An impact assessment of the poverty and income maximisation programme
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EXECUTIVE SUMMARY

Introduction

SRU set up the programme in consultation with key stakeholders and in the light of analysis/research of the issues

Summary about the programme 

Innovative

Ground breaking in this area – especially in terms of partnership work with partners from public, private and voluntary sector working (over XX partners working together)

Programme has generally exceeded targets

The benefits to individuals £XXX per annum gained

XXX people helped 

XXX organisations improved

Issues identified and key learning points that will be addressed in year 2

Conclusion 

Much positive in the programme and impact study has identified some key areas that would benefit from mainstreaming eg

INTRODUCTION

This report seeks to identify what difference the first year of the Newham Neighbourhood Renewal Fund (NRF) Poverty and Income Maximisation Programme makes – whether it is having an impact on, and making a difference to, the quality of life of people in Newham.

Newham Council’s Social Regeneration Unit’s (SRU) co-ordination of the £2.31 million programme, supported by the Neighbourhood Renewal Fund, delivers a multi-stranded programme of services aimed at enhancing the economic regeneration of the borough and assisting the social inclusion of local communities. Services include:

· Income maximisation and benefit take-up projects

· Development work aimed at improving access to information and advice on benefits and debt 

· Support services to strengthen the infrastructure of community organisations in the areas of quality assurance, ICT and fundraising. 

Descriptions of each of the strands that make up the programme are outlined at section two and the considerable progress made by the projects is outlined in section three.

The various programme strands share one overall aim – promoting social inclusion and economic regeneration. Although all projects have their own specific effects and outcomes, many individual initiatives link with and reinforce others. From the inception of the programme it was felt that activities would generate positive results that go beyond ‘direct’ measurable achievements such as increased take-up of tax credits. The programme therefore integrated impact assessment into the project structure in addition to an evaluation
, which will be carried out at the end of the programme. 

Impact assessment (IA) is a method of assessing the social, economic, environmental or other effects of particular initiatives. IA can be applied to projects, policies or practices operating in a wide range of contexts and at a number of levels of intervention.

The impact assessment identifies wider outcomes for the programme - results that are beyond targets such as income gained from benefit claims and instead focus on e.g. what the additional income or lump sum enables the individual to do such as engage in more social activities.

The impact assessment framework has been designed to examine what effects the NRF poverty and income maximisation programme is having on the people of Newham in terms of measurable and sustainable improvements to their quality of life. This is to be achieved by supporting individuals to access appropriate information/advice, increase income, manage debt, and ultimately take fuller control of their lives.

SECTION ONE - The issues the programme set out to address   

1. 1 The priority issues

The main problem that the poverty and income maximisation programme set 

out to address was low income caused by low levels of take-up of welfare 

benefits and tax credits and high levels of unmanageable personal debt, 

particularly:

· The low take-up of disability and associated benefits by disabled people and parents of disabled children in Newham

· The low take-up of Pension Credit and associated benefits

· Low take-up of associated benefits, and problems in moving from benefits to work

· Insufficient access to good quality advice and assistance with benefit and tax credit claims

· Difficulties accessing advice, information and assistance

· High levels of unmanageable debt and poor access to credit.

The problems were initially identified by the Newham Local Strategic Partnership
 in X which set out priorities. Local Area Project Boards were set up to address these priorities and the head of SRU took on a championing role for poverty and regeneration. 

Stakeholder engagement and promotion of partnership were integrated from the start with three initial consultation meetings held to establish what  problems needed addressing and to identify gaps in provision. The meetings were attended by a wide range of stakeholders including councillors, health practitioners, council departments, advice providers, community groups and Black Minority Ethic (BME) infrastructure organisations. This ensured that key stakeholders were engaged from the start of the programme.

Stratford Development Partnership identified the priorities and the stakeholder group worked out how to address these. The relevance of the priorities were confirmed with the establishment of the Community Legal Service Partnership
 whose strategic plan identified the same issues.

This section of the report identifies the baseline data in relation to each of the priorities. It includes local and national data. This section also indicates relevant national floor targets that the programme contributes to addressing. The baseline data primarily relates to the profile of local conditions at April 2004 (or closest available data), when the programme commenced. This is supplemented with monitoring and evaluation data from existing projects where they started prior to April 2004 and also identifies baseline data that needs to be collected on an ongoing basis for recently started and yet to start projects.

1.2 Baseline data

Baseline data provides information on outcomes at the start of the project against which to compare change. The baseline data for this impact assessment has been drawn from a number of sources. It draws on national and local data eg national and local data on benefit take up, rent arrears and court actions and demographic information including data from both the censure and the Newham Household panel survey
. 

Each issue is listed below with details of available baseline data and also national floor targets
 that relate to the particular issue.

Take up of disability and associated benefits

National estimates of under claiming of disability benefits:

· Disability Living Allowance and Attendance Allowance 50% underclaiming

Local data:

· Disability Living Allowance 12,000 adults (February 2004)

· 1100 children claiming DLA (February 2004)

Take up of Pension Credit and associated benefits

National estimates of underclaiming:

· Pension Credit – based on MIG take-up estimates 28% underclaiming

Local data:

· 10,340 Pension credit household claimants in Newham 

Department for Work & Pensions Floor Target

· By 2006, be paying Pension Credit to at least 3 million pensioner households.

Income support

· Income support claimants 11.5% of Newham population (2003)

· GP surgery provision 2003/04 8 surgeries and 324 clients. 159 assisted to claim £238k in additional benefits.

Tax credit claims

National estimates of underclaiming

· Estimate total of 2000 missing out in Newham based on the national underclaiming rate of one-third for Working Families’ Tax Credit

Housing benefit/Council tax

National:

· Housing benefit up to 14% underclaiming (average of £30.30 per week)

· Council Tax benefit up to 40% underclaiming

Local:

· Housing benefit claims 2003/04 38,699 (40.2% households)

· Council tax benefit claim 2003/04 32,040 (32.3% households)

Moving from benefits to work

Local:

· Job Centre completion service 1000 people supported in pilot + increase in correct forms from 60 – 90%

· 60% of volunteers moving into employment in 6 months

Department for Work & Pensions National Floor Targets

· Increase the employment rates of lone parents, ethnic minorities, people aged 50 and over, those with the lowest qualifications, and significantly reduce the between their employment rates and the overall rate.

· In the 3 years to 2006, increase the employment rate of people with disabilities, taking account of the economic cycle, and significantly reduce the difference between their employment rate and the overall rate. Work to improve the rights of disabled people and to remove barriers to their participation in society. 

· Reduce the proportion of children in households with no one in work over the 3 years from Spring 2003 to Spring 2006 by 6.5%.

Department of Trade & Industry Floor Targets

· Over the 3 years to Spring 2006 increase the employment rates of disadvantaged areas and groups, taking account of the economic cycle – lone parents, ethnic minorities, people aged 50 and over, those with the lowest qualifications, and people in the 30 local authority districts with the poorest initial labour market provision, and significantly reduce the difference between their employment rates and the overall rate.

GP advice project

Local: evaluation of GP advice project pilot August 2003

2300 clients seen

950 clients received extra benefits worth over £2 million per annum

45.4% of respondents reported they felt less anxious or worried after seeing an adviser

11% reported an improvement in their health

11% stated they were seeing their GP less often

13% reported they could now afford a better diet

135 could afford increased heating

43% stated they would have spoken to their GP had no adviser been available therefore freeing up GPs time

705 of respondents said they would speak to an adviser again rather than their GP for this kind of service

Accessing advice, information and assistance
Local:

The CLSP identified a need for people to access suitable advice through a referral system. 

There are a number of sources that have identified language as a barrier to accessing services in Newham:

· The Household Panel Survey (2002) identified that 19% of Newham residents had difficulty communicating in English.

· The Equalities Taskforce of the Newham CLSP identified a need for access to translation and interpreting for people seeking advice in the voluntary and private sector

Insufficient public information/first stop “problem spotting” to enhance awareness of entitlement.

Home Office Floor Target

· Bring about measurable improvements in race equality and community cohesion across a range of performance indicators, as part of the government’s objectives on equality and social inclusion.

Capacity building voluntary sector groups

Local:

The CLSP research on advice provision and the Legal Service Commission(LSC) analysis of need for advice both indicated several shortages of advice in Newham​ e.g. welfare benefits advice provision.

LSC, CLSP and Association of London Government research has identified needs of BME groups.

ICT support – Survey of London Borough of Newham advice organisations undertaken by London Advice Services Alliance (LASA) 2001

14 out of 38 organisations had case recording systems (36%)

6 out of 38 organisations were using specialist advice software (16%) 

26% of organisations had personal email addresses for their staff

16% of organisations used ISDN to access the net and no agencies used ADSL

18% of organisations had no access to the net

63% of organisations were not networked

95% of organisations had no formal IT strategy and 79% had no budget for IT

Funding support - RAMP initial funding profile of beneficiary agencies:

Group            Current funding

1 £107,932

2 £65,000

3 £90,000

4 £200,000

5 £26,000

6 £57,000

7 £56,000

8 £41,000

Planning and development – Advice UK assessment of groups at start of programme (see annex II)

Levels of unmanageable debt and access to credit

· Debt advice high need with unmet need in Newham CLS Strategic Plan for advice 2001/02

· London Borough of Newham actions for rent arrears – 538 court hearing and 104 evictions carried out (March 2004) 

· London Borough of Newham rent arrears statistics – average net rent arrears of £172 per tenant and net current rent debt of 33,624,938 (March 2004) 
· LSC contracts for specialist advice 

· NewCred members 721 (February 2004)

· Poor households are less likely to have taken out a loan (16% Newham compared to 25% national rate) and are more likely to experience it as a burden (Newham 55%, Great Britain 36%) Newham Household Panel Survey 2003

Department for Work & Pensions National Floor Targets

· Reduce the number of children in low-income households by at least a quarter by 2004, as a contribution towards the broader target of halving child poverty by 2010 and eradicating it by 2020.

National floor targets addressed by overall programme

Office of the Deputy Prime Minister Floor Target

· Work with the full range of Government departments and policies to raise levels of social inclusion, neighbourhood renewal and regional prosperity to promote better policy integration nationally, regionally and locally; in particular to work with departments to help them meet their PSA floor targets for neighbourhood renewal and social inclusion.

1.3 Analysis of baseline data

The base line data detailed above indicates the following priorities for the programme to address:

High levels

Baseline data indicate the need to prioritise advice in the following areas:

· Disability and associated benefits

· Pension credit and associated benefits

· Income support

· Tax credits

· Debt advice

· Access to financial inclusion measures

An additional priority is to develop the supplier base of advice providers.

Ongoing collation of baseline data

Baseline data needs to be collected for a number of projects due to the current absence of relevant or comparable data:

· One number phone service

· Talking Heads

· Job brokers

· Translation and interpretation service

Initial baseline data has recently been established for:

· Advice network fundraiser

· Planning and development support project

Gaps in baseline data 

Despite building in impact assessment from the start of the project baseline data has still proved difficult to capture and gaps exist eg (cant think of any good examples)
1.4 Impact assessment

From the start of the programme delivery partners worked together to develop an impact assessment framework to examine what effects the NRF poverty and income maximisation programme achieved for people of Newham in terms of measurable and sustainable improvements to their quality of life. 

The impact assessment framework was devised through consultation with stakeholders and consists of:

· An overall impact assessment statement (detailed below). 
· A framework based on a STEEPLE analysis drawn up by participants at an impact assessment workshop. 
	The overall impact assessment statement

“The programme will contribute to measurable and sustainable improvements to the quality of life of people in Newham.

This aim will be achieved by supporting individuals to access appropriate information/advice, increase benefit income, manage debt, and ultimately take fuller control of their lives.

The success of the programme will depend on a structure that will support effective joint working between delivery agencies and other stakeholders across the public, voluntary and private sectors.”




This statement determines the scope and brief of the impact assessment and formed the basis for surveys with a range of stakeholders. Later sections of this report detail progress against achieving a positive impact for clients (Section 3) and impact on delivery stakeholders (Section 4). 

In addition the stakeholder group identified an impact assessment framework. 

This framework provides additional impact factors for the programme using a 

STEEPLE analysis:

Social eg increased access to cultural and leisure resources or higher rates of volunteering including Health
 eg GPs resources freed to concentrate on health issues

Technical eg increased access to services via ICT for individuals

Economic eg increased local spend, strong credit union

Educational eg public agencies learning from the programme

Political eg chance to influence other funders to ensure continuation funding

Environmental eg access to advice on insulation/energy conservation grants from workers providing eg welfare benefits advice.

The impact assessment, particularly the STEEPLE analysis is a work in progress and was devised by stakeholders to identify ideal impact. Section four outlines the methodology for capturing additional measures identified using the STEEPLE, including whether or not the impact can be measured. It was agreed from the inception of the programme that social factors from the STEEPLE could be measured to identify baseline data in relation to level of engagement with social activities and state of health. The methodology to capture this baseline data is also detailed in section four and the findings are outlined in section five of this report.

1.5  Targets and baseline data for projects

Each of the projects has agreed outputs and outcomes devised by the Social Regeneration Unit that focus on addressing the baseline data issues. The annual targets are monitored on a quarterly basis via reports. Section three of this report details progress against these targets for the first year of a two year programme.

SECTION TWO  - The programme response

2.1 Overview

The programme was designed to deliver a multi-stranded package of both established and innovative projects aimed at addressing the issues identified in section one. These projects include:

· Income maximisation and benefit take-up projects

· Development work aimed at improving access to information and advice on benefits and debt 

· Support services to strengthen the infrastructure of community organisations in the areas of quality assurance, ICT and fundraising

Part 2.2 of this section outlines the approach SRU took in developing the programme response and the benefits that approach produced. Part 2.3 details the individual projects that were devised to respond to the problems identified including research that demonstrates the positive impact income maximisation, debt and infrastructure programmes can have on a wide range of issues eg health and housing. 

2.2 SRU planning and co-ordination

SRU co-ordinate the programme, building on a track record of developing income maximisation projects eg Quids for Kids
, funding and joint delivery of projects eg GP advice project. SRU were responsible for devising the projects and for pulling together and submitting the delivery plan. This plan was widely circulated and took on board comments, ensuring stakeholders were involved from the start.

In devising and selecting projects for the programme SRU strove to achieve a fair, open and transparent process. Features of this approach included:

· Further developing existing projects that had a track record of delivering services that addressed need to ensure the programme benefited from continuity 

· Introducing a commissioning process for other project work – one of the innovatory approaches in this programme 

Partnership is the dominant theme of the programme and SRU’s approach ensured this is achieved:

· The existing/commissioning mix introduced an opportunity for a number of voluntary sector providers to contribute to the project including front line services and infrastructure bodies

· Programme design includes significant delivery roles for statutory departments eg social services, education department, local service centres and consumer services working alongside voluntary sector partners

· National government initiatives such as Job Centre plus and job brokers were incorporated at a local level

· Delivery partners included health practitioners eg GP surgery project

Stakeholder consultation confirms that facilitation by SRU has been a major strength of the programme. Examples from the early stages of the project include:

· Initiating the advice partnership with Local Service Centres through the provision of training, advice and support

· Engaging local authority departments 

· Working with job brokers and GPs to enable the development of specific projects

The management approach adopted for the programme can also be seen to have limited the risk elements of a programme that is driven by the need to spend funds within a defined period in a relatively short time:

· Priorities outlined in section one of this report, shaped the delivery plan

· Quality assurance was addressed through project contracts being granted to organisations that hold the Community Legal Service Quality Mark

· Achievability was prioritised in the design and implementation of the programme 

· The Programme drew on experience of what works, e.g. the GPs surgery pilot and the exploration of innovative approaches such as the disability benefits project and Talking Heads

· The project timetable was staggered so that direct services that could benefit advice clients went first, with support services following later

· Staff adopted a flexible and fluid approach and allowed for revisions, e.g. the interpretation and translation project was identified as too large in scope and the remit was revised

· The SRU team performed a key boundary setting role in gate keeping and organising referrals, establishing overlap and promoting targeted services

· The work of the team was allocated to maximise both trouble shooting and support 

The design of the programme in achieving the range, scope and diversity of projects ensures access to a range of support is prioritised – either through front line services on benefits and debt or through strengthening the capacity of individual organisations to respond to the needs of individuals and communities in Newham. This is one of the main benefits for advice clients as a range of access routes have been achieved eg telephone, appointments, home visits, targeted take up. 

The approach to funding the programme has been both creative and diverse with a range of strategies – providing seed corn funding for some projects, financing pilots or feasibility studies for others. This approach promotes the sustainability of the programme and voluntary sector with SRU seeking to bring in additional non NRF funding sources and developing financial partnerships.

An overview of the rationale for responding to the issues through the provision of advice services follows.

2.3 Advice and income maximisation

The programme response focuses on increased access to information and advice on benefits and debt and particular focus on income maximisation.

Income maximisation works to ensure that full benefit entitlement is taken up. It is also recognised to have a wider impact on broader issues relating to the local economy, opening up employment opportunities and has the potential to reduce disadvantage eg social and economic marginalisation by addressing issues of debt and financial exclusion and community banking. The programme was devised to achieve this impact.

In building a programme around income maximisation stakeholders intend to address some of the identified barriers that exist. The following list summarises certain key obstacles to claiming benefits that apply in varying degrees to the general population: 

· Lack of awareness – both of entitlement and sources of assistance to make claims

· Perception that making a claim is not worth the effort

· Independence – a dislike of ‘handouts’ (particularly amongst older people)

· Negative prior experience – either refusal of prior claims or poor customer service

· Mistrust of government agencies and perception that standards of decision-making are not high

· Dislike of visiting “official premises” and/or being associated with other visitors to these premises

· Complexity of claiming procedures – not only the forms themselves and the evidence requirements but also frequent changes to regulations

· Lack of ‘joined-upness’ on the part of central government

The profiles of the individual projects provided in 2.5 demonstrates that these barriers are addressed by the programme through increasing awareness, holding form filling and advice sessions in accessible locations eg GPs surgeries, Job Centre plus offices, providing one to one detailed assistance through both home visits and advice sessions and working with local and national government departments to minimise administrative barriers.  

The Advice Services Alliance briefing The Impact of Advice provides brief summaries of a number of reports into the effects of advice on clients and others. 
 The report found that advice provided was “considered vital to the quality of life of clients”, and “played a central role in the social and economic empowerment of disabled people in the region”. 

A report on the impact of advice services
 cites case studies that provide practical illustrations of the effect of increased benefit income on a clients’ ability to engage in a wide range of cultural, social and recreational activities and develop social autonomy.
 Possibilities opened up included: 

· A visit to a safari park 

· A week’s caravan holiday 

· A trip abroad – the first for ten years

· More frequent visits to family and friends

· Paying a neighbour to help with shopping 

The STEEPLE analysis in this impact assessment seeks to identify baseline data in relation to cultural, social and recreational activity. This will then provide an opportunity at a later stage of the impact assessment to judge if wider social engagement outcomes have been achieved.

2.4 Overall programme response

The programme sought to address issues identified by baseline analysis and barriers to access such as those identified in the previous section by devising 14 individual project strands that can be summarise as:

· Projects to increase the take-up of disability benefits, pension credit and related benefits, including information sharing, assistance with claims, advocacy and assistance with appeals and staff training

· Increased access to income maximisation advice and assistance through assistance with form filling, information sharing, networking and referrals, advice in health settings and job brokers, improved geographical coverage of advice sessions and training
· Reducing barriers to advice by developing translating and interpreting services including signing, developing capacity of organisations to deliver increased levels of quality advice through improved management, gaining LSC Quality Mark, better resources, ICT, single point of contact and better ability to access funding streams and contracts

· Action to reduce personal debt by information dissemination, money management education, financial literacy initiatives in libraries, development of money advice services, promotion and support of NewCred Credit Union, including internet banking and policy

The SRU has devised a diverse portfolio of projects to address these issues.

The significant majority of these projects involve contracting with or otherwise making NRF funds available to voluntary sector organisations to deliver services. This approach reflects current emerging government policy, which emphasises involving the voluntary and community sector in delivery. 

2.5 Individual project strands

2.5.1 Projects to increase the take-up of disability benefits, pension credit and related benefits, including information sharing, assistance with claims, advocacy and assistance with appeals and staff training

The projects that address this objective target client groups for whom there is documented evidence of barriers in benefit take-up. Research on the take up of disability benefits includes:

· The LGA’s Good Practice Guide reported that 55% of families with a disabled child are or have been living in poverty, and there are additional costs associated with having a child, related to transport, toiletries, diet, equipment and/or adaptations. Disability benefits for children have been persistently under-claimed.  Also parents of disabled children are less likely to be working than those of non-disabled children.

· There are a number of factors that impede the ability of people with mental health problems to gain access to and reaching their full benefit entitlement. As well as issues of confusion and memory problems, periods of in-patient care can affect entitlement and complicate matters. 

Research on benefit take up by older people highlights:

· A number of factors inhibiting benefit take-up by older people, including “emotional reasons”, ie socio-cultural factors such as stigma and an internalised sense that people should “take responsibility for themselves and their families
”. 

· “The structure of the benefits system itself, the way it is administered, and pensioners’ attitudes to benefits all create barriers to take-up”.
 Obstacles include the length and complexity of claim forms and the perceived risks associated with having to send original documentation in support of claims

Face-to-face contact is regarded as essential to “overcome a reluctance to claim, assure confidentiality, fill in the forms for clients and to help them through the complex claims process”.
 In the case of older clients this may often involve either home visits or appointments held in convenient 'third party’ venues.

The benefits of targeting are endorsed by the Pensions Service, not least in terms of reducing the amount of money spent on dealing with ineligible claims.

The projects developed under this programme strand are:

	Disability Benefits Campaign
A welfare benefits income maximisation service targeted at five specified groups of disabled people and their carers, ie:

· Home care service users

· Adults with learning disabilities

· Disabled children and their families

· Mental health service users

· Other disabled adults (including service users known to Newham Social Services sensory team)

The service, led by East End CAB, intends to reduce the low take-up of disability and associated benefits, by disabled people in Newham and their carers, which is often caused by lack of knowledge about entitlements and/or difficulties in claiming due to the complexity of the claiming process, disability, literacy or language difficulties.  The overall aim is to increase the local take-up of disability benefits, pension credit, tax credits and other relevant entitlements via information sharing, assistance with claims, advocacy, assistance with appeals and staff training.




	Home visiting

This project, delivered by Age Concern Newham, is linked to the Income Maximisation Project (see below) and is designed to provide income maximisation by offering home visits for older people who would not otherwise be able to get out to advice agencies.  A particular aim is to increase the take-up of Pension Credit. Benefit checks are provided for all clients.




	Income Maximisation Project

In partnership with Newham Community Legal Service Partnership (CLSP), the programme has renewed funding to provide an income maximisation welfare benefits advice service. There are three elements to the project:

· an appointment-based benefits advice service provided by East End Citizens’ Advice Bureau at each of LB Newham’s eight Local Service Centres (LSCs), comprising three-hour advice sessions twice a week at each LSC.

· a home visiting service provided primarily to people under 60 years of age and/or their carers, who cannot get to one of the advice centres above.

· the third element comprises the Home Visiting Service (see above).




2.5.2 Increased access to income maximisation advice and assistance through assistance with form filling, information sharing, networking and referrals, advice in health settings and job brokers, improved geographical coverage of advice sessions and training

This strand of the project includes examples of innovatory approaches, partnership working and targeted services. Projects work with job brokers and are based in job centres and GPs surgeries.

Impact on use of GPs

A pilot project to deliver benefits advice in GP surgeries took place prior to April 2004 and was funded by a previous Neighbourhood Renewal stream.  The pilot included a review that identified strong evidence that providing benefits in GP surgeries makes a useful contribution to improved performance in primary care.  This included substantial resource savings in terms of diverting GP’s time potentially spent assisting with benefit issues and minimising the frequency of need for GP’s services.

Form completion

Community Links also previously involved the provision of a benefits form-filling service in Newham Jobcentres. Evaluation of this project, which latterly has been supported by the SRU via its NRF funds, identified a range of positive outcomes for clients, Jobcentre staff, benefits administrators and volunteers engaged in the project. For example, during the period April 2002 to January 2004:

· The number of forms returned due to errors dwindled to almost zero

· 1,277 hours were saved by Jobcentre staff by not having to fill out claim forms

· 35 project volunteers went on into employment – some with the Jobcentre itself

Low-paid (working) parents

Obstacles to entitlement for this group include problems in reconciling the fit between tax credits and Housing Benefit and Council Tax Benefit. Equally, ensuring continued entitlement during the transition into work can be problematic. As such the job brokers and Jobcentres form-filling projects are of particular value.

The move from unemployment into paid work creates a need for people to be provided with assistance with a number of important benefit-related issues.  Assistance with these issues will not only facilitate entry into paid work, but also support people in sustaining their employment.  By sorting out benefit and tax credit entitlements before paid work starts, debt can be avoided and in-work income maximised.

Newham SRU’s development of partnership referral and benefit take-up projects involving advice agencies, commercial job brokers and Jobcentres is evidence of the Unit’s responsiveness to local research and consultation.  Also its commitment to developing partnerships across the voluntary, statutory and private sectors in order to plan services that meet the needs of Newham residents as demonstrated by the projects below:

	Benefits Form Completion Service
This service is run by Community Links and places volunteer advisers in Jobcentre Plus offices to provide assistance in completing benefits forms. The aims of the project are to:

· Increase the percentage of correctly completed forms received by Jobcentre Plus processing teams

· Increase the number of form completion volunteers moving into employment or related training



	Income Maximisation in Job Brokers

A partnership project, between East End CAB and local job brokers to maximise the benefit and tax credit income of job seekers and new employees.  One of the aims is to reduce the proportion of children in low-income households or in households with no one in work.  




	GP Advice Project

Working in partnership with Community Links and the Newham PCT, the Social Regeneration Unit has been co-ordinating a scheme to place welfare rights advisers in GP surgeries.

The aims of the project are threefold:

· help reduce health inequalities by maximising incomes

· reduce GP waiting times, and

· increase patient satisfaction.

The service targets, among others, patients aged 60 and over via direct referrals from GPs and other primary care workers, and through letters sent by the surgery to patients explaining what help is available and how to make an appointment.  This gives primary care workers a quick and appropriate route for referring patients for support with benefit and other social welfare issues, and frees up consultation time to focus on clinical issues, as well as shortening the total consultation time.




2.5.3 Reducing barriers to advice by developing translating and 

interpreting services including signing, developing capacity of organisations to deliver increased levels of quality advice through improved management, gaining LSC Quality Mark, better resources, ICT, single point of contact and better ability to access funding streams and contracts

This strand of projects aims to ensure increased access to services and increase the sustainability of local advice organisations and. CLSP research on advice provision and the Legal Service Commission’s analysis of the need for advice, both indicated severe shortages of advice in Newham.  

Interpreting and translation

Over 110 different languages and dialects are spoken within the borough. A significant proportion of these struggle in accessing services, advice and information because they have difficulty communicating in English, have a hearing or visual impairment. Many public sector organisations within Newham have developed access to translation and interpreting services, however the voluntary sector still encounters difficulties ensuring effective communication. The principal reason for this is the associated costs and many voluntary organisations cannot afford to pay for professional interpreters, translators and signers.

In view of the number of new and diverse minority ethnic communities settling in Newham, many of whom are reliant on the provision of public services, the Council sought to develop an innovative on-line solution to the information needs of these new customers.  Many have low literacy levels in English, are speakers of other languages, users of British Sign Language, or suffer from other barriers to accessing services/information, such as discrimination, disability, gender etc.  Many have limited exposure to, or fear of, ICT.

Evaluation of the virtual service center identified a positive reaction

to ICT as a communications medium including using ICT as a service delivery

tool.

	Translation & interpreting

The overall aim of the project is to enable and facilitate increased access to translation and interpreting services that meet the needs of Newham residents. This project will aim to provide the following range of services:

· Face to face interpreting service including British Sign Language

· Telephone interpreting service

· Translation service

The target users of these services will include members of the Community Legal Service Partnership such as community groups, BME organisations, advice centres, private practice solicitors, the local authority and other public sector organisations. 




	Talking Heads

The project seeks to develop an innovative on-line solution to the information needs of customers:

· with low literacy levels in English

· who are speakers of languages other than English

· who are British Sign Language users

The service will develop a ‘talking head’ for each identified issue.  These will be short web-cast videos in community languages and British Sign Language to guide Newham residents through the advice and information portal of Services Online on the Newham Council website.




Developing the capacity of organisations

Many smaller advice organisations have and are continuing to benefit from renewed NRF funding via Newham CLSP’s Business Planning and Development Building Project, which helps them improve and develop their services.  By developing the structural strength of small organisations, they should be empowered to communicate with each other, the advice network, funders and policy makers, thereby creating a sound basis for the long-term sustainability of the organisations.

The scope and range of these projects mirror the findings of the consultation on voluntary and community sector infrastructure needs that informed the development of ChangeUp
:

· Recognition that ICT is a weakness of many voluntary organisations

· General in-principle support for collaboration between statutory and voluntary organisations particularly in relation to funding

· Need for mainstream providers to collaborate with BME organisations

	Advice Network Fundraiser

The main role of this project is to enable and facilitate the development of the capacity of voluntary and community groups in Newham, in order to increase their income for core and project costs for information and advice services.

This project will provide increased income for running and projects costs for voluntary sector advice providers that will enable them to increase their advice provision for Newham residents.

It is envisaged that two groups of eight organisations will be selected and supported, resulting in funding applications.  This will include liaising with translation and interpreting services to ensure the widest possible dissemination of information materials in relevant community languages.

The Renewal Refugee and Migrant Project (RAMP) will work in partnership with Advice UK (see below) to deliver this project.




	Planning and Development Building Project
Advice UK provides the support and organisations are given a ‘health check’, the results of which were used to plan one-to-one development support.  To maintain support, Newham Advice Forum has been established to enable representatives from large and small organisations to network and share experiences.




	Circuit Rider and Where IT’s @

This initiative was launched to enable advice agencies to take advantage of legal advice software, which is held on a central server, and get a high-speed connection to the Internet to take advantage of its resources and e-mail.  The project also provides training in accessing the Internet and use of the advice software.

Its principal aim is to provide access to four legal advice software applications of use to all participating agencies:

· AIMS case recording software from London Advice Services Alliance

· The Child Poverty Action Group Welfare Benefits CD-ROM

· The Citizens’ Advice Electronic Information System

· Lisson Grove benefit calculation software.




Single point of contact

The CLSP identified a need for people to access suitable advice through a referral system. Eg the development of a one-stop telephone advice referral service to direct LB Newham residents to appropriate voluntary sector agencies, private practice solicitor firms and public sector services for advice on all aspects of social welfare law, including debt, housing, welfare benefits, immigration etc.

	One number

The overall aim of the service is to enable and facilitate the development of a one-stop telephone advice referral service to direct LBN residents to appropriate voluntary sector agencies, private practice solicitor firms and public sector services for advice on all aspects of social welfare law, including debt, housing, welfare benefits, immigration etc.

The service, to be run by East End CAB, intends to increase access to these services and ensure that residents receive appropriate information, advice and assistance as soon as possible to resolve social welfare issues.




2.5.3 Action to reduce personal debt by information dissemination, 

money management education, financial literacy initiatives in libraries, development of money advice services, promotion and support of NewCred Credit Union, including internet banking and policy

Debt advice

Debt advice was identified as a high area of unmet need in the Newham Strategic Plan for Advice 2001/02 following needs assessment activities conducted by the CLSP/LSC.  Since March 2002 a range of organisations including the Legal Services Commission, the London Boroughs of Newham, Tower Hamlets and Waltham Forest, and advice providers from those boroughs, have been working in partnership to develop a long-term strategy to address indebtedness across East London.

	Debt Advice and Financial Literacy

East London Debt and Financial Inclusion Unit (ELFI) was set up to deliver the strategy.  

The NRF project funds a Good Practice Worker and Public Information Worker who will be instrumental in (respectively):

· encouraging good practice in areas of policy and practice that impact on financial inclusion, and developing a good practice model to be promoted to other statutory bodies; 

· assisting with the establishment, development and promotion of public information resources to promote financial inclusion in Newham.




Credit unions

The value of credit unions in relation to social exclusion is well documented
 and recognise the role of credit unions in providing financial resources for people excluded from mainstream financial services, and document the power of credit unions to renew a sense of pride and identity to communities. Often the design of bank accounts does not suit people with little money. Identity requirements and credit scoring can restrict access to banks. People’s financial situation often means they can only afford to save very small amounts and Banks and Building Societies are not interested in such small sums. In addition those experiencing financial exclusion have access to a very limited range of credit and at an extortionate rate. 

One of the advantages of credit unions over other community finance initiatives is their emphasis on the building of personal wealth through savings. It is this, and not solely the availability of affordable credit, which contributes to the alleviation of poverty. Encouraging the building of personal wealth through savings and the availability of low cost loans provides the only opportunity for many people to break free from a cycle of debt and to regain control of their finances.

	Community Credit Union

NewCred is a financial co-operative that provides its members with flexible savings and low cost loans.  It was registered with the FSA in April 2003 and opened for business in June 2003 for anyone who lives or works in Newham. 

A counter service is provided 6 days a week, including Saturday morning.  It aims to promote sound money management and offers a variety of services to members.  Plans are in hand to market and develop internet banking services within the coming year.




SECTION THREE - The progress

3.1 Summary of overall year one progress

This section highlights the considerable progress against key programme targets made, for the first year of the programme, by individual projects through to April 2005 for the four main strands of the programme outlined in Section two.

	· £9,065,203 projected income increase across key agencies dealing with benefits, tax credits, pension credit and associated benefits and credits.
· All services carrying out user feedback have received extremely high satisfaction ratings from service users

· Disability Benefits Campaign

· 733 home visits provided by the Age Concern Home Visiting Project 
· 6829 clients assisted as part of the income maximisation project.
· 11 volunteers moving into employment or training and 63 volunteers recruited and trained as part of the Benefits Form Completion Service
· Job Brokers
· Advice services provided in 17 GPs’ surgeries and Primary Care Trust premises

· Talking Heads service has designed a phase 1 pilot and commissioned two Talking Heads in British Sign Language and Hindi
· RAMP and Advice UK are working in partnership to facilitate the development of the capacity of 8 voluntary and community groups in order to increase their income for core and project costs for information and advice services. 

· Advice UK are working with 5 marginalised communities to work with to develop their capacity by strengthening their infrastructure

· Circuit Riders and Where IT’s@ service provided support and assistance to 19 member agencies including health checks, access to network and information to support advice services

· The Financial Literacy & Debt project has started work to develop a good practice model and to provide public information resources to promote financial inclusion in Newham.

· NewCred Credit Union has recruited nearly 1000 new members. There has been an increased share balance of almost £500,000 and loans of just over £400,000 have been granted.


3.2 Factors influencing progress

There are a number of practical issues that impact on the progress achieved by the project in 2004 – 2005:

Start dates – as previously stated a number of projects are continuation projects, client delivery projects commenced earlier than infrastructure support projects and a minority of projects have been subject to revision. These factors combine to bring about varying start dates for projects. Hence a number of projects have not been operational for the full 12 months, and others are not due to start service delivery until year two of the programme. The chart below at 3.3 provides details of the start dates.

Length of the programme – this is a two year programme and this impact assessment report focuses on the first year. Progress against targets is exceptional but includes a number of targets that have not yet been met. Projects will have a further year to ensure these targets are met and some projects have experienced inevitable start up delays or slower initial periods that can be remedied in year two

Organisational development stage – the delivery agencies range in stage of development eg time established, level of resources and this can affect the level of impact services can have and delivery of targets.

3.3 Start date

	Start date
	Project

	Pre-April 2004
	Community Links GPs surgeries advice service 

Age Concern Home Visiting Project 

Where Its@



	April 2004
	East End CAB income maximisation project in Local Service Centres 

Community Links Job Centre form filling project 

Advice UK BME Support Project

NewCred Credit Union



	May 2004
	ELFI Debt Advice & Financial Literacy Project



	July 2004
	East End CAB Job Brokers Project



	August 2004
	East End CAB Disability Benefits Campaign 



	October 2004
	RAMP Fundraiser Project



	Due to start
	East End CAB one stop telephone service 

Interpreting & translation service 

Talking Heads




3.4 Individual project progress

3.41 Disability Benefits Campaign

A welfare benefits income maximisation service targeted at five specified groups of disabled people and their carers, ie:

Home care service users

Adults with learning disabilities

Disabled children and their families

Mental health service users

Other disabled adults (including service users known to Newham Social Services sensory team)

The first year of the project has focused on X & Y

One of the significant features and impacts of this project is the partnership aspect of

The service, run by East End CAB, intends to reduce the low take-up of disability and associated benefits, by disabled people in Newham and their carers, which is often caused by lack of knowledge about entitlements and/or difficulties in claiming due to the complexity of the claiming process, disability, literacy or language difficulties.  The overall aim is to increase the local take-up of disability benefits, pension credit, tax credits and other relevant entitlements via information sharing, assistance with claims, advocacy, assistance with appeals and staff training.

Targets 2004-5

· 790 clients assisted to make claims or resolve problems associated with benefits/tax credits

· 2263 appointments booked including home visits

· 50 telephone calls per week to handle enquiries and make appointments

· Tax credit and benefit checks for all clients

· £650,000 projected income increase

· 4x briefing sessions on referral good practice provided to stakeholder/partner agencies

· Regular referrals made by partner agency staff to CAB workers based on good practice training

· Regular referrals made by CAB staff to own core services or elsewhere to deal with non-project issues

· 1x user feedback survey to gauge client satisfaction
Progress against targets 2004-5

· 1,054 clients assisted

· 1,738 appointments booked

· £1,356,242 projected income increase

· Quarterly customer satisfaction surveys indicate high levels of client satisfaction and the majority of users saying they would recommend the service to someone they knew.

3.4.2 Age Concern Home Visiting

This project, run by Age Concern Newham is designed to provide income maximisation by offering home visits for older people who would not otherwise be able to get out to advice agencies. A particular aim is to increase the take-up of Pension Credit. Benefit checks are provided for all clients.

This service has X 

Targets 2004-2005

	· 900 home visits provided

· 360 clients assisted

· Benefit checks provided for all clients

· £1,139,800 projected income increase

· 2x referral logging exercise: 1 month snapshot recording all incoming referrals to assess strength of links with local agencies

· Regular referrals made to the service by CAB and others, eg GPs surgery advice and primary care staff

· Regular referrals made by Age Concern Newham staff to own core services or elsewhere to deal wit non-project issues

· 2x implementation of user feedback survey to gauge client satisfaction

	


Progress against targets 2004-5

· 733 home visits provided

· 431 clients assisted

· Benefit checks have been provided for all clients

· £1,483,243 projected income increase

· The project receives regular referrals from a wide range of agencies including Social Services, Newham PCT, Social Regeneration Unit and the Probation Service

· The project makes referrals to appropriate services including Age Concerns Age Well service, the Primary Care Trust and Trading Standards

· The project has carried out user feedback during the year. Responses received described the services provided as fabulous to pretty good.

3.4.3 Income maximisation project

There are three elements to the project:

· an appointment-based benefits advice service provided by East End Citizens’ Advice Bureau at each of LB Newham’s eight Local Service Centres (LSCs), comprising three-hour advice sessions twice a week at each LSC.

· a home visiting service provided primarily to people under 60 years of age and/or their carers, who cannot get to one of the advice centres above.

· the third element comprises the Home Visiting Service run by Age Concern (see above).

Targets 2004-2005

· 3x2 hour sessions per week across 8 Local Service Centres (LSC)

· 8 x home visits per week

· 12312 appointments booked

· 20 telephone calls per week to handle enquiries and make appointments

· Benefit checks provided for all clients

· £1,400,000 projected income increase

· 8 x training sessions provided to LSC frontline staff on good practice and referral

· Regular referrals made by LSC staff to CAB workers based on good practice training

· Regular referrals made by CAB staff to own core services or elsewhere to deal with non-project issues

· 2x implementation of user feedback survey to gauge client satisfaction

Progress against targets 2004-5

· 2935 appointments booked

· 2,394 clients assisted/actual appointments

· Benefit checks carried out for all clients

· £3,414,393 projected income increase

· User feedback surveys have been carried out on a quarterly basis and show high levels of client satisfaction.

3.4.4 Benefits Form Completion Service

This service is run by Community Links and places volunteers in Jobcentre Plus offices to provide assistance in completing benefits and tax credit forms. The aims of the project are to:

· increase the percentage of correctly completed forms received by Jobcentre Plus processing teams

· increase the number of form completion volunteers moving into employment or related training

Targets 2004-2005

· 470 claimants supported to complete benefit claim forms in Plaistow & 

· Stratford Job Centres

· 190 claimants supported to complete benefit claim forms in East Ham   

· Job Centres

· 90% of forms received by processing team completed correctly

· 11 form completion volunteers moving into employment

· 40 new volunteers recruited and trained

· Quarterly feedback from customer evaluation sheets

Progress against targets

· Total of 615 claimants assisted across all job centres.

· 90% target for correctly completed forms met

· 11 volunteers moving into employment or training

· 63 volunteers recruited and trained

3.4.5 Income maximisation in Job Brokers 
A partnership project, between LB Newham’s Social Regeneration Unit, East End CAB and local job brokers to maximise the benefit and tax credit income of job seekers and new employees.  One of the aims is to reduce the proportion of children in low-income households or in households with no one in work.  

Targets 2004-2005

· 8x2 hour advice sessions per worker per week held in job brokers and CAB premises

· 1365 appointments booked

· 30 telephone calls per week to handle enquiries and make appointments

· Tax credit and benefit checks for all clients

· £525,000 projected income increase

· 5 x briefing sessions on referral good practice to job broker staff

· Regular referrals from job broker staff to CAB workers based on good practice training

· 1x user feedback survey to gauge client satisfaction

Progress against targets 2004-5

· 1255 appointments booked

· 844 clients assisted

· £1,014,810 projected income increase

· Advice sessions held in job brokers

· User feedback surveys have been carried out quarterly and show high levels of client satisfaction with the project.

· Job broker staff have received briefing sessions on referral good practice.

3.4.6 GPs surgery advice service

Working in partnership with Community Links and the Newham PCT, the Social Regeneration Unit has been co-ordinating a scheme to place welfare rights advisers in GP surgeries.

The aims of the project are threefold:

· help reduce health inequalities by maximising incomes

· reduce GP waiting times, and

· increase patient satisfaction.

Targets 2004-2005

· 457 advice sessions

· 1340 appointments offered

· 1497 patients assisted at surgeries

· Income maximisation checks for all clients

· £676,300 projected income increase via surgery advice

· £10,000 projected income increase via freephone telephone advice

· Increase number of GP and PCT premises from 8 to 17

· 276 patients receiving help with filling in benefit application forms

· Regular signposting to service by health care staff

· Regular referrals made by project to own core services or elsewhere to deal with non-project issues

· 3 x patient questionnaire to gauge client satisfaction

Progress against targets 2004-5

· 424 advice sessions provided

· 1,367 appointments booked

· 1,491 patients assisted

· £1,796,515 projected income increase

· Feasibility on telephone service resulted in the decision not to proceed with this service

· Service is provided across 17 GP and PCT premises

3.4.7 Interpreting & translation

The overall aim of the interpreting and translating project is to enable and facilitate increased access to interpreting and translation services that meet the needs of Newham residents. This project will aim to provide the following range of services:

· Face to face interpreting service including British Sign Language

· Telephone interpreting service

· Translation service

A feasibility study is being carried out to determine the scope and range of the project.

Targets 2004-2005

· Draft business plan to be produced

· Feasibility study to be commissioned to establish model and targets

Progress against targets 2004-2005

· Draft business plan produced

· Feasibility study being carried out

3.4.8 Talking Heads

The service will develop a ‘talking head’ for identified issues.  These will be short web-cast videos in community languages and British Sign Language to guide Newham residents through the advice and information portal of Services Online on the Newham Council website.

The Talking Heads project started in January 2005 when film production and web hosting companies were commissioned. 
The project has established targets to be completed, these are:

· 15 content items of approximately 2-minute length in 12 languages to ensure customers have enough information to then access services or information appropriately.

· Ensure that the customer understands the services provided by Newham Council and the different ways that they can be accessed.

· Ensure that the customer can access information and advice on a range of 14 issues including debt, immigration, benefits, and housing.

· Produce the scripts for the Talking Heads.

· Production and development of the Talking Heads including usability testing. 

· Host and support the talking heads and ensure accessibility across PC, Kiosk and Digital TV.

· Provide usage statistics and reports
By the end of March 2005 the project had designed a phase 1 pilot and commissioned two Talking Heads in British Sign Language and Hindi.

3.4.9 Advice Network Fundraiser

It is envisaged that two groups of eight organisations will be selected and supported, resulting in funding applications.  This will include liaising with translation and interpreting services to ensure the widest possible dissemination of information materials in relevant community languages.

The Renewal Refugee and Migrant Project (RAMP) will work in partnership with Advice UK (see below) to deliver this project.
Targets 2004-2005

· Recruit 8 groups

· Deliver 4 training events focusing on planning and funding advice provision

· Identification of policy threats and opportunities

· Organise, administer and provide a series of one-to-one individual sessions for groups resulting in funding applications

· 3 funding applications submitted per group

· 2 support materials per year

· Production of newsletter

Progress against targets 2004 - 2005

· 8 groups identified and developed

· Training events planned and due to take place in May 2005 

· Funding opportunities have been identified and applications submitted with some success

· Support needs assessment tool developed to be utilised during training events

3.4.10 BME Business Planning and Development Building Project

Advice UK provides the support and organisations are given a ‘health check’, the results of which were used to plan one-to-one development support.  To maintain support, Newham Advice Forum has been established to enable representatives from large and small organisations to network and share experiences.

Targets 2004-2005

· Identify 5 groups serving marginalised communities to work with to develop their capacity by strengthening their infrastructure.
· Groups become more stable and sustainable as a result of developing an understanding of planning the activities and future development of their organisation.
· Groups are better able to access funds as a result of development work.

· Groups improve the quality of their advice service as a result of developing an understanding of the resources, systems and procedures required to support advice provision.

Progress against targets 2004-5

· 5 groups have been identified and health checks have been carried out.

· Work is being carried out on tailoring support to the needs of individual projects

· Progress has been made against all other targets but work is currently ongoing and a definitive response on progress will only be available by the end of the project.

3.4.11 Circuit Rider and WhereITs@

Its principal aim is to provide access to four legal advice software applications of use to all participating agencies:

· AIMS case recording software from London Advice Services Alliance

· The Child Poverty Action Group Welfare Benefits CD-ROM

· The Citizens’ Advice Electronic Information System

· Lisson Grove benefit calculation software.

Targets 2004 - 2005

· 22 beneficiary organisations

· Access to broadband connections

· Access to 4 legal advice software applications

Progress against targets 2004 -2005

· There are currently 19 agencies that are members of the project. 

· There are a wide range of agencies involved in the project from large generalist agencies such as Newham Citizens Advice Bureau to specialist agencies such as Age Concern and Renewal Refugee and Migrant Project. 

· The project has attracted 8 new member agencies.

· 2 member agencies have dropped out of the project following closure of their advice services.

· Circuit Rider ICT consultant was appointed during 2004-5.

· Health checks carried out for new member agencies that required one and for one established agency that had not benefited from a health check earlier in the project.

3.4.12 Telephone advice referral service

The service, to be run by East End CAB, intends to increase access to these services and ensure that residents receive appropriate information, advice and assistance as soon as possible to resolve social welfare issues.

The project started in April 2005 and aims to provide 6,000 signposting calls and 4,000 diagnostic and referral calls throughout the year. 

3.4.13 Debt advice and financial literacy

A Good Practice Worker and Public Information Worker have been recruited, and will be instrumental in:

· encouraging good practice in areas of policy and practice that impact on financial inclusion, and developing a good practice model to be promoted to other statutory bodies; 

· assisting with the establishment, development and promotion of public information resources to promote financial inclusion in Newham.

Targets 2004-2005

· Good practice worker

· Identify partner departments to work with on pilot initiatives

· Map existing providers of public information

· Co-ordinate and develop good practice by producing relevant materials

· Workplan to develop and promote good practice

· Identify need for support materials that address local issues

· Monitor and promote take-up of good practice

· Public information worker

· Conduct public information campaign

· Work with other organisations and support them in delivering public information

· Develop support materials for dissemination

· Develop new support materials that address identified local issues

· Carry out monitoring work to promote good practice

· Promote use of materials
Progress against targets 2004-5

· Good practice worker
· Work with Extended Schools Programme on early identification of debt problems

· Production of Consumer Support Network booklet

· Development of Consumer Credit and Debt Intervention packs

· Initial contact with key stakeholders, including Family Services Unit, Extended Schools Programme, Housing Benefit, Council Tax and Consumer Support Network

Public Information Worker

· Information on Fuel Grants disseminated

· Support provided to a number of organisations, including Carpenters Road TMO, Newham Asian Women’s Project, Sure Start and Canning Town NDC

· Materials for work with ICT users in libraries

· Consumer Debt pack to be developed

· Financial literacy training to be offered to Credit Union members

3.4.14  NewCred Credit Union

A counter service is provided 6 days a week, including Saturday morning.  It aims to promote sound money management and offers a variety of services to members.  Plans are in hand to market and develop internet banking services within the coming year.

Targets 2004-2005

· Provide a counter service 6 days per week including Saturday morning from July 2004.

· Complete transfer of Forest Gate Credit Union.

· Explore the interest of Harp Credit Union members joining NewCred.

· Increase share balances by £450,000

· Increase loan take-up by £330,000

· Recruit 1000 new members

· Launch website and introduce internet banking services

· 2x implementation of user feedback survey to gauge client satisfaction

Progress against targets 2004-5

· Share balances increased by £499,301

· Loan take-up increased by £400,657

· 940 new members recruited

· Forest Gate Credit Union transfer completed

The website was launched and work is continuing on the development of online banking services.

�  Whilst an independent evaluation will be undertaken at the end of the programme, the impact assessment takes place, on an ongoing basis, while services are being delivered.


� LSP footnote


� CLSP footnote


� Newham Household panel survey footnote


� Floor targets are government Neighbourhood Renewal targets egg to narrow the gap between Newham and the rest of the country in terms of educational attainment, health, employment, poor housing and physical environment.





� A specific subset of social added to the STEEPLE analysis by workshop participants.


� 


� See Pensions Service (2002), Introduction and Local Government Association (2003), p. 20.


� Griffith, A. (2003). 


� Brighton and Hove Citizens Advice Bureau (CAB)


� Ambrose, P. & Stone, J. (2003) [i].


� Citizens Advice report, Serious Benefits


� National Audit Office (2002) [ii], p. 2. 


� Kemp, op. cit., p. 5.


� Survey cited but not referenced in Pensions Service, op. cit.


� See Smerdon, M. & Robinson, D. (2004) for further information.


� ChangeUp is a joint Government and voluntary sector initiative to develop capacity building support and infrastructure for the voluntary and community sector.


� For example, The Department of the Environment (1995), Selby P (1997), Conety, P. & Mayo. E. (1997), Illsley, B. & Jackson, T. (1997) and Herbert, A. (1996)


� Disability Benefits Campaign project started in August 2004. 


� Job Brokers project started in July 2004. 
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