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Chair's
Introduction

Welcome to the latest in Advice NI's series of reports profiling the work of the Advice NI
membership across Northern Ireland.

The statistics continue to reflect the stark reality facing many households as they struggle
to cope with a range of problems including the benefits system, housing difficulties,
employment rights, debt and money problems.

In the past, the focus was on the ‘double whammy’ of the welfare cuts and the recession.
The situation facing many households could now better be described as a ‘multi whammy’
including not only the welfare cuts and recession but also the rising cost of living, the
uncertain financial climate, the increasing problem of negative equity and more extreme
weather conditions. All these factors combine to squeeze and pressurise practically every
household in Northern Ireland and drive demand for advice services.

The Membership Profile Report 2011 highlights the demand placed upon Advice NI advice
services including notably the increase in tribunal representation which has continued to
escalate from what were record numbers in 2010.

The case studies contained in this report provide strong anecdotal evidence of the
important social role played by Advice NI members. They provide the all-important human
dimension, an independent interface between the individual and the state or other body.
They show what it means to the quality of the life of the people involved, and how it helps
them and their families to improve their personal circumstances

An often hidden benefit of advice is the extent to which it not only deals with the issues at
hand but also helps with regeneration and social change. Undoubtedly advice services have
directly contributed to NI Departmental Public Service Agreement targets including: PSA 7:
Making Peoples’ Lives Better which aims to reduce poverty and address inequality and
disadvantage & PSA 12 Housing, Urban Regeneration and Community Development which
aims to enhance quality of life and contribute to well-being.

As Chair of Advice NI, | commend this Report to you.

Caryl Williamson,
Chair
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Analysis of Total Enquiries

€ Benefits 59%
@ Consumer 1%
Legal <1%
Family 1%
Employment 3%
Health / Disability 3%
@ Housing 16%
¢ Tax 1%
Utilities 1%
Immigration <1%
Money Debt 8%
@ Education 2%
® Other 4%

The Advice NI Membership Profile Report (2011) can report that the annual workload of members
has surpassed the 250,000 milestone for the first time. This has surpassed the record high enquiry
count of last year, and continues to evidence the fact that services are at the forefront in assisting
people: whether they need help coping with welfare reform, the recession, dealing with debts or
generally making ends meet.

The figures highlight that clients increasingly present with multiple, complex enquiries; the case
studies highlight that Advice NI members respond in a multi-faceted fashion by not only providing
information, advice and representation services but also seeking to maximise other opportunities to
transform the lives of clients.

Generalist /Specialist /Targeted Workload

Generalist Workload

Specialist / Targeted Workload
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@ Benefits 70% € Tax 1% @ Benefits 29% @ Tax <1%
@ Consumer 1%  Utilities 1% @ Consumer 1%  Utilities <1%
Legal <1% Immigration <1% Legal <1% Immigration 1%
Family 1% Money Debt 8% Family 1% Money Debt  10%
Employment 5% @ Education 1% Employment <1% @ Education 7%
Health/Disability 3% @ Other 4% Health/Disability 4% @ Other 5%
@ Housing 7% @ Housing 42%

Advice NI members tend to be either (i) local generalist centres: formed by local people in response
to local need which deal with a whole range of issues and social groups; or (ii) centres providing a
specialist service which focuses on a particular subject; or (iii) centres providing a targeted service
which is dedicated to the interests, needs and demands of a specific target group (for example
older people, carers, people with disabilities).

Local generalist members tend to serve the most deprived geographical areas of Northern Ireland;
for specialist members it is the advice subject or field of expertise that is the distinguishing or
‘special’ factor; and for members with ‘targeted’ services it is the recipient of advice or the advice
audience that is ‘special’, rather than the advice provided. This diversity of service provision ensures
that services are finely tuned towards meeting the needs of people across Northern Ireland.

Tribunal Representation

The tribunal representation workload of members has continued to increase in 2011.
Representation was provided at a record high 1, 467 hearings, amounting to an increase of 138 or
10% as compared to 2010. This figure represents a phenomenal 57% increase when compared to
the representation undertaken in 2009.

The bulk of the increase in appeal work was found to be in relation to Disability Living Allowance
and Work Capability Assessments (WCA's) in respect of Employment & Support Allowance (ESA).

Advice NI Tribunal Representation (2011)*

Disability Social Security Other Total
699 753 15 1,467
32% Allowed 37% Allowed 7% Allowed 34% Allowed

For 2011, the information from The Appeals Service also highlights that in terms of all cases where
an appellant has a representative at hearing (6,840), the success rate is 31%. Where an appellant
has an Advice NI representative the success rate is 34%, therefore Advice NI representatives are
performing above the average in terms of successful outcomes.

All Qutcomes at Hearing for the Period 1st April 2010 to 31st March 2011*

Adjourned 4,519 (27%)
Decision Of The Department — Confirmed 8,359 (50%)
Decision Of The Department - Not Confirmed (Less Advantageous) 59 (-)
Decision Of The Department - Not Confirmed (More Advantageous) 3,627 (22%)
Other 299 (2%)
Grand Total 16, 863

* (All Information provided by The Appeals Service)
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Service Delivery

More than 30 hours p.w. Open 5 days p.w. Average opening hrs p.w.
55 organisations 60 organisations 38 hours per week

Response rate: 65 organisations

Advice NI members strive to maximise accessibility to their information, advice and representation
services. The vast majority of centres are open 5 days per week with most centres providing
services which are accessible over 30 hours per week. Because of the increasingly complex nature
of advice enquiries, face to face delivery remains the most popular means of service delivery. This
is understandable (i) given the needs of the client (for example where English may not be the first
language) or (i) given the nature of the enquiry (for example the client needs a tribunal
representative). A mixed model of drop-in and appointment-based face to face provision exists to
cater for clients with urgent enquiries and those who will require a lengthy interview for example to
complete a Disability Living Allowance form. Face to face provision is supplemented by telephony
services and online provision which serve to maximise access. This range of access channels seeks
to ensure that advice is provided in a timely and appropriate manner which is client-centred.

Method of Initial Enquiry

@ Visit Appointment 33%
@ Visit Drop In 21%
Letter 2%
Telephone 35%
@ Internet 5%
» Other 4%

Staffing

Admin. Info. Advice Money
Support | Officer | Worker | Adviser | Manager | Other Total

T 5 155 20 39 16 242
 Voluntary [ 1 52 1 0 7 66

The staffing situation has remained relatively stable; however this must be seen in the context of
record demand for advice services.

The table shows that resources are concentrated on the front line, with the focus being on dealing
with client enquiries as effectively and efficiently as possible.

An analysis of staff experience highlights that 88% of staff have been in post for over 2 years. In
addition staff have engaged in continuous learning and development activity including wiseradviser
debt and money advice training, advantage training in older people’s issues, NVQ in advice and
guidance and various external formal and informal learning activities.

v

Staff Experience
@ 1 yearorless 6%
€ 2yearsorless 8%

¢ 2-5years 20%
® 5-10vyears 32%

5 10 - 20 years 22% l
@ Over 20 years 12%
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Response rate: 42 organisations
(Please note: organisations may receive funding from more than one funder)

Advice services have continued to strive to meet demand within an uncertain funding climate. The
funding situation can best be described as volatile. One member has reported that the service will
have to close due to the funding situation.

Other members have reported that whilst they have managed to sustain their funding levels,
concerns have been expressed that the level of funding has been frozen and that demand upon
their services has increased due to funding cuts placed upon other advice providers. Several
members have expressed concern that a significant funding gap has arisen in terms of tribunal
representation provision.

On a positive note, Advice NI has been able to take the lead in securing resources for frontline
advice services by successfully responding to a number of procurement opportunities.

Members

A

AGE CONCERN CAUSEWAY

T: 028 7035 7966 E: claregreenfield@hotmail.com

AGE NI

T: 028 9024 5729 E: caryl.williamson@ageni.org
ARDOYNE ASSOCIATION

T: 028 9071 5165 E: ardoyneassociation@hotmail.co.uk
ACTION ON HEARING LOSS NI

T: 028 9032 1733  E: alex.leslie@rnid.org.uk

B

BALLYNAFEIGH COMMUNITY DEVELOPMENT ASSOCIATION

T: 028 9049 1161

BALLYSILLAN COMMUNITY FORUM ADVICE

T: 028 9039 1272 E: bef_advice_service@yahoo.co.uk

BARNARDOS NI

T: 028 9064 6515 / E: sue.stevenson@barnardos.org.uk
028 9064 0455

BELFAST UNEMPLOYED RESOURCE CENTRE

T: 028 9096 1111  E: barrie.mclatchie@burc.org

C

CAUSEWAY WOMEN'S AID

T: 028 7035 6573 E: womensaidcoleraine@btinternet.com
CHINESE WELFARE ASSOCIATION

T: 028 9028 8277 E: echan-hu@cwa-ni.org

CHRISTIAN DEBT ADVICE CENTRE

T: 028 9046 9227 E: carolwatton@btinternet.com
CHRISTIANS AGAINST POVERTY

T: 01274 760777  E: kirstyallen@capuk.org

CITHRAH FOUNDATION

T: 028 9335 1199  E: cithrah@hotmail.com

CIVIL SERVICE BENEVOLENT FUND

T: 0844 264 0138 E: sheila.fitzgerald@csbf.org.uk
COOKSTOWN & WESTERN SHORES AREA NETWORK

T: 028 8773 8845 E: cwsan@aol.com

CORPUS CHRISTI SERVICES

T: 028 9023 5551 E: bronagh@corpuschristiservices.co.uk
CRAIGAVON INDEPENDENT ADVICE CENTRE

T: 028 3832 4945

D

DERRY YOUTH & COMMUNITY GROUP (LEMIS JOB ASSIST)
T: 028 7126 8891  E: training@dycw.co.uk

DISABILITY ACTION

T: 028 9029 7880 E: hg@disabilityaction.org

E

EAST BELFAST INDEPENDENT ADVICE CENTRE

T: 028 9096 3003 E: advice@ebiac.org

EAST BELFAST MISSION

T: 028 9073 8211 E: j.millar@steppingstoneni.org
EAST DOWN RURAL COMMUNITY NETWORK

T: 028 4461 2311  E: info@eastdownrcn.com
EGSA

T: 028 9024 4274  E: info@egsa.org.uk
EMPLOYERS FOR CHILDCARE

T: 028 9267 8200 E: info@employersforchildcare.org
EXTRA CARE

T: 028 94482939  E: admin@extra-care.org

F

FALLS COMMUNITY COUNCIL

T: 028 9020 2030 E: john@fallscouncil.com

FALLS WOMEN'S CENTRE

T: 028 9032 7672 E: advice@fallswomenscentre.org
FIRST HOUSING & SMARTMOVE

T: 028 7126 6115 E: eileenbest@firsthousing.com

G

GINGERBREAD NI

T: 028 2563 8086 E: advice@gingerbreadni.org
GLENSHANE COMMUNITY DEVELOPMENT LTD

T: 028 7774 2494  E: glenshane@btclick.com
GREATER TURF LODGE RESIDENTS ASSOCIATION
T: 028 9060 0021 E: gtiraas@hotmail.com

H
HOUSING RIGHTS SERVICE
T: 028 9024 5640 E: una@nhousingrights.org.uk

L
LIAISE
T: 028 3832 5764 E: jim@mzhouse.org

L

LIGONIEL IMPROVEMENT ASSOCIATION

T: 028 9039 1225 E: advice@wolthill.org.uk
LIMAVADY COMMUNITY DEVELOPMENT INITIATIVE
T: 028 7776 5438

]

MAGHERAFELT DISTRICT ADVICE SERVICES

T: 028 7930 0444 E: info@magherafeltadvice.co.uk
MENCAP

T: 028 9069 1351 E: mencapni@mencap.org.uk
MINDWISE - NEW VISION

T: 028 9040 2323 E: ann.doherty@mindwisenv.org
MULTI CULTURAL RESOURCE CENTRE

T: 028 9024 4639 E: margaret@mcrc-ni.org

N

NEIGHBOURHOOD ASSIST

T: 028 7126 9327 E: bradley.eugene13@googlemail.com
NEIGHBOURHOOD DEVELOPMENT ASSOCIATION
T: 028 9058 4848 E: nda@ukonline.co.uk
NIACRO

T: 028 9032 0157  E: barry@niacro.co.uk
NICEM

T: 028 9023 8645 E: jolena@nicem.org.uk
NORTH ANTRIM COMMUNITY NETWORK

T: 028 2177 2100  E: info@nacn.org

NORTH BELFAST SENIOR CITIZENS FORUM

T: 028 9074 9944

NORTH WEST ADVICE SERVICE

T: 028 7135 8370

0
OMAGH INDEPENDENT ADVICE SERVICES (0IAS)
T: 028 8224 3252 E: info@oias.co.uk

Q
QUEEN’S STUDENTS' UNION ADVICE CENTRE
T: 028 9097 1166  E: d.forsey@qub.ac.uk

R

ROSEMOUNT & DISTRICT WELFARE RIGHTS GROUP

T: 028 7128 2829 E: info@rosemountresourcecentre.co.uk
RURAL SUPPORT

T: 028 8676 0040 E: info@ruralsupport.org.uk

S

SCA LTD

T: 028 9032 9085 E: goneil@scaltd.net
SHELTER NORTHERN IRELAND

T: 028 9024 7752

SOUTH ANTRIM RURAL NETWORK

T: 028 9447 8645 E: sarn6@hotmail.com
SOUTHCITY RESOURCE & DEVELOPMENT CENTRE
T: 028 9050 4959 E: dillonj@south-city.co.uk
SPECIAL EDUCATIONAL NEEDS ADVICE CENTRE (SENAC)
T: 028 9070 5654 E: info@senac.co.uk

STEP

T: 028 8772 9002 E: edel@stepni.org

T
TAR ANALL

T: 028 9032 3631 E: valerie@taranall.ie

TAR ISTEACH

T: 028 9074 6665 E: tommy@taristeach.org

THE LINK COMMUNITY ASSOCIATION

T: 028 9043 1200 E: thelinkatown@hotmail.com
THE RESOURCE CENTRE DERRY

T: 028 7135 2832 E: jude@resoucecentrederry.com
THE WELCOME PROJECT

T: 028 9266 4443

U
UNIVERSITY OF ULSTER STUDENT SUPPORT
T: 028 9036 6601 E: i.rendell@uister.ac.uk

')
VINE CENTRE
T: 028 9035 1020 E: info@vinecentre.org

w

WAVE

T: 028 3751 1599 E: welfare@wavearmagh.co.uk
WINDSOR WOMEN’S CENTRE

T: 028 9023 5451 E: windsorwomens@yahoo.co.uk
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