UNDERSTANDING THE BENEFITS

OF INFORMATION AND ADVICE
Local Authorities might achieve many strategic benefits from improving their provision of Information and Advice.  These can be categorized under five headings, as below. 
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Many of these benefits could contribute to budget reductions – albeit indirectly, and perhaps over a medium to long-term time frame.  
In practice, it is difficult to isolate the impact of information and advice from other preventative interventions.  However, the development of a clearer strategic benefits framework might make it easier to communicate with stakeholders (including provider agencies) about the desired outcomes of your Information and Advice strategy. 
The list below might provide a starting point for your discussions with stakeholders.
1. CUSTOMER (INDIVIDUAL) BENEFITS

· Improving customer satisfaction 

· Making information and advice more convenient and accessible

· Improving service quality (e.g. accessibility, accuracy and usefulness of information, timely and friendly responses)

· Being more holistic (e.g. responding well to people with multiple types of query)

· Targetting situations/circumstances where most needed

· Improving individual outcomes – e.g:

· Reducing anxiety

· Enabling and empowering (e.g. helping people to navigate systems and improve their problem-solving skills).

· Maximising people’s income

· Improving individual health and well-being

· Increasing social inclusion.

2. COMMUNITY BENEFITS

· Realising people’s individual assets (e.g. helping them to make a contribution as volunteers)

· Realising family assets (e.g. strengthening family links and supporting informal carers so they are better able to cope with multiple pressures) 

· Connecting people to each other (e.g. using social media and other channels for peer support)

· Developing community assets (e.g. by building local organisational capacity, mapping and developing sources of information, advice and support in communities)
· Having a more informed and engaged population.

3. PROCESS BENEFITS

· Increasing web-based access to information, advice and support

· Supporting more people to “self-serve”
· Reducing unnecessary referrals to councils and the NHS (e.g. by making information and advice accessible through alternative channels and locations)

· Optimising collaboration between information providers (i.e. to eliminate duplication, ensure effective signposting and make better overall use of expertise)

· Developing shared databases, to eliminate duplication and reduce maintenance costs

· Resolving more queries at the first point of contact, and reducing the overall number of repeat referrals to all agencies
· Reducing hand-offs between teams and services

· Maximising the use of IT to streamline processes (e.g. through the use of shared records, improved referral systems etc)

· Reducing bureaucracy (e.g. by ensuring that assessment and support planning processes and documentation are flexible and proportionate)

· Optimising the use of capital assets (including buildings) and infrastructure

· Making best use of the skills of the workforce including volunteers (e.g. by effectively “triaging” so people are referred to the person with the right expertise to meet their needs)

· Developing new skills, including the skills of volunteers and people who are “experts by experience”.

4. STRATEGIC BENEFITS

· Reducing health inequalities; targeting people and groups who find it difficult to access and use information and advice;
· Early intervention: giving people early health promotion advice, or resolving simple issues, to ensure their problems don’t escalate;

· Promoting independence and resilience: helping people to fulfil their own potential, to manage their own health and care and to plan ahead;

· Promoting informed choice; empowering people, by letting them know about the range of local providers and what support they offer;

· Supporting people at home; helping people understand what support can be made available at home, as an alternative to residential care;
· Safeguarding: ensuring people know where and how to report concerns they may have;

· Finding better value solutions: helping people (including those receiving direct payments) to access informal sources of support, and to make optimum use of assets in communities;

· Reaching self-funders; offering advice including financial advice to help them manage the costs of their care;
5. COST BENEFITS

Many of the above benefits may also contribute to savings to the health and care system.  For example by:
· Reducing unnecessary referrals into the formal health and care system

· Reducing the number of people who need state-funded support and/or reducing the amount of state-funded support they need

· Reducing the number of self-funding people who need state support because their funds have dried up

· Reducing staffing budgets

· Achieving process efficiencies.
