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Executive summary:

Introduction

1.1. From December 2004 to February 2005, Advice Services Alliance (ASA) ran a partnership project - a proof of concept development of a suite of internet-based transactional applications, designed to support a self-help approach to the resolution of legal problems. The project was funded by the Invest to Save Budget.
1.2. The project was developed and managed by ASA’s Advicenow project in partnership with: AdviceUK; Blackfriars Advice Centre; Disability Information and Advice Lines UK (DIAL UK); National Debtline; Norwich Citizens Advice Bureau; Resource Information Service; Shelter; theOTHERmedia; and Walthamstow Citizens Advice Bureau
1.3. The key objective of the project was to demonstrate the feasibility of providing interactive case management and supporting services via the internet.

Achievements
1.4. We produced and published a range of self help material and specified, developed and tested a web based interactive case recording tool – the Tracker Tool - which were then evaluated. The project produced all its stated deliverables (see Project outcomes section for more details) within budget.

1.5. The information and interactive tool were well received by the public and were endorsed by independent evaluation.  People liked the materials, found them simple and clear, were interested in using them, and indeed wanted more materials on topics which were not part of the original project.

1.6. There were delays to the project due to partnership difficulties and technical revisions. Risk assessment at the start of the project identified these as potential areas of delay, and we managed the changes - identifying new partners quickly, and working with our existing technical developers to minimise the impact on the project’s success. To allow time for a full, independent project evaluation the project timetable was extended. 

1.7. The self help pages were launched on 9th July 2004. We received feedback from site users and partners. The site was also independently evaluated. External evaluation was undertaken with five focus groups with Pakistani, British Indian and British Muslim and white British respondents, as well as a community centre with Filipino domestic workers and their advice worker. A full copy of the evaluation report is attached.
1.8. The Tracker Tool will take its place as a key component of the resources Advicenow.org.uk provides to the public. 

Lessons Learned

1.9. The project highlighted the existence of a knowledge and skills gap - many people don't have the knowledge of how to go about dealing with a legal problem, and lack the basic skills needed to do so. They don't know where to find information on rights, what organisation they need to deal with and where to find further help. Self help materials must address the skills needed to deal with problems. Skills such as working out what your problem is, what result you want, how to find help, simple case recording skills, managing correspondence, confidence and assertiveness, and negotiating skills.

1.10. Evaluation of the Tracker Tool and supporting materials shows that interactive materials and tools are an effective way of learning skills that promote the ability to self manage. 

1.11. From feedback and evaluation we learned that people are looking for these key elements in a self help package:

1. Information – Basic guides to the law

2. How to material – guiding people through a process, step by step guides (e.g. to a tribunal, or small claims action); when and where to find help; sample letters, forms and contracts, interactive tools and calculators

3. Skills material – supporting skills needed for managing your problem, e.g. making a call to your landlord; negotiating with your employer; diagnosing your problem and working out what you can achieve; keeping records; making the most of your adviser. This material works best using case studies as examples, interactive learning materials, and simple guides.

1.12. Evaluation shows that people are interested in the idea of self help and willing to try it, but there is a fear of being ‘left alone’. There is a tendency to think of self help as something separate from advice services with users left to go-it-alone.  We want to challenge this assumption and see support for self help as part of the work of advice services.  A small input of support by phone or email when self helpers get stuck can make the difference between their success and failure.  This is a cost effective approach and deserves further development.

1.13. Marginalised groups need to be addressed more directly. Self help approaches should identify ‘clusters’ of problems and provide self help services targeted at specific client groups. 

1.14. Intermediaries (community groups, youth workers, and others working with socially excluded groups and/or individuals) and advisers have a powerful role to play by incorporating problem solving skills training into general advice or client contact work. Although the legal problem faced by a community or client group may vary, there is a common problem solving process that can be applied each time. Intermediaries are in a strong position to pass on these skills to their clients and/or group when working together through a particular problem. Such skills would enable the client to manage problems more effectively, preventing problems clustering and/or spiralling.

1.15. Intermediaries need appropriate training to support self help material. The evaluation shows that the internet is potentially a good delivery platform for supporting intermediaries.

1.16. Many agencies, especially local agencies and community groups do not have the skills or resources to develop self help packages. The evaluation shows that Advicenow has good technical and production skills and worked well in partnership to develop self help materials and tools.

Conclusions
1.17. The project has proved that there are benefits of a self help approach to resolving legal problems, and showed the effectiveness of delivering self help materials and tools via the internet. It has also highlighted the need for problem solving skills for the general public, and the role of intermediaries and advisers in passing on these skills to their clients and supporting clients in assisted self help.

1.18. We will continue to provide the Tracker Tool and support materials on the Advicenow website as an integral part of our service. A further revised and simplified version of the Tracker Tool will shortly be made available taking into account the findings of the evaluation exercise.  We will further revise the supporting material to incorporate the lessons of the evaluation. 

1.19. We will take these ideas forward by developing projects working with specific client groups and the intermediaries working with them - community groups, advisers, youth workers etc

1.20. We will work with partners to focus on socially excluded groups and produce a range of material including:
· material on the law and rights;

· practical materials on how to go about dealing with a problem; 
· where to get help;

· skills based materials on working out what your problem is, and how to manage your case including use of the Tracker Tool;
· training and support materials for intermediaries.

1.21. We are particularly keen to develop and evaluate an assisted self help or supported DIY project as an element of these projects.  We envisage this as an internet based service where information will be supplemented by email advice with mentoring and peer support provided via a discussion forum. The project would be independently evaluated with partners using their client groups.

1.22. Our thanks to the Invest to Save Budget for funding, and to the Department of Constitutional Affairs for supporting and mentoring the project. 
1.23. We would also like to thank our partners. During the course of the project, advicenow.org.uk won the Plain English Website Award for 2004, we are grateful for all our partners’ support and contributions to the site.
2. General comments

Background to the project and our application to ISB

2.1. The initiative for the self help project was a bid to Round 5 of ISB in the summer of 2002 for funding for a "proof of concept development of a suite of internet-based transactional applications, designed to support a self-help approach to the resolution of legal problems".

2.2. A study by the Legal Services Research Centre into the way the law and justice is accessed reported that 35% of the population attempt to resolve their 'justiciable' problems themselves.  This is especially the case in areas like consumer problems or problems with landlords and debt.  However, the study shows that only 14% of people are able to deal with their problems themselves successfully.  16% abandoned the matter; the majority go on to seek further help from legal and advice services.

2.3. A lack of knowledge of the law and its processes has been identified as a root cause of the failure of individual citizens to deal with their legal problems themselves. The essence of the project was to investigate how electronic delivery can be used in this context. 

2.4. The project was developed in partnership as a “proof of concept” to develop and evaluate interactive case management and supporting services designed to support a self-help approach to the resolution of legal problems - delivered via the internet.

2.5. The key objective of the project was to demonstrate the feasibility of providing interactive case management and supporting services via the internet. The aim was to provide case management tools that were tightly integrated with existing services and sources of information. We intended that lessons learned from the project would be shared by our partners, and disseminated to all interested parties at a conference in the final quarter of the one-year project.

2.6. Partners on the project:

1. AdviceUK

2. Blackfriars Advice Centre

3. Disability Information and Advice Lines UK (DIAL UK) 

4. National Debtline

5. Norwich Citizens Advice Bureau

6. Resource Information Service

7. Shelter

8. theOTHERmedia
9. Waltham Forest Citizens Advice Bureau

2.7. Our approach was to develop ‘exemplar’ self help material with our partners, based on partners’ experience of their most common advice enquiries, 

· availability of up to date reference material from which to develop self help materials

· whether the issue was suitable for a self help approach to problem solving, 

· available skills and time within the agency to contribute material and development support.

Our partners work extensively with socially excluded groups and the selection of topics for the self-help project aimed to reflect advice services’ work. 

2.8. These ‘exemplar’ materials were to be augmented by cross-links to existing online material from different providers, including transactional services from government departments.

2.9. The topic based self help exemplars were to be supported by skills based interactive case management materials. We also intended to produce a model for an online case recording tool both to teach recording skills, and provide a client based personal record system.

3. Monitoring and Evaluation

Monitoring

3.1. The project was monitored through a process of project management and reporting including

· Reporting to 6 weekly project board

· Regular contact with partners via meetings and discussions

· Open communication with sponsor

3.2. The project was managed along PRINCE 2 standards with progress continuously monitored against a project schedule. The project manager reported to the project board, which met every 6 weeks. Project board members included partners in the project, the Legal Services Commission, and our sponsors - the Department of Constitutional Affairs.
3.3. As well as regular project board meetings, the project reported twice during the year to ISB and DCA with a 6 month progress report, and an interim report produced 3 months after the self help section of the site went live.

3.4. We maintained contact with our partners through regular meetings, and discussions, to:

· Agree on deliverables and schedule

· Discuss milestones and agree variations to the schedule

· Update partners on progress and feedback any lessons learnt as the project went on

3.5. We also kept in regular contact with Anne Johnston at the Department of Constitutional Affairs, who was extremely helpful in keeping the project focussed, and discussing risks and adjustments throughout the project. 

Evaluation

Evaluation objectives

3.6. This project intended to look at the effectiveness of internet-based material and tools as a way of helping to resolve personal legal problems. Evaluation was a key part of the project from its inception, and needed to address the key objective of the project - to demonstrate the feasibility of providing interactive case recording and supporting services via the internet.

3.7. We worked with an experienced evaluator to get an independent assessment of evaluation requirements of the project.

3.8. Data for evaluation was gathered from the following sources:
· Site statistics

· Feedback from the site

· Feedback from partners

· Focus groups -  external independent evaluation

3.9. Real time evaluation of the materials and the Tracker Tool have not been possible as the project timescale would not allow us to follow even the most straightforward legal problem from beginning to end.  Further evaluation of this type is planned for later projects.

3.10. This evaluation was commissioned as an external evaluation, carried out by an independent evaluator, Daniel Taghioff from Sustainable Learning, with the support of the evaluation project team, as follows: Alison Charlton, (Project Manager); Jackie May (Editorial Advice); Donal Savage (Information Systems Consultant). The evaluation was overseen by John Seargeant, Senior Evaluator.

3.11. A full report from the group evaluation is attached.

3.12. We report further on the findings of the report, and data from other sources in the Benefits section of this report.
4. Objectives of project

Overview
4.1. The overall objective was to demonstrate the feasibility of providing interactive case management and supporting services via the internet to offer members of the public a self-help approach to legal problems increasing access to the law and justice.

Specific

4.2. The detailed objectives were:

· To provide a case management service to prove the concept of supporting self-help via the internet by producing exemplar systems and evaluating their use;

· To provide tools that will enable citizens to manage legal problems more effectively;

· To ensure that these services are tightly integrated with existing traditional and face-to-face services;

· To share the lessons of the project as widely as possible to stimulate the production of effective internet services by the advice and legal sector; 

· To promote a co-ordinated and collaborative to the production of self help services by the advice and legal sector and with government.

Deliverables

4.3. The deliverables were
· An interactive case management tool and templates to record actions and manage documents; 

· Diagnostic tools to identify where self-help is appropriate and provide a route-map for problem solving;

· Templates to provide tailored standard letters and reminders on limitation dates and reminders of when to take action;

· On-line tutorials on how to approach the process of dealing with legal problems;

· Exemplar systems in 3-5 areas of law;

· A mid project review – leading to revisions and extensions as necessary;

· Evaluation exercise involving end-users;

· An evaluation report and conference to disseminate the lessons of the project to all interested parties.

4.4. These deliverables were all achieved during the course of the project. For more details, please see Project Outcomes below.

5. Partnerships

5.1. After discussions with a number of potential partner agencies, we agreed to work with Shelter, National Debtline, Blackfriars Advice Centre, Norwich Citizens Advice Bureau and DIAL UK. We agreed on 5 exemplar self help ‘packages’, based on our partners’ experience of their most common advice enquiries, the availability of up to date reference material from which to develop self help materials, whether the issue was suitable for a self help approach to problem solving, and available skills and time within the agency to contribute material and development support.

5.2. Initial partnerships

Self help exemplar material

· Shelter – Getting a deposit back 

· National Debtline – Dealing with debt

· Blackfriars Advice Centre – Sorting out your tax credits

· DIAL UK – Access to goods and services

· Norwich CAB – How to solve your own problem

Case management system

· Resource Information Service – case recording system

· theOTHERmedia – case recording system

Partnership working

Exemplar materials

5.3. After initial agreement with our partners on the specification and timetable for self help material, some of our partners unexpectedly ran into problems due to issues within their organisations. Shelter, Blackfriars Advice Centre and DIAL UK all had to withdraw mid-project.

5.4. We had anticipated that one of the main risks for this project would be partnership delays. Therefore, in our initial discussions we identified a number of potential partners who may be able to cover some or all of the required material, if our original partnership ran into difficulties. Walthamstow Citizens Advice Bureau and AdviceUK agreed to be partners in May 2004.

5.5. The original objective was to produce 3-5 exemplars. As development of the online case management system progressed, it became clear that we needed to produce skills based ‘exemplar’ material on case recording. We agreed with an existing partner, AdviceUK, that we would develop another exemplar package on case recording to accompany the ‘Tracker Tool’.

Case management system development

5.6. The Tracker Tool was envisaged as a simple, secure, online case management system that would encourage people to record who, what, when - who you spoke or wrote to, when you spoke to them, and what was agreed.

5.7. We were careful to allocate sufficient research time to allow for review and assessment of several case management models and software – including off the shelf, customisable, and bespoke systems.

5.8. Development costs of the tool had to be kept low, so we were keen to find an existing system that could be adapted, rather than developing a system from scratch.

5.9. We originally worked in partnership with Resource Information Service, who were planning to revise their system for housing support workers – LINK. During the course of the partnership it became clear that their system would not be appropriate as the basis for development of a system for our project; however we were able to share ideas and collaborate on identifying mutual requirements, which later formed the basis of our technical specification.
5.10. Discussions with our existing web developers, theOTHERmedia, revealed that our online case Tracker Tool had similar design concepts to an online issue tracking tool that they were designing to deal with customer technical support issues.

5.11. We decided to develop the Tracker Tool with theOTHERmedia, relying on their proven track record of producing quality products within agreed timescales. They had already proved that they could integrate any system within a secure environment. And they produced a development estimate within our budget.

5.12. Market investigation identified that SMS (mobile phone text) messaging was probably the most effective means of reminding people, but that email reminders were the more cost effective alternative, and also that all Tracker Tool users would have access to either an email or webmail account. 

5.13. The Tracker Tool was launched as part of the Self Help section of the Advicenow site and included in our focus group evaluation program. 

5.14. The Tracker Tool development schedule allowed us the opportunity to develop Version 1.1 with a simplified user interface. Version 1.2 with email reminders, and revisions to make it simpler to use, is planned for April 2005.

Partnership working - lessons learnt

5.15. We have experienced some difficulty in sustaining partnerships over the life of the project. Funding difficulties for DIAL UK, an internal review at Shelter, and new work at Blackfriars Advice Centre meant that we had to find new partners at very short notice.

5.16. Finding the right mix of skills and commitment from one partnership has been a challenge. Advicenow had to assume more of the editorial and writing responsibilities than originally envisaged.

5.17. The commissioning process involved working with an agency to produce material specified in a product description drawn up on the basis of discussions with a number of partner agencies. This has depended on one partner agency having the following requirements:

1) Specialist knowledge

2) Casework experience

3) Capable writers

4) Time commitment

5) Time availability (to meet the content production deadlines)

5.18. It has been almost impossible to find all these requirements within one partnership, particularly when working with a local agency.

5.19. Many advice agencies do not have the skills or resources to develop self help packages. This is especially true of local agencies and community groups that may benefit most from self help packages. Most would require external help in designing and producing self help packages. The evaluation shows that Advicenow is well placed to provide the technical and production skills needed to work in partnership to develop self help materials and tools.

5.20. During the course of the project we identified writers who were either:

· Working in the same area of law, in another agency, but wishing to be partners

· Working in another agency, and willing to write the package on a freelance basis

· Freelance writers

5.21. We have drawn up a model for partnership content production that uses the skills and specialist knowledge of a partner, provides access to the appropriate client group for user testing, distribution and evaluation, but uses experienced writers to produce the pack. We hope this will be helpful to other projects (see Appendix 1). We have also drawn up a guide on producing self help materials for agencies to use (see Appendix 2).
5.22. This method of information production requires more partner co-ordination, project management, and staff resources from Advicenow, but makes best use of partnership skills, and more importantly is more likely to produce appropriate and user based information.

Tracker Tools and materials – lessons learned

5.23. Real time evaluation of the materials and the Tracker Tool have not been possible as the project timescale would not allow us to follow even the most straightforward legal problem from beginning to end.  Further evaluation is planned for later projects.

5.24. Feedback and group evaluation of the Tracker Tool showed that:

· People were interested in using the tool and felt that it would help them organise themselves, that it provided a useful format for keeping records and that they may be more likely to do so. They felt that this would be of benefit if they needed to take further action 

· A secure online system was especially useful for vulnerable groups with no private space. It provides a place for people to keep notes, password protected, and not accessible by anyone who might otherwise have access to their room – i.e. employers, landlords, or other residents. It would also be useful for people without secure accommodation – e.g. young homeless people.

5.25. The Tracker Tool has the potential to be used as a text service, something that would appeal particularly to young people and their advisers. For example, a young person, working with an adviser, can make a record of their action plan. They can set up a date to meet again. The Tracker Tool can then automatically remind the client of the time and place of appointment, by sending a text to their phone before the meeting. We are keen to evaluate this in a future project.

5.26. The Tracker Tool was initially proposed as a test program with a limited life span. However, it has turned out to be a robust and secure product, and we have decided to maintain the Tracker Tool after the close of the project, as a key component of the resources Advicenow.org.uk provides to the public.
6. Project outcomes

6.1. The project produced all its stated deliverables within budget.

6.2. We successfully achieved our objective of working in partnership to develop and deliver self help materials and interactive case management tools via the internet. The self help pages were launched on June 9th 2004.

6.3. We produced a 6 month progress report and an interim project report 3 months after site launch.

6.4. Evaluation was completed successfully, and has produced some interesting results which we feel could have a wider impact.

6.5. We held a conference on 22nd November 2004 to disseminate the lessons of the project, and publicly launch the first public release version of the Tracker Tool. 

6.6. The first version of the Tracker Tool was produced on schedule and launched on 09/07 as planned. After user testing, and feedback, there were a number of technical issues that needed resolving. We had to schedule this new work in with our partners at theOTHERmedia, and a final release version was launched at our conference on 22nd November 2004. 

6.7. During the course of the project we were notified that the site had won the Plain English Website Award for 2004. The award was for the Advicenow site as a whole, we would like to thank our partners who provided much of the material.

	Outcomes
	Date 
	Partner(s)
	Comments

	Site development and launch
	09/07/04
	theOTHERmedia
	

	Exemplar packages

	1. Getting Your Deposit Back
	09/07/04
	AdviceUK
	

	2. Dealing with Debt
	09/07/04
	National Debtline
	Support package linked to National Debtline’s existing self help pack.

	3. Sorting Out your Tax Credits
	09/07/04
	Walthamstow CAB
	

	4. How to Solve Your Own Problem
	09/07/04
	Norwich CAB
	

	5. Case recording skills to accompany the Tracker Tool interactive case management tool
	09/07/04
	AdviceUK
	Developed as a result of project feedback

	Case recording system - Tracker Tool
	Test release 09/07
	The Other Media; Resource Information Service
	Final public version released on 22/11

	Interim project report
	26/10/04
	
	Reporting back on site launch and feedback. 

	Process guide for partnership based information content development and production
	05/12/04
	Developed by Advicenow
	

	Conference
	22/11/04
	
	

	Independent evaluation completed
	28/02/05
	
	

	Report back to partners and ISB.
	17/03/05
	
	


7. Project risk factors 

7.1. The main risks identified at the beginning of the project were:

	Inability to complete project in short timescale
	We have managed to adapt schedules to cope with risks such as partnership failure and technical development overrun. In the end, the project ran for 14 months, instead of the original 12 months.

	Inappropriate or poor quality materials used for exemplar topics
	We worked closely with partners on material development, using their experience to determine materials required for each exemplar topics. Skill issues with some partners meant that Advicenow’s had to put in more staff time than originally expected to support partners. This has been a useful learning process, from which we have developed a model for future partnership working.

	Insufficient partnership commitment


	Commitment levels have been good, but long term project commitment is difficult in a sector where agencies are small and funding precarious. This was anticipated and we were able to work up new partnerships in a short timescale.

	Breakdown of partnership
	Three of our partners had to withdraw from the project. As described above, contingency plans were in place to set up new partnerships during the life of the project.

	Time and cost overrun on pilot developments, both technical and exemplar materials
	There were no cost overruns. Technical specifications were well researched before development. Partners had a high level of commitment to the development of materials.

	Ineffective evaluation
	Independent evaluation by external evaluator, reviewed by an experienced evaluator. Site promoted via partners and ASA national networks to increase numbers of visitors to the site.

	The lessons learned will not be fully disseminated


	Conference held on 22/11/04. Advertised via ASA network and in partner mailings. Report findings to be published and circulated to sector.


7.2. Because many of the risks were identified at the outset of the project, we have been relatively successful in dealing with unpredictable events like partnership failure and technical problems, keeping to schedule, and preparing for evaluation. 

8. Project timescales

8.1. Originally the project was due to start and run for 12 months. There was a delayed start due to staffing issues; delayed funding (first payment not received until 13/01/04; technical delays; and partnership difficulties.

8.2. Partnership and technical delays meant that we were not able to start promoting the site until September. The evaluation period and process also had to be rescheduled. 

8.3. The completion of the exemplar material, and the development of a full working version of the Tracker Tool, also meant that we had more material for evaluation than originally anticipated at this stage in the project.

8.4. To achieve significant data, we needed to run the evaluation for a period of at least 3 months from October to mid-January, with a final report in February 2005. This new schedule included time for promoting the site and increasing traffic, and setting up and assessing group data. We discussed this with our sponsors at the dca, and notified ISB that we would be extending the project until February 2005.

	Milestones
	date

	Project start date – inaugural meeting of project board
	12/12/04

	Site launch – 4 exemplar  materials and test version of ‘Tracker Tool’
	09/07/04

	Case management tool - first version released
	09/07/04

	Conference
	22/11/04

	Case management tool - Public version launched
	22/11/04

	Exemplar material on case recording published
	22/11/04

	Group evaluations completed
	1/11 - 16/12/04

	Evaluation period ends
	12/01/05

	Evaluation report completed
	28/02/05

	Report back to partners and ISB
	17/03/05

	Revisions to Tracker Tool and exemplar materials as a result of evaluation
	Work plan agreed 28/02/05. Work scheduled for April 2005.


9. Publicity

Publicity with partners
9.1. We actively promoted the self help pages with our partners to increase traffic to the site. Partners were updated regularly by email bulletin, and were encouraged to promote the pages through their membership networks.

9.2. Number of hits on the site increased from an average of around 40,000 per month to an average of 100,000 per month during the course of the project. This increase was largely as a result of our press strategy for the Living Together Campaign, a dca funded partnership campaign. It also increased the visibility of the self help pages.

Conference

9.3. Supporting a self help approach to legal problems was a key theme of the ASA Advicenow conference on 22nd November. The conference was an opportunity to disseminate information about the self help project, and publicly launch the first release version of the Tracker Tool. 

9.4. Attendees were from senior management / policymakers of national advice service organisations, regional and local advice service front line staff and managers, national government civil service, regional government civil service, and other policy makers.

9.5. Attendees responded that self help was an important tool in citizenship empowerment. It was seen as currently successfully applied in only a few focused subject areas e.g. debt. 

9.6. Assisted self help was seen as a significant factor for successful resolution - professional knowledge and expertise combined with personal responsibility and empowerment.

9.7. David Lammy MP launched the Tracker Tool, and noted the importance of passing on skills to enable people to tackle problems effectively. 

9.8. Amazon PR worked with us to promote the conference to the general, voluntary sector, and professional press. We issued a press release, which was picked up by professional press (Solicitor’s journal, Law Society Gazette etc.) and had some general press interest.

Tracker Tool as a promotional tool
9.9. The Tracker Tool worked as a good ‘feature’ for promotion purposes, both for the general press and with those in the advice sector. It was a useful way of explaining the concept of using interactive materials to learn skills such as case recording, and worked well as an example of the supported self help approach that the project was developing.

10. Benefits
10.1. The project has proved that there are benefits of a self help approach to resolving legal problems, and showed the effectiveness of delivering self help materials and tools via the internet. It has also highlighted the need for problem solving skills for the general public, and the role of intermediaries and advisers in passing on these skills to their clients and supporting clients in assisted self help.– i.e. helping clients to do it for themselves.

10.2. Evaluation shows that people are willing and interested in the idea of self help, but there is a fear of being ‘left alone’. To be successful, a self help strategy should encourage people to feel that, with the right support, they can manage their problem successfully. A major finding of the project has been to show that self help packages should not be seen as stand alone solutions, they should be integrated into existing advice agencies - part of a package of support or an ‘assisted’ self help service.

10.3. A full evaluation report is attached

Benefits for users

10.4. The benefits and potential savings for the users are hard to quantify but there is a large potential audience for such a service.  Hazel Genn's estimates that 40% of the population have a 'justiciable' problem in any five year period and that 30% of this group will attempt to deal with the problem themselves – equating to at least 1.26 million people a year (and this figure excludes those who go on to seek further advice). 

10.5. The potential savings for these individuals are difficult to estimate, but the savings in time and anxiety for users who are able to resolve their problems more effectively should not be discounted.  The satisfaction, reduction in stress and increase in well being associated with achieving a satisfactory outcome will be significant for the people involved.  

10.6. Material and tools that give people problem solving and case management skills could improve their chances of a successful outcome not just for their presenting problem, but enable them to tackle other problems more successfully. Changing a client’s approach to managing problems would reduce the likelihood of the same problem recurring.

10.7. Project evaluation has shown how important skills such as case recording are, and demonstrated the need for simple guides that give people these skills.

10.8. It has also shown that interactive materials, that teach skills while working through a problem, are more likely to engage and sustain interest. There is a need to develop more interactive skills based material, linked to selected legal themes or topics. There is also a need to develop materials that can be adapted and packaged to suit particular client groups.

10.9. Within the limits of the project, we were able to develop exemplar interactive materials and tools, such as the Tracker Tool, but evaluation shows that to have wider impact this online material should ideally be used within the advice process.- i.e. integrated into advice services. There is a need for further work here working with frontline agencies and/or community groups to develop skills based interactive material on topics relevant to them.

Role of intermediaries

10.10. The traditional model of advice (often expressed by advisers themselves) is to solve the presenting problem. This deals with the client’s urgent needs, but leaves the client unable to prevent same happening again, or learning from the experience to tackle new problems.

10.11. There is a need to support intermediaries, including advisers, to teach problem solving and basic case management skills to clients. 

10.12. As a result of this project we have identified a need for online support and training for advisers, and would recommend that in developing self help material attention is paid to producing supporting material for intermediaries.

10.13. There is also scope for online material that advisers and clients can use together, or refer to individually when working together on a problem. 

10.14. For example, the Tracker Tool could be a part of the adviser/client relationship, a way of learning case recording skills by interacting/engaging. The adviser could work with the client to show how to keep records of letters, how to note them on the system, they could put in reminders together. This would be a way of passing on useful skills to the client,. Skills that are reinforced by performing the task, rather than being told how to do it, are more likely to stick.

Potential savings in public expenditure

10.15. Evaluation of the project shows that people are willing to take a self help approach, provided they are given the skills and given support.  This would be likely to lead to problems being solved sooner, more quickly, and reduce recourse to the CLS budget.  

10.16. Savings to public services will accrue through reduced recourse, or more effective use of help and advice services.  The annual cost of  the Community Legal Service is £897.9 million to provide just under a million acts of assistance
. If only a small proportion of people are able to resolve their problems satisfactorily themselves then the savings will be significant
. 

10.17. Further savings to public funds will accrue if problems present earlier i.e. before they become more serious, and the time taken to take on a case will be reduced if adequate records have been kept, reducing the overhead for the advisor in assessing and taking up the case.

Conclusions

· There are benefits in self help material for users – learning skills, managing problems, preventing problems clustering and/or spiralling.

· Self help materials should provide information on the law and rights; support people through the process with ‘how to’ practical steps material; and, importantly, contain skills based learning materials on how to manage a problem, communication and recording skills and getting help that can have a wider application.
· To be effective self help must be integrated into existing advice services.
· Marginalised groups need to be addressed more directly. Self help approaches should identify ‘clusters’ of problems and provide self help services targeted at specific client groups.
· Intermediaries have an important role to in passing on skills to clients to support a self help approach to resolving legal problems – helping clients to do it for themselves

· Intermediaries need support and training to support self help material

Appendix 1
Model for partnership information production 
Roles and Responsibilities

· Advicenow – project management, partnership, joint working arrangements, production and schedule management, editing and peer reviewing arrangements, technical developments, evaluation arrangements.

· Partner agency – research, working with writer, agreeing brief, user testing and evaluation with client group, distribution.
· Writer/partner2 – working with partner 1, researching and preparing brief, writing pack.

Production process

· Discussion with interested partners on topic area. - All

· Identify areas best suited to self help approach - All

· Identify appropriate writer and check availability - Advicenow

· Arrange meeting of partners and writer to discuss required material - Advicenow

· Brief prepared, detailing issues to be covered and specific self help materials, i.e. Sample letters, draft contract etc. (see attached example) – partner2/writer

· Brief agreed by all partners - All

· Writer works with agency and clients to research and write self help pack - partner2/writer

· Editing (internal or external) - managed by Advicenow

· Self help pack user tested with client group – Advicenow and partner 1

· Peer reviewed - managed by Advicenow

· Designed and published - managed by Advicenow

· Independently evaluated - managed by Advicenow

This method of information production requires more partner co-ordination, project management, and staff resources from Advicenow, but makes best use of partnership skills, and more importantly is more likely to produce appropriate and user based information.

Appendix 2
Self Help packages – a guide

Introduction
Advice Services Alliance have produced this guide as a result of a one year partnership project, funded by the Invest to Save Budget, developing and evaluating interactive case management and supporting services via the internet, as part of a self help approach to resolving legal problems.

Evaluation of the project shows that interactive materials and tools are an effective way of learning skills that promote the ability to self manage. But self help packs are not a ‘stand alone’ solution, they need to be part of an advice service, with continuing support and contact for clients.

Key points for agencies considering developing self help packs

· Consider how you will support people using the pack. How does the pack fit in with your existing advice service?

· People need information on how to tackle the problem, as well as information about their rights.

· Identify points where people are likely to need further help, and refer people to the right place.

· Make sure your advisers, or others using the pack understand how the self help pack works, and how to support users in using it.

· Advisers should also be aware of the points at which people are likely to need further help and provide support.

· Training should be provided for intermediaries and/or advisers in supporting clients in a self approach. Helping advisers to pass on vital skills such as simple recording and case management techniques, as well as confidence and motivation building.

Evaluation of the materials demonstrated the importance of producing materials that reflect what users and intermediaries actually do: PDF documents for printing, usable legal documents, training materials, discussion sheets, checklists etc. Self help material is most effective when developed with the involvement of users, those in contact with them (intermediaries), advisers, and caseworkers.
Self help materials

From feedback and evaluation of our project we learned that people are looking for these key elements in a self help package:

1. Information – basic guides to the law

2. How to material – guiding people through a process, step by step guides (e.g. to a tribunal, or small claims action); when and where to find help; sample letters, forms and contracts, interactive tools and calculators

3. Skills material – supporting skills needed for managing your problem, e.g. making a call to your landlord; negotiating with your employer; diagnosing your problem and working out what you can achieve; keeping records; making the most of your adviser. This material works best using case studies as examples, interactive learning materials, and simple guides.
We have found that an informal style, with a variety of information formats works well – (see our bailiffs leaflet at  http://www.advicenow.org.uk/fileLibrary/pdf/debt_collection_-_18.2.05001.pdf .)

Writing tips

· Use clear and simple language

· Use clear, plain english

· Keep sentences short 

· Use active verbs

· Use 'you' and 'we', not ‘people’ or ‘they’
· Use ‘can’t’ not ‘can not’, ‘don’t’ not ‘do not’
· Choose words appropriate for the reader

· Short sentences with full stops between each

· Verbs to be in the same tense throughout

· Use positive language

· Imagine you are reading the information you have written for the first time, with no knowledge of the subject
· Avoid using legal jargon, try to use everday alternatives. Where it is important for the reader to know a legal term, explain the term where it first appears. For more information see “The A to Z guide to legal phrases” from the Plain English Campaign http://www.plainenglish.co.uk/legalaz.html
Advicenow package format

The package usually begins with a case study and continues with a mix of material including further case studies, Other material could include Q&As, jargon busters, step by step guides, top ten tips, myths and misconceptions – as appropriate. The idea is to illustrate the issue by examples, and guide people through the process of resolving their problem.
Sample package material
1. Case studies (250 words) – real/anonymised, or made up but based on real examples. 

Case studies are an excellent way of illustrating what the problem is, and help the general reader to get a quick grasp of the issues. We use two case studies in a package. They could illustrate how things go wrong, or what someone has done to put things right. They don’t have to have a happy ending! Someone talking about how they ended up in the wrong place is an effective way of helping people to understand how to avoid a similar situation.

Case studies should be written in the first person, ‘I’. Where you are not able to use a real example, write the case study as if a real person is being interviewed:

Example:
How two bits of paper tore my family apart
When they wrote their wills as a young couple Karen and Roy thought they’d have plenty of time to change them if they had kids, but tragically they didn’t. When they were killed, the fight over their 3 year old son James tore a family apart.

“Karen, my sister, and her long-term boyfriend Roy got married during the summer of their graduation five years ago. It was a brilliant day and we skipped no blushing details in the wedding speeches…….”

Etc,etc.


2. Step by step guides (350 words)

Usually describe a process so people can see what they need to do next. 

Example:

Getting your deposit back

Your ten-point plan to get out of a mess with your deposit.

 Before you move in:

1. Is your landlord reputable?

Find out if your landlord is registered with etc.
2. What does your tenancy agreement say about deposits?

Check you tenancy agreement before you move in, etc.

3. Brief overview (350 – 700 words depending on issue)
Brief information on the issue, just covering what someone needs to know to deal with the problem. Try to avoid legal jargon (unless necessary), explain unfamiliar terms, use plain english.

4. Q&A. (500 words)

Covering about 5 questions that relate to the issue. Use questions that you feel best reflect people’s concerns or experiences, or the most common scenarios.

Example:
Q. What can I do when my children are sick? I have 2 children and am working part time. Of course, when either of them are sick I have to take the day off work. I'm worried that my boss is getting annoyed about it.

Answer

Etc.


5. Top ten tips (250 words)
Short bullet points on the main things you need to know about a problem, or things you need to do.

Example:
Solving problems – top tips

Each problem may be different, but the way to solve it is often the same. Here are our handy hints for solving all those difficult problems.

· Never just hope a problem will go away. It won’t, and any delay may make things harder and more stressful for you in the long run. Take action!

· Let everyone involved know that there is a problem straight away. 

· Don’t lose your temper. 

· Always ask who the best person to talk to about the problem is and try to talk or write directly to them each time, recording what was said. 

· Find out exactly what your rights are. You can get advice from an advice centre or find information at www.advicenow.org.uk.


6. Jargon Buster (300 words)
Glossary type article explaining some difficult or unusual terms in a sentence or short paragraph. 


7. Quiz (350 words)
Usually around 8-10 questions on the issue (with a short answer) Should be an awareness raiser, and fun! So no need to cover the whole subject:

Example:
10 multi choice questions covering the top things you need to know about debt collection.

The bailiff sticks his foot in the door, so you

a) Let him in

b) Stamp on it very hard

c) Tell him you don’t have to let him in

d) Hand the money through the door

Answer:

c) A bailiff cannot use force to enter your home. In fact he has no right at all to enter etc., etc.


8. Myths and Misconceptions (each one should be about 100 words)
3-8 myths and misconceptions. Useful place to get over information that doesn’t really fit anywhere else, or is worth stressing again and again. Can also be used in a quote box within a piece.

Example:

What the shopkeeper tells you:

“It was fine when I sold it to you. You must have broken it.”
If an item breaks or a fault appears and you inform the trader within six months of purchase it is the trader’s duty to prove that the item had no fault at the time it was sold to you. If you have had the item for over 6 months it is your duty to prove the fault was present at the time of purchase.


9. Other material

You might also want to consider; sample letters or forms, budget planners, or other material that would help guide people through a particular process.
� Causes of Action: civil law and social justice - Pleasence et al, The Stationery Office, 2004 (the final report of the first Legal Services Research Centre survey of justiciable problems)


� Causes of Action: civil law and social justice - Pleasence et al, The Stationery Office, 2004 (the final report of the first Legal Services Research Centre survey of justiciable problems)





� LSC annual report 2003-04


� The average cost of each act of assistance by the LSC is of the order of £890. It would require less than 150 people to use the service that might be introduced as a result of this development to recover its costs.
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