type of training could be provided to the voluntary 
sector through regular information and advice sessions by the appropriate Council 
department. 

From the information gathered through the mapping exercise the majority of 
organisations would like to see the development of a co-ordinated approach to 
training across North Lanarkshire and it is suggested that a training framework be 
developed. 

A training framework would: 

0 

0 

0 

0 Increase some accredited training 

Help to alleviate the costs of some training for some organisations 
Allow organisations to meet together and build trust 
Ensure consistency in information and advice offered 

6 Resource Allocation - Options for Strategic Change 

Information and advice services if delivered to a high standard are resource 
intensive. It is important that there are sufficient resources to undertake the work 
proficiently. Therefore, it is essential that provision of services and resources are 
based on transparent and objective assessment of needs. 

This approach would encourage a more rational distribution of resources between 
competing demands, leading to a focus on priorities such as subject matters or 
priority groups. 

Given the complex mixed model of provision in North Lanarkshire there are a number 
of decisions that have to be addressed at a strategic level. These are the 
inconsistency in service provision in relation to communities, the lack of correlation 
between service delivery and funding and the underdevelopment of the potential for 
different services and providers to complement one another. 

To address these issues there is a requirement to develop a framework for planning 
and co-ordination of services as well as the need to develop and implement a parallel 
quality system. 

7 Customer Survey 

The customer survey was issued to 3479 people with 2474 returned. The results 
highlighted that: 

0 58% of people had heard about services through “word of mouth” 
0 394 people responded to adverts 
0 276 people were referred by other services 
0 201 3 people felt that the service had more met their overall expectations 
0 1077 people felt that their expectations had been met 
0 2442 people said they were treated courteously 
0 2423 people said that the advice given was easy to understand 

22 



Overall it seems that the people who have used the services are generally satisfied 
with the service they receive, saying that they received good information and were 
treated with respect. 

8 North Lanarkshire Information and Advice Forum 

It is suggested that NLIAF be developed into an organisation that could be tasked 
with the development and implementing of processes and policies that would bring 
tangible returns in terms of quality of information and advice services for North 
Lanarkshire residents 

In order to achieve this it is recommended that: 

Membership of the Forum is expanded to become more inclusive. It is suggested 
that the forum include the voluntary and independent sectors, NLC Housing and 
Property Services Finance and Routes to Work 

The Forum members develop mechanisms to monitor the quality and 
appropriateness of information and advice services in North Lanarkshire 

The Forum develop an Information and Advice Strategy for North Lanarkshire to 
support the development of policy issues at local and national level 

A development session is held to allow all organisations to be fully involved and 
develop ownership of the Forum and its agenda 

That the current Chair of the Forum be tasked with organising an event to ensure 
that the Forum is developed and willing to meet its new role 

The Forum be invited to develop a work programme and action plan with time 
scales and targets to ensure development of the outcomes of the review which 
they can specifically address 
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Section 6 

Conclusion 

The Review of Information and Advice Services was undertaken to look at the 
development of a single money advice point for North Lanarkshire. It specifically 
aimed to ensure that the Information and Advice Services were giving quality 
services and best value. 

The research methodology used to undertake the review of Information and Advice 
Services allowed the Review Group to gain robust information on the services 
available throughout North Lanarkshire. 

It supported the view for the need to continue the mixed provision of services 
operated by both the statutory and voluntary sectors throughout North Lanarkshire. 

However, the research did not allow for comparisons to be made between service 
providers, the quality of services provided or assess future need. 

The research did however support the identification a number of issues that now 
need to be addressed in order to ensure that North Lanarkshire has a robust 
Information and Advice Service to meet need now and in the future. 
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Section 7 

Recommendations 

It is recommended that:- 

the Review Group recognise and thank the Information and Advice Services for 
contributing to the review; 

the Review Group recognise the role played and the services offered by all 
Information and Advice Services throughout North Lanarkshire; 

the Review Group recognise the role played by volunteers in support the 
Information and Advice Services in North Lanarkshire; 

all services are mapped on the GIS system to support a deeper understanding of 
which services are available where; 

a directory of services be developed, detailing comprehensive information on the 
level and types of information and advice services available in North Lanarkshire; 

a Protocol and Referral System be developed to ensure that support is available 
to people who are attending tribunals; 

protocols be developed to allow data sharing; 

opportunities to work better with other agencies, e.g. Jobcentre Plus, the Pension 
Service are explored; 

that funding be investigated for IT systems to allow data sharing and referrals 
between all Information and Advice services; 

quality standards are developed that all Information and Advice services can 
operate under; 

mechanisms to monitor the quality and appropriateness of information and advice 
services is developed; 

a training and development framework is developed that allows both the voluntary 
and statutory sectors to undertake joint training as appropriate; 

the Information and Advice Services undertake a programme of campaigning 
work in conjunction with other suppliers of information and advice services; 

North Lanarkshire Council examine their resource allocation polices in relation to 
information and advice organisations; 

further investigation is undertaken to look at how the Executive’s methodology 
can used to assess future information and advice needs in North Lanarkshire; 

the Scottish Executive is contacted to look at the possibility of working alongside 
the Council to develop a questionnaire and proxy measures to assess the unmet 
need in North Lanarkshire; 
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funding be identified to undertake research in to unmet need; and 

an action plan be developed to implement the outcomes of the review and 
monitored through the Scrutiny Panel, Strategy and Policy Implementation 
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Section 8 

Information and Advice Action Plan 2005 

(2) Service Mapping 

1 (3) Service Mapping 

(4) Referral Protocol 7 
(5) Future Need 

(6) Future Need 

(7) Future Need r--- 

Map services using 
the GIS system to 
develop a deeper 
understanding of 
where services are 
based and when they 
are available. 
Develop a directory of 
services, detailing 
corn pre hensive 
information on the 
levels and types of 
services available 
throughout North 
Lanarkshire. 
Publish the directory 
a s a  papercopy and 
online. 

Development of a 
referral protocol 
between all advice 
giving agencies. 

Lack of understanding 
of the relative level of 
need for different 
communities in 
relation to information 
and advice services. 

Undertake research to 
assess future demand 
for information and 
advice services. 

U nde rta ken research 
to assess future 
demand for 
information and 
advice services. 

Action 

Undertake the 
mapping exercise 
using the GIS 
system. 

Undertake the 
development the 
directory using 
the Cumbernauld 
template. 

Identify funding to 
publish the 
directory. 

Development of 
referral process 
that does not 
break data 
protection and all 
advice agencies 
can sign up to. 
Identify funding to 
undertake 
research. 

Working 
alongside the 
Scottish 
Executive 
undertake 
research in a 
regeneration 
a rea. 
Roll out research 
methodology to 
other areas as 
appropriate. 

Timescale 

February 2005 

April -June 
2005 

April - August 
2005 

April - August 
2005 

April - June 
2005 

April - June 
2005 

June 2005 - 
March 2006 

Co-ordinator 

Chief 
Executive’s 

Chief 
Executive’s 

Chief 
Executive’s 

NLIAF 

Chief 
Executive’s 

Chief 
Executive’s 

Chief 
Executive’s 
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Recommendation 

(8) Service Gaps 

(9) Service Gaps 

(1 0) Quality 
Standards 

(1 1) Skills and 
Training 

(12) Skills and 
Training 

[I 3) Skills and 
Training 

:I 4) Quality 
5 ta nda rds 

Issue 

Look at the 
development of gaps 
in services to meet 
the needs of specific 
service users. 

Lack of co-ordination 
between Information 
and Advice service 
and the Pension 
Service 
Ensure that a 
minimum quality 
standard exists and 
are applied by all 
advice providers. 

Co-ordinate skills and 
training activity 
throughout the 
statutory and 
voluntary sector in 
North Lanarkshire. 
Identify skills and 
training opportunities 
that can be shared 
between 
x g  an isa tions . 

Lack of a co-ordinated 
approach to bring 
dolunteers into the 
nformation and 
advice sectors. 

nvestigate the 
wocurement of IT 
systems that will allow 
:omparisons to be 
nade between 
services. 

Action 

Contact to be 
made with groups 
of organisations 
to assess their 
client’s 
information and 
advice needs. 
Develop a shared 
assessment team 
with the Pension 
Services 

Identify a 
monitoring 
framework and 
relevant quality 
indicators that 
can be measured. 
E.g. 
m inimumkore 
training 
requirements etc. 
Develop a 
directory of 
training for 
2005106. 

Development of a 
comprehensive 
Co-ordinated 
training 
program me. 

Development of a 
vo I u n t e e r 
recruitment 
programme in 
conj unction with 
North Lanarkshire 
Volunteer Centre. 
Establish 
resource 
implications and 
options for 
providing 
appropriate 
software1hardwar 
e. 

Timescale 

April -March 
2006 

March - May 
2005 

April - June 
2005 

April -June 
2005 

April -June 2005 

April 2005 - 
ongoing 

June - Sept 
2005 

Co-ordinator 

North 
La narks h i re 
Information and 
Advice Forum 

Chief 
Executive’s 

Planning and 
Environment 
Social Work 

Chief 
Executive’s 

Chief 
Executive ’ s 

NLIAF 

Planning and 
Environment 
Social Work 

28 



~~ 

Recommendation 

(1 5) Development of 
N L IAF 

(16) Development of 
NLIAF. 

(1 7) Policy 
Develop men t 

(1 8) Resource 
AI loca t ion 

Issue 

NLIAF facilitate the 
development of a 
partnership 
agreement 
management and 
ope rationa I systems 
to facilitate 
development of 
NLIAF. 
NLIAF to be asked to 
identify potential 
areas of partnership 
working that will 
increase access to 
services in North 
Lanarkshire. 

Use the information 
gained by NLIAF to 
inform Policy on 
information on advice 
service provision in 
North Lanarkshire. 
Examine the existing 
resource allocation to 
advice. 

Action 

Develop a 
partnership 
agreement and 
management 
system. 

NLIAF develop an 
action plan that 
identifies 
partnership 
activities, e.g. 
joint campaign 
activity that will 
focus on income 
maximisation and 
minimising debt. 

Undertake a 
series of 
discussions to 
support the 
development of 
policy issues. 
Develop an 
appropriate 
allocation system. 

Timescale 

April 2005-June 
2005 

April- October 
2005 

April 2005- 
ongoing 

2006 

Co-ordinator 

North 
Lanarkshire 
Information and 
Advice forum 

North 
Lanarkshire 
Information and 
Advice Forum 

North 
Lanarkshire 
Council 

Chief Executive 
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Minutes of the Review Group on Information and Advice 
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Questionnaire One - full results 
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Presentations 
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