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1 PREFACE TO MANCHESTER ADVICE REVIEW 

In July 2007 Manchester City Council, following a competitive tendering process, 

commissioned Michael Bell Associates to undertake a strategic review of the provision of 

advice services in the City. The main aim was to inform the development of a Manchester 

Advice and Information Strategy which will lead to improved outcomes for local people and 

deliver improved value for money for in the use of resources for advice provision. 

 

Manchester City Council invests over £2.5 million in legal and advice services in the city. 

This is a significant commitment to help residents who are often denied access to justice 

through no fault of their own. This expenditure on advice and legal services can be justified 

by the high level of need. Despite the significant changes to the city, the £2 billion private 

investment and the 45,000+ new jobs created, the City is still tackling the social, physical 

and environmental legacy of 20-30 years of economic decline. Manchester is the third most 

deprived district in the country and 60% of the City’s neighbourhoods are in the worst 10% 

nationally. 

 

Advice and legal services play an essential role in tackling social exclusion and deprivation. 

Unresolved legal problems and disputes seriously affect people’s lives. The Government 

estimate the annual costs to public services1 is £1.5 billion annually2, this approximates at 

£15 million per year to Manchester3. For vulnerable people, advice is effective in helping 

them solve their problems and contributes to reducing the costs to public services of 

unresolved legal problems. 

 

The focus of this report is to provide a strategic overview of advice and legal services 

funded by Manchester City Council and delivered by Manchester City Council and the 

voluntary sector. It looks at the present need for advice in the City and future advice need. 

Despite the considerable investment in advice there are unmet needs. Whilst much of the 

advice provision examined during this review is providing good quality advice services it is 

doing so in an uncoordinated and fragmented way. There is a need for a strategy for 

improved delivery of advice services that will increase co-ordination between providers and 

improve access for the most vulnerable residents in the City. 

 

This report should form the first stage of the reconfiguration of advice services to meet the 

                                                      
1 health, welfare benefits, policing 
2 DCA estimate 
3 Manchester less than 1% of Eng & Wales population not weighted for deprivation therefore probably 
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greatest needs and contribute to the advancement of the City’s wider corporate goals. It 

should form the basis of consultation with both providers and current and potential service 

users and current and potential funders of services to allow the City to move towards 

efficient and co-ordinated advice services. 

                                                                                                                                                        

underestimate. 
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2 FINDINGS AND RECOMMENDATIONS 

2.1 ADVICE NEED 

2.1.1 POVERTY & DEPRIVATION 

Advice need in Manchester is significantly above average due to the significant levels of 

deprivation in the city. In particular, the following factors contribute to the need for 

advice: 

• Both the city as a whole and a large number of wards are above the national 

average in terms of poverty and deprivation; 

• There are significant numbers of people who are economically inactive and long-

term unemployed; 

• A large proportion of the City’s population suffers from long term ill health 

problems and there are also a large number of residents with mental health 

problems; 

• Fuel poverty affects a large proportion of the population; 

• Homelessness is above the national average and there is a lack of choice in housing 

options; 

• Manchester has an ethnically diverse population, including large numbers of 

communities that have been settled for a long-time and increasing numbers of new 

migrants, particularly from EU Accession states and Black African communities; 

• A significant number of Manchester’s residents, from both new migrant and longer 

settled communities face language barriers; 

• Literacy in English is a large challenge for many people from both new communities 

and from the indigenous population; 

• Manchester is a major area for placement of asylum seekers under the 

Government’s dispersal system, bringing a range of specific legal advice needs both 

during and after decisions have been made on their asylum applications; 

• There are increasing numbers of older home owners who are asset rich and cash 

poor and face problems meeting Council Tax payments and household repairs. 

 

2.1.2 PUBLIC SECTOR SHORTCOMINGS 

Failures and shortcomings in the delivery of a number of areas of public service benefits 

generate additional demand for advice services. In Manchester advice providers report 

problems for claimants accessing Job Centre Plus and Manchester City Councils’ own 

Revenue and Benefits service. In most cases individuals are not legally challenging decisions 

by these services but are seeking assistance to correct processes. Advice providers report 

that many queries arise from difficulties residents have making contact with these agencies 
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or to secure resolution of issues and use advice services as a conduit.  

 

Debt is also a major issue in the City, with the City Council often a key creditor in relation 

to rent and Council tax. Advice providers from both Manchester Advice and voluntary sector 

accept that Manchester City Council debt collection strategies need to ensure those who 

‘can pay - won’t pay’ are subject to all legal measures to recover debt to the Council. 

However, there are concerns that insufficient checks and balances are resulting in poor and 

vulnerable residents being subject to overly rigorous procedures. 

 
2.1.3 ASYLUM SEEKERS & REFUGEES 

Manchester is a major area for initial placement of asylum seekers under the Government’s 

dispersal system, bringing a range of specific legal advice needs. In addition, Government 

policy in relation to failed asylum seekers has seen the introduction of a range of measures, 

such as the removal of most forms of publicly funded support, to encourage these 

individuals and their families to leave the UK. The consequence within Manchester is a 

large and growing number of failed asylum seekers with no form of financial support. 

 

2.1.4 LANGUAGE PROVISION 

Language and literacy issues mean that there are a high number of residents requiring 

services in current community languages and additional language provision for recent 

asylum seekers and refugees and new migrants from newer EU countries. 

 

Levels of literacy amongst both migrant communities and in the indigenous population add 

to both advice need (in reading official documents) and the time it takes to provide 

information to individuals (they cannot be provided with an information leaflet). 

 

2.1.5 UNMET NEED 

Advice providers report difficulty in being able to meet the demand for immigration advice, 

community care and employment advice at specialist level. 

 

Many Manchester residents are subject to immigration control, it is not possible to 

adequately and accurately advise them of their rights to benefits, employment, community 

care, education and training opportunities without expertise in immigration law. 

Immigration status may change when other circumstances change, for example when a 

married couple separate. Failure to advise people accurately can lead to penalties and 

possible deportation. There is a need to ensure accurate advice on all areas of law can be 

delivered to those subject to immigration control. 
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Many new migrant communities will bring a range of needs. Limited understanding of the 

UK system and their rights within this can lead to exploitation in employment and housing 

and discrimination in other services. The advice needs of new migrants are currently unmet 

or are being met in an ad hoc manner. Where it is provided at all, legal and welfare advice 

may be provided by community and faith based organisations that are competent to 

provide “pastoral” care but are not competent in areas of law. There is a need to co-

ordinate the provision of information and advice to these communities.  

 

2.2 ACCESS TO ADVICE 

2.2.1 CURRENT MODEL OF PROVISION 

The high levels of need for advice in Manchester are reflected in the City Council’s 

substantial investment in advice services. Manchester City Council funds a mixed market of 

in-house and voluntary sector providers of advice and legal services4. Whilst much of the 

work of individual providers is of high quality and contributes to meeting the needs for 

advice the current delivery of provision has a number of profound weaknesses.  

 

The structure of advice delivery is deficient in respect of the lack of overall co-ordination 

of advice services in the City and the absence of an advice strategy. Services have 

developed in an ad-hoc manner with little co-ordination to ensure any advice gaps are 

address, needs are met or services are accessible. In addition there are operational gaps 

including: 

• Effective referral methods 

• Early advice intervention and sign posters 

• ‘triage- diagnostic assessment systems 

• co-ordinated access  

 

Manchester Advice and each voluntary sector advice provider decide their own service 

delivery methods, access and opening hours without reference to each other or systematic 

assessment of advice needs and priorities; 

 

Very few organisations offer advice services outside of traditional working hours and at 

weekends to enable those in full-time employment, education or training to access 

services.  

                                                      
4 In addition to these services there is some provision of social welfare law legal advice by private 
practice solicitors funded through Legal Aid by the Legal Services Commission.  
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2.2.2 SERVICES IN COMMUNITY LANGUAGES 

Many advice services find it essential to provide services in community languages. Few have 

adequate resources to do so and many rely on volunteers. Manchester Advice Linkworker 

service covers a wide range of community languages but has not had the resources to 

develop new services to meet the arrival of newer migrant communities (including 

economic migrants and refugees). 

 

2.2.3 REFERRAL 

There is some evidence of referral between advice agencies; however this does not appear 

to be systematic. In some cases referral is limited because there is no clear agreement 

about which agencies hold the specific expertise that would be of benefit to individual 

clients, in other cases referral is limited because agencies appear to “own” their clients 

and are unwilling to refer them to another agency, even where that agency’s skills may be 

more appropriate. Referral procedures and protocol could be improved and the 

development and use of electronic methods investigated. 

 

2.2.4 EARLY INTERVENTION & SIGNPOSTING 

Many advice problems are complex and costly to resolve by the time they reach the 

appropriate advice service. There is no promotion of the need to seek early advice and 

intervention and no strategy for ensuring that any agency takes responsibility for providing 

this.  

 

For example, assisting an individual to complete a Disability Living Allowance5 (DLA) claim 

may take a skilled adviser one hour whereas dealing with a DLA appeal because the 

individual did not get advice early enough may take ten times longer, along with the 

distress suffered by the claimant through this period. By allocating time to early 

interventions the adviser could assist ten individuals, raising up to £80,000 in annual 

benefits (if DLA were awarded at the higher level) whereas by dealing with crises the 

adviser sees only one person and raises only up to £8,000 in annual benefits (again assuming 

DLA is awarded at the higher level). 

 

2.2.5 SUSTAINING EMPLOYMENT 

There needs to be a more strategic approach to the development of advice services 

targeted at helping those about to enter employment or to help those in employment 

                                                      
5 DLA is not a benefit dependent on worklessness and can be paid to those in work. It is a valuable 
benefit that can assist disabled people to secure and sustain employment. 
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maintain employment. One model could be RSL investment in Wythenshawe and previous 

ERDF initiatives. 

 

2.2.6 ACCESSIBLE SERVICES 

There is no Estates Strategy for advice services and no capital resource allocated for the 

development of suitable Disability Discrimination Act (DDA) compliant premises. Many 

voluntary sector advice services are delivered from poor quality premises with little or no 

disabled access, poor appearance and security. Manchester CABx has had difficulty 

accessing permanent premises to deliver district based services; other services face 

significant rent increases or eviction from their current premises due to area regeneration. 

The City Council has a policy of charging voluntary sector organisations commercial rent. 

 

For those individuals in need of advice who may find it impossible to visit an advice centre 

and whose problem cannot be resolved by phone, provision is limited. There are a number 

of good practice examples within the City to extend access; this includes the provision of 

advice sessions in GP surgeries and other venues. However, other opportunities for 

providing services on an outreach basis in the community are often ad hoc and the area of 

activity most vulnerable to financial pressures. Home visiting for older people and disabled 

people with restricted mobility is extremely limited, and is one of the gaps that has been 

highlighted by an information and advice project for older people jointly delivered by 

Manchester Advice and Age Concern Manchester with POPPs Department of Health (DH) 

funding. 

 

Whilst there is no capital budget for any estate development for the advice sector, other 

parts of the public sector have significant budgets for the development of premises. This 

includes both the City Council as an Education Authority and the Primary Care Trust. 

 

2.3 GAPS & DUPLICATION 

2.3.1 AREAS OF LAW 

Employment advice does not only focus on support for those who have been wrongly 

dismissed but plays an essential role in helping people maintain and secure their 

employment. Many people needing legal advice are in work and do not qualify for legal 

help. There are few legal rights for those who have not been in paid employment for more 

than one year. However, there are stronger laws for people who are discriminated against 

on the grounds of disability, gender, race, age, sexual orientation and religion and belief 

providing greater legal redress in recent years.  
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Access to employment advice is difficult, especially at the specialist help level. 

Wythenshawe Law Centre is no longer providing employment advice, the CAB has one 

specialist volunteer worker and the Greater Manchester Pay & Employment Rights Advice 

Service offers a telephone service and produces a range of fact sheets which can be 

downloaded from their website. Trade unions offer advice and legal services on 

employment and discrimination issues to members only. Advice providers report concerns 

that a significant number of residents are unable to access free quality employment advice. 

Migrant worker numbers in the City are increasing and experience has found they can be 

victims of poor employment practices and need access to information, advice and legal 

help. 

 

Immigration, nationality and asylum issues are central to the legal problems of many 

Manchester residents. Rights to employment, housing and welfare benefits will depend on 

the immigration status of the person seeking advice. In most districts of Manchester, an 

understanding of immigration and nationality issues are key to providing accurate advice. 

Some general help advice providers have Level One OISC and Manchester Advice is working 

to increase the number of its advisers who have it. However, all other general help advice 

providers should have Level One OISC.   

 

Despite the introduction of the OISC quality standards, there are still many reports of 

people paying high fees for poor quality immigration and nationality advice. This often fails 

to resolve the situation and people then turn to the not-for-profit sector for assistance.  

 

2.3.2 LEVELS OF ADVICE 

The data collected by Manchester Advice on the levels of advice activity by Manchester 

Advice and the not-for-profit sector fails to reflect the distinction between information and 

signposting, general help, casework, representation and specialist help level advice 

interventions. 

 

Members of the public seeking advice cannot distinguish the help they need and will often 

go to their nearest advice centre. This report highlights the problems they may then face in 

being redirected to the most appropriate source of assistance. All three Law Centres report 

they see many people who are in need of general help advice with benefits and debt 

problems. It is not a good or appropriate use of their specialist resources to provide advice 

and assistance with these cases. In reverse, when people have complex legal problems they 

may need to visit a number of agencies before accessing the appropriate specialist legal 

help.  
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In addition most advice agencies report a large number of service users seeking help 

because they are unable to understand official correspondence received or deal with the 

most basic issues regarding their debts, housing or benefits. This is due to literacy problems 

among the indigenous population, language barriers for those for whom English is not a first 

language, as well as issues relating to sensory impairment, learning disability or mental 

health problems. 

 

2.3.3 DUPLICATION 

In considering the issue of duplication it should be stressed that present demand for 

services outstrips supply. If consideration is also given to those who are in “need” of advice 

but may not realise that there is a legal remedy to their problems the shortfall in provision 

will be greater.  

 

The shortage of supply reflects the very high levels of need in the City, but is compounded 

by other factors highlighted above (e.g. failings of other public services in delivering 

benefits, a failure to focus on less resource intensive activities such as early interventions 

etc.). There is also some anecdotal evidence from providers of “advice shopping”, that is, 

service users seeking second and third opinions from alternative advice providers. The lack 

of co-ordination between providers means that there are no disincentives to the public 

(other than time) to undertake such advice shopping and also that it is not possible to 

estimate the scale of such activities and the impact this has on the resources of providers. 

 

Services clearly overlap in terms of geographical coverage, client groups served, areas of 

law provided and level of expertise. However, there is no evidence to suggest that there is 

over provision of advice. 

 

Whilst the mixed economy of providers has a number of realised advantages, such as 

providing choice, and potential advantages, such as allowing agencies to specialise by area 

of law, level of expertise etc. there are clearly management duplications by having so 

many autonomous providers. Similarly, current funding arrangements do not realise the 

potential for contestability between providers. Whilst there is certainly a strong case for 

the provision of law centre services in three or more locations we were provided with no 

compelling reason as to why there should be three entirely separate law centres. Similar 

arguments may be made in relation to the neighbourhood advice centres. Indeed we 

suggest that the current number of different providers adds substantially to back-office 

costs and limits the ability of the advice sector to recruit managers of the highest calibre, 
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whereas larger agencies with larger budget may experience less difficulty in this regard. 

 

2.4 CO-ORDINATION & PARTNERSHIP 

2.4.1 CLSP 

Manchester had an effective Community Legal Services Partnership between the Legal 

Services Commission (LSC), voluntary sector advice providers and private sector solicitors. 

This had some success in planning and co-ordinating advice service delivery in Manchester 

until the Legal Services Commission withdrew support. In the absence of a strategy for 

advice and agreed priorities for advice services in the city there has been little co-

ordination of advice services since the demise of the Community Legal Services 

Partnership. 

 

The analysis above details the lack of co-ordination and partnership between voluntary 

sector advice providers. However, advice providers are currently re-establishing this forum, 

albeit without the assistance of the LSC. 

 

2.4.2 STRATEGY FOR ADVICE 

The absence of an over arching advice strategy for services in the City means there is no 

mechanism to inform planning, co-ordination and funding of advice services. This critically 

impacts on the ability to target resources on identified need and develop advice services 

for future need. Services have developed in an ad hoc manner with no priorities for advice 

services and no links being made to how advice can deliver the City’s wider strategic 

priorities. 

 

2.4.3 MANCHESTER ADVICE ROLE 

In recent years funding for twelve voluntary sector advice providers was transferred from 

the Voluntary Sector Grants Programme to Manchester Advice. This move was undertaken 

to achieve more strategic and co-ordinated approach to the planning and funding of advice 

provision in the city, the grant funding and monitoring of voluntary sector advice services is 

now the responsibility of Manchester Advice.  

 

There is a perceived conflict of interest in Manchester Advice being responsible for the 

grant funding and monitoring of voluntary sector advice providers and an advice provider 

competing for funding from both Manchester city Council and external sources of funding. 

This has had a negative impact on the relationship between Manchester Advice and 

voluntary sector advice providers. 
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Manchester Advice has recently undergone a major internal review. As the single largest 

provider of advice services in Manchester this review has major implications for the overall 

configuration of advice services in the City. The subsequent restructuring of Manchester 

Advice will result in new service delivery models and these are currently in a ‘test phase’ 

at the moment. However, there is a strong perception amongst most voluntary sector 

advice providers funded through Manchester Advice that they had little input into this 

review and were not effectively involved or consulted in the process.  

 

Manchester Advice provides staff resources to Manchester Advice & Information Network 

(MAIN). MAIN provides a useful forum for policy work and an essential training provision but 

plays no strategic or co-ordinating role. 

 

2.5 FUNDING OF ADVICE SERVICES 
2.5.1 MANCHESTER CITY COUNCIL FUNDING 

The City of Manchester invests a significant amount in funding advice services in the city. 

Just over £1.5 million in grant funding to voluntary sector providers and £1.4 million to 

Manchester Advice.  

 

This ‘core’ investment enables advice services to lever in additional funding from sources 

including regional and central government, charitable trusts and the Big Lottery. In 2007/8 

the voluntary sector providers are due to secure a further £1.6 million funding for advice, 

bring a total of £3.1 million. Manchester Advice secured nearly £700,000 external funding.  

 

Manchester Advice has responsibility for monitoring grant funding of the twelve main 

advice providers. The agencies submit twice yearly performance reports and are subject to 

an annual monitoring visit. Each year Manchester Advice agrees a number of outcomes and 

outputs based on previous performance. Service Level Agreements are being introduced in 

2008. 

 

Manchester City Council is considering moving from grant aid to commissioning advice 

services in the future. Many voluntary sector agencies welcome greater clarity in terms of 

expectations of service delivery such arrangements offer, with a more open and 

transparent access to all advice funding opportunities. It has been suggested that 

Manchester Advice will undertake the commissioning role. This may provide the opportunity 

for a ‘whole city’ view of planning and funding of advice services. However, there are 

concerns, not least from voluntary sector providers, that there may be a conflict of interest 

for Manchester Advice to be both ‘provider’ and ‘commissioner’ of advice services. Good 
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practice in corporate governance suggests it is vital to separate commissioner and provider 

functions. The two role need to be seen to be separate and distinct, and the process 

transparent and fair. This may not be seen to be the case if the commissioning role is held 

within the management of Manchester Advice even where there are clear and distinct roles 

between officers and Chinese wall to ensure probity. 

 

2.5.2 EXTERNAL FUNDING 

Over the past decade the Legal Service Commission (LSC) has become a significant funder 

of advice services in the City. However, radical changes in the way in which services are 

funded are being introduced, including abolition of the current special arrangements for 

Not for Profit providers. The LSC Unified Contract and Fixed Fee system is expected to have 

significant impact on how LSC funded advice is provided. The uncertainty of the impact of 

the new funding regime may result in cash flow problems, reduced income from the LSC 

and difficulties in financial and business planning.  

 

Most other external funding is short term and ‘project based’. It is proving increasingly 

more difficult to find funding sources for mainstream advice services. Most voluntary sector 

agencies in Manchester lack the capacity and skills to tender successfully for external 

funding. 

 

There are some opportunities for future funding from alternative sources explored within 

this report. For example, the Big Lottery Advice Plus Fund has recently announced its 

second and final round. Grants of up to £500,000 are available to local voluntary and 

community sector organisations for partnership projects to deliver high quality sustainable 

legal advice services. This includes the opportunity to bid for funding for capital projects. 

The closing date is April 1st 2008. In addition the Primary Care Trust should be encouraged 

to continue to support advice services in pursuit of their objectives in relation to reducing 

health inequalities. 

 

2.6 QUALITY OF ADVICE SERVICES 

Advice services were not subject to a detailed audit to assess quality but most appear to be 

operating to a good standard and all advice providers covered in this review have secured 

and maintained the LSC Quality Mark to date. Training provided by MAIN has been essential 

in providing support to maintain the quality of advice services in Manchester. 

 

However, the Legal Services Commission is no longer willing to support and maintain the 

LSC Quality Mark system. It has only committed to ensuring a peer quality system for LSC 
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Specialist Help level contracted providers. This leaves the majority of advice providers in 

Manchester outside of an externally audited quality system.  

 

2.7 MONITORING AND EVALUATION 

To assist agencies with case recording and monitoring Manchester city Council invested in 

purchasing the AIMS monitoring and case recording system for advice providers. The system 

was tailored to meet the required monitoring and reporting systems and training and 

support provided to help agencies implement the system. New monitoring reports were 

designed “to ensure future commissioning decisions are transparent and are based on a 

clear understanding of strategic priorities coupled with robust information concerning the 

relevant performance of advice agencies in the City.”6  

 

Advice providers submit the monitoring forms every six months. Providers have welcomed 

the case recording system but have concerns that the monitoring reports are onerous to 

complete and they have not seen evidence these reports are used to develop individual 

advice agencies or strategic priorities for advice in the city. They report they receive little 

if any feedback on their own performance or that of other agencies. Many agencies are 

using the system differently to record enquiries and cases. This has made it impossible to 

compare data between agencies. Whilst it is useful to have agencies recording ‘outcomes’ 

the quality of this information varies considerably in is not robust enough to produce a 

useful report on advice outcomes. There is an amount of under recording of advice 

activities by most if not all agencies. Many agencies do not record ‘repeat’ callers and 

therefore the data is not a true reflection of the total work they deliver.  

 

Many agencies undertake social policy work, education and community development work, 

work with volunteers, and participate in local, regional and national partnerships. This 

work has direct and indirect impact on users, local residents and helping the City Council 

achieve its corporate objectives. Some agencies report some aspects of this work through 

monitoring systems but there is no shared information or feedback nor is it used in social 

policy work by the City Council. 

 

The AIMS system no longer support LSC contracts and all advice providers with LSC 

contracts have had to purchase new systems to be LSC compliant. There has been a 

significant costs and time commitment for agencies to get new systems up and running. It is 

unlikely these systems will be able to comply with Manchester Advice monitoring reports 

without additional work and costs. This could be an opportunity for Manchester Advice to 
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work with advice providers to review monitoring and reporting systems. 

 

2.8 A CHALLENGING FUTURE 

2.8.1 RESPONSE TO LSC 

The report details the LSC’s proposals to support, in partnership with local authorities, a 

new model of integrated social welfare law provision. Whilst we provide a critique of this 

model we suggest that there is much to commend in it for a city like Manchester. However, 

the model is at present untested, although pilots have been commissioned in other cities, 

and there are a range of concerns about its viability. 

 

We suggest that Manchester should await the evaluation of the pilots prior to committing to 

this model, but could usefully commence work on the development of a complementary 

model, that could be supported by the LSC in due course but which reflects the particular 

priorities of the City, its history and culture. 

 

2.9 STRATEGIC RECOMMENDATIONS 

2.9.1 ADVICE STRATEGY FOR MANCHESTER 

The absence of strategic direction for advice services has contributed to the lack of co-

ordination between providers, the failure to ensure services are targeted at those most in 

need and the opportunity to maximize the City’s investment. For these reasons our 

principal recommendation is: 

 

R1 Manchester City Council should work with other key funders and current advice 

providers to develop an advice strategy. This should cover the period from 2008 

to 20157. This strategy should make clear and explicit links to the contribution 

that advice services are expected to make to the City’s (and other funders) 

wider corporate objectives.  

 

R2 The advice sector should be represented through Manchester Partnership to 

ensure that the contribution that can be made by the sector to the achievement 

of the City’s goals is understood by the sector and by the other partners. 

 

R3 The Manchester Advice Strategy should include reference to ensure: 

•  Advice is people focused and holistic - dealing with the many problems people 

face; 

                                                                                                                                                        
6 Services Guidelines 2005/6 
7 Aligning the Advice Strategy with the Manchester Sustainable Community Strategy 2006-2016. 
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• Residents have a choice in the ways they can access advice – face to face, 

telephone, web based solutions through the local authority or from independent 

advice providers. 

• Advice is right first time – accessible and quality services at the level needed to 

resolve their disputes.  

 

Under each of these headings we provide more detailed recommendations arising from the 

review. 

 

R4 The advice strategy should ensure advice services contribute to the delivery of 

Manchester’s Community Strategy spines: 

• Reaching full potential in education and employment; 

Providing access to advice can enable residents to take advantage of education and 

employment opportunities and maintain them. 

• Individual and collective self esteem – mutual respect;  

Enabling people to better access to advice services enables them to exercise their 

rights and responsibilities. 

• To develop neighbourhoods of choice 

Enabling people to engage and participate in community living and be responsible 

citizens, creating more sustainable neighbourhoods. 

 

The strategy should also be clearly aligned with the corporate goals of other key 

funders such as the PCT, for example, contributing to their commitment to tackle 

health inequalities as set out in the Local Delivery Plan. 

 

R5 the strategy should include an explicit set of principles or values underpinning 

future service provision. We suggest that this may include a commitment to: 

• Equality and social inclusion – ensuring that resources are targeted to those 

most in need. 

• Maximises resources – ensuring that the most efficient and effective means of 

delivering services are applied that addresses gaps and avoids duplication, and, 

that Council resources provide a stable foundation that facilitates funding from 

other sources. 

• A mixed economy of integrated provision – ensuring that a range of providers 

are available to meet different needs and ensure the future contestability of 

services whilst providing a seamless experience for service users. 

• Quality of Advice – ensuring that services are competent to provide advice that 
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is accurate, appropriate and timely, empowering individuals to take control of 

their own lives. 

 

2.9.2 GOVERNANCE ARRANGEMENTS 

We have identified perceived conflicts of interest between Manchester Advice’s role as 

both a commissioner/funder of services and its role as a provider agency. We consider this 

dual role to be undermining relationships across the sector, failing to provide the benefits 

anticipated in this transfer and not compatible with good practice. We are aware that 

there are “Chinese walls” between the commissioner and provider functions but do not 

consider these to be sufficiently robust. We understand that as part of its shift to 

commissioning for most services a range of options are under consideration within Social 

Services for future commissioning in other areas.  

 

Those agencies funded to provide advice as only one part of their work are not currently 

funded through Manchester Advice. 

 

We consider that Manchester City Council should remain the lead body in determining 

commissioning priorities for advice services in the City but we have suggested that there 

should be increased consultation with other bodies in particular the LSC and PCT. 

 

R6 The City Council should seek to transfer responsibility for commissioning advice 

services away from Manchester Advice to another part of the Council as a 

priority or ensure that more robust arrangements are in place to minimise 

actual and perceived conflicts of interest between its provider and 

commissioner roles. 

 

The City Council should explore the possibility of establishing a Joint Commissioning 

Body for advice with other key advice funders in the city. This body, if established, 

should have a formal relationship with the wider strategic planning structures within 

the Council such as the Local Strategic Partnership. 

 

2.9.3 STRUCTURES FOR DELIVERY 

In line with the key principles outlined above we suggest that Manchester should seek to 

maintain a mixed economy of provision. However we do not consider that the current 

number of providers is sustainable or desirable in the longer term.  

 

R7 The Council should encourage the existing law centres to and neighbourhood 
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advice centres to explore ways in which they could come together. The Council 

may wish to indicate that its future commissioning intentions will be to contract 

with a single law centre and a single network of neighbourhood advice centres. 

 

The lack of co-ordination between providers means that services are not always available 

when those in advice need may require them. The lack of clarity about areas of 

competence and responsibility for individual providers contributes to the level and quality 

of referrals which is diminishing the quality of service experienced by service users. 

Similarly, present structures do not provide for effective city-wide triage and are largely 

re-active (with services provided to those seeking advice rather than necessarily those most 

in need) and leads to less cost-effective early interventions and more resource intensive 

crisis interventions. 

 

R8 The future commissioning model should include provision of a single point of 

telephone access (and possibly e-mail) to all services providing a triage function 

with referral to neighbourhood services. All contracted providers should be 

required to co-ordinate opening hours and this should include provision of out-

of-office drop-in and appointments across the City. The model should also be 

explicit about the areas of law and the level of work (information, case work, 

specialist help level) required by each service provider. 

 

The geographical location of present advice services is based upon historical accident 

rather than an assessment of need.  

 

R9 In addition to the single point of telephone and e-mail access above we suggest 

four other types of service.  

1.  City Centre Service – there should be a single city centre service providing a 

range of appointments and drop-in services from a single location. Advice 

should cover all key areas of social welfare law and provide advice at 

information and casework level. 

2.  District Services – there should be six district services providing a range of 

appointments and drop-in services from one location but with outreach 

surgeries and home visiting included. Advice should cover all key areas of social 

welfare law and provide advice at information and casework level. Provision of 

outreach should be provided on a pro-active model based on anticipated need in 

certain communities rather than demand. 

3. Law Centre – there should be a single service providing specialist help level legal 
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interventions from a range of locations across the City.  

 

For some individuals from particular communities the nature of the provider may enhance 

access, such as youth orientated services providing advice services for young people. In 

other cases we are concerned that services targeted at particular communities may not 

promote social inclusion, for example those that provide services to particular ethnic 

minority communities. We consider that whilst such services may provide an important 

point of access but that it is important that their service is integrated with mainstream 

providers.  

 

R10 The City’s wider corporate objectives attach particular priority to children and 

young people. Traditional advice centres are not well-placed to meet these 

needs as young people tend to prefer to access such support in generic youth 

settings. Consideration should be given to supporting a special young person’s 

service as part of the advice strategy. This may be purely an access point to 

other advice providers, provider of case-work services or indeed operating at a 

specialist level.  

 

We consider that agencies targeted at other specific communities of interest such as 

particular ethnic communities, disabled people etc play a vital role in ensuring access. We 

are not convinced by the need for these agencies to develop specialist skills in advice case 

work or specialist help level advice work and consider that it is more appropriate for 

referral into mainstream agencies.  

 

R11 To this end we recommend that funding for specific communities should be 

targeted at information provision and referral rather than a core part of the 

advice strategy. 

 

This model assumes that the providers will also make full use of national and regional 

providers such as CLS direct. 

 

2.9.4 RESOURCING IMPLICATIONS 

The key issue of resourcing is funding. We have highlighted governance arrangements 

above. This section addresses three other critical issues: 

• Training 

• Estates 

• Quality Assurance  
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We consider that the current arrangements whereby Manchester Advice is largely 

responsible for ongoing professional training to be satisfactory. We are concerned that 

there is a duplication of effort across providers in relation to volunteer training, however, 

we would expect the arrangements in respect of the number of providers and the 

requirement to co-ordinate outlined above to address this issue. We therefore have no 

specific recommendations in relation to training. 

 

We have outlined a range of problems with advice providers’ premises from location, 

through quality to affordability. Whilst there is no capital fund available specifically for 

advice services there are other capital programmes which may be appropriate. 

 

R12 The City Council should examine the scope for locating advice providers within 

planned capital developments relating to Schools and primary care facilities.  

 

All main providers of advice hold the LSC quality mark. The LSC has signaled that it no 

longer intends to provide this service except to specialist services it fund.  

 

R13 The City Council and Advice providers must investigate alternative methods of 

externally assuring the quality of advice as a priority.  

 

2.9.5 PROCESSES FOR PROCUREMENT 

The City Council has indicated that it intends to move to a commissioning model to procure 

advice services. The model of commissioning we promote consists of four phases: 

• Needs assessment and priorities 

• Service specification 

• Procurement  

• Review 

 

The sector is largely supportive of this move. However, we consider that the management 

competence and disciplines to move to commissioning (from both providers and 

commissioners) is not yet in place and that this process should be staged.  

 

R14 The City Council needs to establish detailed service level agreements with all 

providers and should establish appropriate monitoring arrangements to ensure 

compliance. These should operate for a minimum period of 12 months. All 

terms should be equivalent between providers in terms of unit costs etc. Please 
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note that we recommend that the services subject to SLAs are only those 

relating to advice provision, information and support or access services should 

not be included in this process. 

 

R15 Management training should be provided to all providers in relation to project 

management, reporting and tendering. The Regional ChangeUp Hub’s assistance 

should be sought to support this work. 

 

R16 This report contains a needs assessment and recommendations for strategic 

priorities. These should be developed into a detailed Commissioning Intentions 

Paper and subject to consultation with the sector and with the public (via the 

Councils existing mechanisms underpinning its Local Area Agreement). From 

this consultation detailed service specifications may be developed.  

 

2.9.6 ACTION PLAN 

The strategy should include a detailed action plan with milestones. At this stage it would 

be inappropriate to recommend items for inclusion. 

 

2.9.7 MONITORING & EVALUATION  

All advice providers are currently using the AIMS monitoring systems. This is no longer 

supporting LSC Contract and those delivering LSC contracts (Law Centres, GMIAU, and CAB) 

are urgently seeking replacement system to be compliant with LSC monitoring. Current 

monitoring data does not provide a consistent means of assessing performance within an 

individual agency or comparing performance between agencies. 

 

R17 We recommend that the City works with advice provider to develop a new 

monitoring system that identifies a value for money criteria, more outcomes 

based monitoring based on research to date and includes more user feedback on 

how users find access to and quality of advice services.  
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3 BACKGROUND & CONTEXT 

3.1 ADVICE REVIEW OBJECTIVES 

Manchester City Council commissioned this review of advice services in the City in August 

2007. The Manchester Advice Consultancy Brief in June 2007 states that: “The aim of the 

review is to inform the development of a Manchester Advice & Information Strategy and 

action plan which will lead to improved outcomes for local people and deliver improved 

value for money in the use of resources for advice provision.”8 

 

The development of an Advice and Information Strategy by Manchester City Council will 

contribute to the delivery of the objectives of the city’s Sustainable Community Strategy 

2006 – 20159 and the Business Plan for Adult Social Care. Furthermore, the strategy will 

“take account of the assessment of existing arrangements and analysis of future demand, 

and be informed by best practice in Manchester and elsewhere, the potential arising from 

developments in information and communications technology and national and local policy 

development.”10 

 

3.2 WHAT IS ADVICE WORK 

Giving advice is far more than just imparting information and can include one or more of 

the following activities: 

• Listening to clients; • Taking action on behalf of clients; 

• Diagnosing problems; • Negotiating on behalf of clients; 

• Giving information; • Representing clients at court or tribunals; 

• Advising on options available; • Referral where appropriate. 

 

In August 2006, the report The Case for Advice11 outlined the contribution advice makes to 

communities. It acknowledged that different unexpected life events, such as redundancy or 

relationship breakdown, can throw lives off course and that some people lack the skills to 

cope with basic form-filling let alone understanding complex legal rules and regulations. 

Many are worn down by the bureaucratic inefficiencies surrounding many life problems. 

 

                                                      
8 Manchester Advice Consultancy Brief June 2007 
9 Manchester Sustainable Community Strategy 2006-2015 accessed at 
www.manchesterpartnership.org.uk/download.php?ID=250 
10 As above. 
11 Advice Services Alliance (ASA); The Case for Advice. August 2006. Accessed at: www.asauk.org.uk 
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The ASA report found advice has a ‘positive impact’ on four aspects of people’s lives: 

• Fairness and community cohesion 

• Health 

• Economic benefits and social inclusion 

• Improving public services 

 

Disadvantaged people in particular need to be able to assert their rights and have equal 

access to justice. Advice and law centres provide important access points to legal advice 

for the most disadvantaged communities. Recent research found advice agencies help a 

disproportionate number of disabled people and people from ethnic minority 

communities12.  

 

The advice and information sector, which focuses on the above activities, has a significant 

role to play in helping to achieve the priorities laid out in the Sustainable Community 

Strategy 2006-2015, one of which is to make Manchester a world class city. For example: 

• A lack of access to reliable legal advice can contribute to social exclusion; 

• Poor access to advice can exclude the most vulnerable members of the community 

resulting in them being unable to enforce their legal rights effectively; 

• Good advice and assistance at an early stage can prevent a problem getting worse, 

and may lead to its prompt resolution; 

• Early intervention can avoid the need to go to the expense and trouble associated 

with court action. 13 

 

This report refers to advice activities and advice services within the main areas of Social 

Welfare Law, namely:  

• Community Care 

• Consumer 

• Debt and Money advice 

• Education 

• Employment 

• Housing  

• Immigration & Asylum 

• Mental Health 

• Welfare Benefits  

                                                      

12 ASA Analysis of information provided by the LSC: 21.9% clients non-white background (compared to 
7.9% of population) and 31% disabled (compared to 16.6%).  
13Legal and Advice Services: A Pathway out of Social Exclusion, Lord Chancellor’s Department and 



Review of Advice Services in Manchester 
   

Michael Bell Associates Page 27 of 129 January 2008  

3.3 METHODOLOGY 

Michael Bell Associates engaged with a number of key stakeholders (including the advice 

providers themselves), funders and commissioners to enable the work to be built upon local 

knowledge and to assist with gaining maximum participation and ‘buy in’ from key 

stakeholders.  

 

3.3.1 PHASE ONE - NEEDS ASSESSMENT & CONSULTATION 

The aim of this phase was to secure a detailed understanding of advice need across the 

City, both by areas of law, levels of advice and the advice needs of specific communities 

(including those to whom English is not a first language). This stage of the review included 

the following key activities: 

 

• Advice Needs Assessment 

Assessing the advice needs of local residents is complex and different sections of the 

population experience different types of problems in different ways. In this context we 

undertook a comprehensive analysis of the relevant socio-economic data on deprivation, 

demographics, health inequalities, housing and work and economic activity to identify the 

key features of Manchester City that will have a bearing on the need for advice services in 

the future. For details please see Section 3 – Advice Needs in Manchester. 

 

• Advice Providers Consultation 

This event was held to launch the Advice Review, explain the process of the review and 

start the consultation with advice providers to test the draft Advice Needs findings 

resulting from the Advice Needs Assessment. 

  

• Stakeholder Consultation 

We also sought the views on advice services and advice provision in Manchester from a 

number of key stakeholders. (For details of stakeholders see Appendix Two).These were 

identified by the Commissioning Group and included Councillors, senior council officers and 

the Legal Services Commission, and it was an opportunity to comment on advice provision 

in Manchester, identify potential gaps in provision and provide comment on the strategic 

priorities for advice services now and during the next five years.  

 

3.3.2 PHASE TWO – CURRENT PROVISION & COMPARISON 

The aim of this phase was to review the current state of advice provision in Manchester 

through the analysis of a specified group of advice providers operating in the city. 

                                                                                                                                                        

Law Centres Federation, 2001. 
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• Supplier Analysis  

This work aimed to provide an accurate picture of the advice and legal services provided by 

each agency in the review. We collated information on the key services and outputs of each 

agency, who the services are provided to, the resources used to deliver services (including 

staffing and funding) and information on outcomes as well as monitoring and evaluation 

material.  The types of advice agency involved in this process are divided into three groups: 

• Group One - Twelve voluntary sector advice providers funded through Adult Social 

Care Services and;  

• Group Two - Manchester Advice Service 

• Group Three - MAIN members. There are a number of organisation providing advice 

and information services not funded by Manchester City Council; 

• Group Four - Regional and national providers 

 

• Equality Impact Assessment 

The review of advice providers has been used to identify the extent to which services meet 

the needs of the socially excluded. Noted in the methodology presented in the tender 

document for this piece of work and reiterated here, the quality of this assessment is 

critically affected by the quality of data collected and made available by participating 

agencies. 

 

• Comparison with other Local Authorities  

The provision and comparison phase of the advice review includes analysis of advice 

spending by matching Local Authorities. 

 

3.3.3 PHASE THREE: IDENTIFYING STRATEGIC OPTIONS 

Following the successful completion of the previous phases, we organised a follow up 

consultation exercise with the advice providers through a short Co-operative Enquiry 

Workshop to help reinforce our findings, to gain feedback and insight into the ways in 

which advice services perceive their future activities and organisation. 

 

• Co-operative Enquiry Workshop  

The focus of the workshop included the following questions: 

• How can advice services in Manchester help the City achieve its strategic priorities? 

• How can advice services help residents off benefits and into work? 

• Can more preventative work and early intervention assist residents? 

• Are there better models of delivery of advice services in Manchester that may make 

services more accessible and more effective? 
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• How can Manchester best deliver integrated social welfare law services? 

 

3.3.4 PHASE FOUR: REPORT  

This report is the final phase of the review, which includes key findings and informed 

recommendations resulting from these findings. A period of at least two weeks will be 

allocated for comment and feedback on this draft before a final report is produced. 

 

3.4 HISTORICAL CONTEXT OF ADVICE SERVICES IN MANCHESTER 

It has been 13 years since the last major review of advice services in Manchester reported 

in 1994, undertaken by the Paddington Consultancy Partnership. Many recommendations 

from this report were implemented however one exception was the recommendation for 

the development of a comprehensive city wide strategy for advice and information 

services:  

“The strategy must go beyond the annual round of budget-setting and grant-making, and 

seek to improve the quality, effectiveness and responsiveness of the network as a 

whole.”14 

 

The Community Legal Services Partnership was established in 1999. This included 

representation from the Council, the Legal Services Commission (LSC) and voluntary sector 

and private sector providers of legal and advice services. CLSP was established to bring 

together funders and providers of legal services to identify advice needs, plan advice 

provision at local level, make recommendations for future funding and commissioning of 

advice services. Manchester CLSP conducted a limited assessment of legal and advice 

services in 2003, but it was not developed into a strategic plan. The success of these 

partnerships varied considerably across the country and the LSC withdrew from all CLSP 

involvement in 2006.  

 

                                                      
14 “A Strategy for Advice and Information Services in Manchester”. Paddington Consultancy 
Partnership. 1993. 
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3.5 THE CASE FOR ADVICE 

In March 2006 the government published the report “Getting earlier, better advice to 

vulnerable people” outlining the Department of Constitutional Affairs strategy for helping 

people better resolve the problems they face. It gives examples of the evidence which 

demonstrates the damaging affect of unresolved problems on people’s lives: 

 

“Unresolved problems and disputes seriously affect people’s lies. There are significant 

knock on costs to public services, especially the NHS, Department of work and pensions and 

the police….For more vulnerable people, advice can be effective in helping them resolve 

their problems and disputes.”15 

 

A lack of access to reliable legal advice can be a contributing factor in the creation and 

maintenance of social exclusion16. Furthermore, poor access to advice means that some of 

the most vulnerable members of the community are unable to enforce their legal rights 

effectively and/or are not aware of their rights and responsibilities in the first place.  

 

The 2006 report The Case for Advice17 outlines the contribution advice makes to 

communities and finds it has a ‘positive impact’ on four aspects of people’s lives: 

• Fairness and community cohesion • Economic benefits and social inclusion 

• Health • Improving public services 

 

Disadvantaged people in particular need to be able to assert their rights and have equal 

access to justice. Advice and law centres provide important access points to legal advice 

for the most disadvantaged communities. 

 

In 2005 the LSC published the study Causes of Civil Action: Civil Law and Social Justice18. 

This is an in-depth study into civil justice problems, conducted by the Legal Services 

Research Centre. The research found that:  

• Solving civil legal problems early can reduce demand on other public services 

• There is a close relationship between legal ‘justiciable’ problems and deprivation 

• Advice and legal services play an important role in the fight against social exclusion 

 

                                                      
15 DCA.Getting earlier better advice to vulnerable people. March 2006. 
16Legal and Advice Services: A Pathway out of Social Exclusion, Lord Chancellor’s Department and Law 
Centres Federation, 2001. 
17 Advice Services Alliance; Case for Advice. August 2006. www.asauk.org.uk 
18 See 4. 
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The research also demonstrated strong links between civil law problems and ill-health,19 

which found that over a third of civil justice problems led to adverse physical and mental 

health consequences. 

 

Advice agencies help put money in people’s pockets and this is mostly spent in local stores 

on food, household repairs and on children20. Research conducted by MORI found CABx 

increased the income of over one third of its clients.21 

 

In addition to “direct” outcomes such as increased benefit income, advice can often have a 

range of wider beneficial effects on clients. Legal and advice services not only enable 

citizens to access their full rights and entitlements “but have a significant impact on 

ensuring people can access local services and support”22 leading to: 

• Enhanced sense of overall well-being; 

• Reduced stress, anxiety or depression; 

• Improvements to physical health; 

• Greater sense of overall control over one’s life; 

• Greater capacity for and interest in social, cultural and community engagement; 

• Improved ability to engage in and maintain paid or unpaid work. 

 

Research has found that maximising benefit income has a positive impact on the claimant’s 

health and well-being and their ability to engage in society and contribute to the local 

economy. For example increased local benefit levels can have a direct impact on the local 

economy and improve central government’s calculations (Formula Spending Share) of the 

Formula Grant to Local Authorities23. This is weighted to take into account certain proxy 

indicators of need. These indicators include the number of people receiving Income Support 

                                                      
19 Causes of Action: Civil Law and Social Justice. (2nd edition) 2006. Pascoe Pleasance. Legal Services 
Research Centre. Published by the LSC. p.60 
20 Bristol Debt Advice Centre Annual Review 2002-3. 
21 Unmet Demand for Citizens Advice Bureaux. Research Study for Citizens Advice. 2003/4. MORI 
Social Research Institute. 
22 Regeneration and Renewal: A Good Practice Guide for London Advice Agencies. April 2002. London 
Advice Services Allian 
23 For example, each Attendance Allowance award increases grant for services to older people by 
£1010. However, this may not translate directly into exact extra money because numerous other 
calculations are performed which can  
offset these gains. See www.local.communities.gov.uk/finance/0607/table3045/t3_r603.htm. 

The Legal Services Research Centre estimates that the cost of civil justice problems to

individuals, health and public services amounts to £13 billion over a 3 ½ year period.  
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and Attendance Allowance24.  

 

Other research25 conducted in Scotland found that one job is created for every £41,000 of 

benefit expenditure raised. The jobs created are also locally situated which further 

contributes to area-based regeneration strategies. 

 

3.6 A CHANGING NATIONAL CONTEXT  

3.6.1 FIXED FEES AND UNIFIED CONTRACTS 

From October 2007, the LSC introduced a system of fixed fees for civil Legal Aid, which 

includes one nationally fixed fee for each category of legal help. Once this fee has been 

exceeded, no further case work will be paid for unless it is seen as an ‘exceptional case’. 

There are concerns surrounding this limit, including that: 

• Some suppliers may avoid long, difficult and complex cases and clients; 

• Work may well be started and not finished; 

• Cases with language or mental health problems may not get the support they 

require due to additional resources they may require. 

 

The Advice Services Alliance26 believes that: 

 

“There is a real risk that the introduction of fixed fees will drive out some good suppliers 

who feel unable to deliver quality services within the fixed fees proposed, while retaining 

some high volume suppliers who may not be providing quality services.”27 

 

In April 2007, Steve Hynes, then Director of the Law Centres federation commented: 

“Some Law Centres say they can make fixed fees work, but it will mean doing less complex 

cases and less strategic work, such as legal education and campaigning. Others say it will 

mean cuts of up to 20% in real terms.”28 

 

                                                      
24 See Glossary for definition. 
25 Fraser of Allander Institute for Research on the Scottish Economy (2001 & 2003):Impact of Welfare 
Spending on the Glasgow Economy. University of Strathclyde. 
26 Advice Services Alliance – the national membership network of advice providers including Advice 
UK, Citizens Advice, Shelter, Age Concern. 
27 “Fixed Fees, Equality and Diversity: ASA Policy Paper. June 2007. 
28 Independent lawyer. April 2007. 
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3.6.2 COMMUNITY LEGAL ADVICE CENTRES 

In July 2005 the LSC published Making Legal Rights a Reality,29 a five-year strategy for the 

development of the Community Legal Service. A number of key points emerged from this 

strategy, including: 

 

• Recognition that many CLSPs have not delivered the evidence to identify local 

need; 

• Many people do not obtain legal advice and there is a need to improve early access 

to such advice; 

• Advice services should be provided in an integrated and seamless manner; 

• Services should be commissioned against agreed targets on access and the range of 

services on offer. 

 

The new LSC strategy introduced changes to legal services delivery that included the 

introduction of: 

 

• Fixed fees and unified contracts – a unified contract for both private and voluntary 

sector organisations, with nationally-limited fixed costs for legal aid casework. 

• ‘Integrated social welfare law services’, referred to as Community Legal Advice 

Centres (CLACs) and Community Legal Advice Networks(CLANs) 

 

The LSC say the changes are brought about to address the issue of ‘problem clusters’ and 

‘referral fatigue’ as identified in the 2006 research undertaken by the Legal Services 

Research Council30. It believes current provision is fragmented, with areas of law and 

locations being determined by service providers. Services are not being led by the client 

and that there is an absence of targeting of legal services to client groups or geographical 

areas.  

 

The LSC believes the solution is to develop a single legal entity to provide an access point 

for Social Welfare Law services from a central office, with outreach services in close 

contact with the community. 

                                                      
29 Making legal rights a reality. The LSC’s Strategy for the Community Legal Service. LSC. July 2005. 
30 “Causes of Action: Civil Law and Social Justice”. (2005). 2nd Edition. Pascoe Pleasance et al. Legal 
Services Research Centre. 
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In January 2007, the LSC wrote: “What are Community Legal Advice Centres? 

The centres will provide free, publicly-funded, face-to-face legal advice services to tackle 

civil justice issues at the earliest opportunity. Clients will be able to get help with their 

civil legal problems from one easily accessible source. The centres will also take strategic 

action to solve the causes of common problems and will play a role in educating people 

about their legal rights. Centres will be jointly funded by the Legal Services Commission 

(LSC) and the relevant Local Authority.” 

 

One single contract will be let to either one supplier or possibly a network of suppliers 

through an open tender process. The LSC vision is that services will be jointly commissioned 

with the Local Authority and other funders, ‘enabling us to maximise our combined buying 

spending power.’31 These ‘joint commissioners’ will develop the service specification which 

will define, among other things: 

• The number of clients to be given legal help in each category (New Matter Starts) 

• Spend per category of law 

• Priorities within the categories (e.g. homelessness or repairs in housing) 

• Priority client groups (age, ethnicity) 

• Case outcomes 

• Access and referral methods (e.g. opening hours, out-of-hours services, outreach). 

It will also include value-for-money criteria, access standards and key performance 

indicators. Each contract would be for a minimum period of three years. 

 

The early CLAC model envisaged delivery from one central location, but it has now been 

accepted that in many rural and urban areas this will not provide the ‘seamless and 

accessible’ services to minimise the need for referrals. With property prices at a premium 

and most Local Authorities seeking market rents – finding suitable accessible premises in 

most areas will be a challenge and clients are still likely to have to travel to access certain 

services. 

 

The LSC are currently exploring the concept of developing regional centres for areas of law 

including immigration, education and mental health. The LSC strategy in relation to 

immigration law spoke of ‘a network of national suppliers and the further use of dedicated 

contracts in some locations.’ A strategy paper on mental health and immigration are due as 

well as plans to contract for immigration advice. 

                                                      

31 Martin Seel. London Regional Director LSC, Tower Hamlets advice conference February 2007. 
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The original intention was to ‘pilot’ CLACs and CLANs, but this term has now dropped from 

use. An evaluation report on the first centres has been promised for the end of 2008. 

 

The CLACs are at various stages in development and only Gateshead is operational. This is 

jointly run by Gateshead CAB and Gateshead Law Centre and they are joined by three law 

firms. The CAB is the entry point for the CLAC. The centre brings together LSC and Local 

Authority funding to one centre which provides debt, housing, community care, 

employment, family law (including domestic violence and children in care) and welfare 

benefits. The CLAC is a separate legal company with Board members from both the CAB and 

Law Centre. Joint premises are being sought and the two organisations are considering 

merging. 

 

Leicester City Council and the LSC have recently awarded the tender for a CLAC in the city 

to the private sector – a joint operation between Howells and A4E group. Portsmouth CLAC 

is out for tender and Derby CLAC tender closed August but no announcement has been 

made. The LSC has announced plans to establish CLACs in Wakefield, East Riding and Hull. 

The target is to establish CLACs in 125 areas by 2013.   

 

3.7 COMMUNITY LEGAL ADVICE SERVICE AND MANCHESTER 

The Legal Services Commission (LSC) met with Manchester City Council and announced their 

interest in establishing a Community Legal Advice Service in the City. The LSC believe a 

more integrated model of legal and advice services and better co-ordination of advice 

services in the City would enable residents to have better access to multiple areas of law. 

The LSC want to see their resources targeted at ‘priority areas of law’ and ‘priority client 

groups’. These priorities would be agreed by the service commissioners (e.g. Legal Services 

Commission and Manchester City Council) in consultation with advice providers. The LSC 

priority is to target their funding at legal help and essential legal challenges.  

 

The LSC model for Manchester hope to work with the City Council to establish six district 

based services providing social welfare law services from general help to specialist help in 

five areas of law (debt, housing, welfare benefits, consumer and family law). A city wide 

approach should be taken to Employment and Community Care and they were unable to 

comment on the method by which immigration advice should be delivered. 
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3.8 COMMUNITY LEGAL ADVICE SERVICE MODEL 

There are significant concerns with the CLAS model and it does not acknowledge that 

currently many advice providers deliver advice in four or more areas of law – a ‘holistic’ 

approach to people’s legal problems. Other points of concern include: 

• The ‘model’  has not been piloted or evaluated 

• The LSC are promoting a very tight timetable of complete roll out by 2013 

• There appear to be no resources from LSC to develop the capacity for advice 

providers to participate in the consultation or tender process. 

• The model does not reflect how people access advice, in particular hard to reach 

communities e.g. neighbourhood advice, BME/Older peoples advice centres 

• There are no plans to consult with local communities  

• The joint commissioning process may result in local authorities contracting with 

private sector advice providers  

• There are few details of how legal advice on immigration, discrimination and 

mental health will be delivered 

• It is unclear how local authority advice services ‘fit’ with this model. 

 

The focus of the CLAS is on larger advice providers undertaking casework services and takes 

little account of the role of many community based or neighbourhood organisations that 

provide information, signposting and advice in one or more areas of social welfare law. 

 

Early outlines talked of early intervention and preventative work as well as public policy 

work but later tenders have little or no mention of this role for advice services. 

Consultation and engagement is crucial but not adequately built in to the process to date. 
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4 ADVICE NEED IN MANCHESTER 

In 2005 the Causes of Civil Action: Civil Law and Social Justice32 study found that the 

following groups of people are most likely to experience civil justice problems: 

• People with long-term health problems; 

• Lone parents; 

• Those living in rented or high-density accommodation; 

• The unemployed and those on very low incomes; 

• People aged between 25 and 44. 

 

Michael Bell Associates believe a number of factors will increase the need for advice and 

the resources needed to provide advice services and these include: 

• Ethnicity – there may be language barriers to accessing advice as well as 

immigration and asylum advice needs. 

• Housing – overcrowding, housing repossessions and homelessness have implications 

for resources allocated to housing advice. 

• Literacy - residents will need greater support to address legal and advice problems. 

 

4.1 DEMOGRAPHIC CONTEXT OF ADVICE NEED 

The recent State of the City statistical survey shows that Manchester is currently the UK’s 

fastest-growing city economically, with levels of investment second only to London and 

100,000 jobs to be created over the next ten years. In turn, changes are also taking place 

within the city of Manchester on a demographic level. This section looks at the current 

demographic context of advice need in Manchester, and also presents some projections of 

future changes in the demographic make-up of the city which may have significant 

implications for advice need in the future. 

 

4.1.1 AGE 

Across England as a whole, numbers of older people are rising with the number of people 

over pensionable age projected to increase from 11.4 million in 2006 to 15.2 million in 

2031. In Manchester however, the picture is slightly different, with numbers of over 50s 

falling as a percentage of the total population (although the population aged 85+ is 

projected to increase slightly). Government projections of the population of Manchester 

suggest that overall the population will grow by 5.7% by 2013, with large increases in the 

population aged 25-34. The percentage of older people in Manchester in 2001 was 13% of 

                                                      
32 see 4. 
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the population, 3% lower than that of the rest of the North West (16%) and across England 

(16%). However numbers of older elderly people from BME populations are increasing in 

Manchester. As of 2005, there were 60,600 people of pensionable age living in the City. 

 

The older people living in Manchester are amongst the poorest in the country, with issues 

of ill health and relatively low life expectancy. As a result there are significant challenges 

facing older owner-occupiers. The housing needs of Minority Ethnic elders will become an 

increasingly important issue over the next decade as well as implications for the future 

care and support needs of older people.33  

 

 

 

4.1.2 ETHNICITY 

The Manchester City Council area is approximately 115km², with an estimated population of 

442,000 as of 2006.34 According to mid-2003 ONS statistics, 79% of the population of the city 

of Manchester is White British and all ethnic minority groups living in Manchester make up the 

remaining 21% of the population, which is more than double the proportion nationally. 10% 

are estimated to be Asian or Asian British, 5% Black or Black British, 3% of mixed ethnicity 

and 3% are classed as ‘other’ ethnicity.35 

 

                                                      
33 Manchester City Region - Demand and Aspirations of Minority Ethnic communities Final Report, 
ECOTEC 2006 
34 Mid 2005 estimates, accessed at 
www.manchester.gov.uk/planning/studies/census/pdf/A2_2005_MYE_Summary.pdf 
(219,615 male; 221,596 female) 
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Of the 10% of Asian or Asian British population living in Manchester, 6% are of Pakistani origin, 

2% Indian, 1% Bangladeshi and 1% Other Asian. Of the 5% Black or Black British population, 

almost half (2.3%) of this population is of African Caribbean orientation and a further 2% are 

African. The greatest concentrations of the Black British, African and Caribbean population 

reside within the Hulme, Ardwick and Rusholme and Moss Side wards of the city of 

Manchester.36 Furthermore, minority ethnic groups are projected to increase to 29% by 

2011.37 

 

4.1.3 PEOPLE SUBJECT TO IMMIGRATION CONTROL 
There are a number of Manchester residents subject to immigration control. This will impact 

on and possibly limit their rights and entitlements to benefits, housing, education and training 

opportunities etc. Failure to advise people accurately can lead to penalties and possible 

deportation. There is a need to ensure accurate advice on all areas of law can be delivered to 

those subject to immigration control. 

 

4.1.4 EMPLOYMENT 

Like many other English regional cities, over the last 30 years Manchester has experienced a 

fundamental change in the structure of its economy. From the late 1960s onwards, its 

traditional manufacturing base went into decline, however at the same time the service 

sector has grown significantly. During this period approximately 100,000 manufacturing 

jobs were lost and a similar, if not greater number of service sector jobs have created. 

Manufacturing jobs now account for about 15% of the total workforce, compared to about 

40% in 1965, and for service sector jobs more or less the reverse trend has occurred. There 

has also been a shift in the geographic and demographic distribution of jobs, together with 

a shift in patterns of work: 

• Increase in women joining the labour force 

• Trends towards work becoming more casual in nature, through the creation of more 

part-time employment and temporary contracts  

• Creation of jobs in banking, financial services and retail sectors 'out of town'. 

 

4.1.5 LITERACY 

Research shows that people with low literacy skills do not fare as well as people with 

higher level skill levels across a range of indicators and disadvantage decreases as skills 

increase. It is strongly related to other aspects of exclusion, including poor health, low 

                                                                                                                                                        
35 ONS mid-2003 experimental statistics, sources from www.manchester.gov.uk 
36 ONS mid-2003 experimental statistics, sources from www.manchester.gov.uk 
37 Better Lives: A strategy to Promote Social Inclusion through Adult Social Care in Manchester, page 
22 
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earnings and unemployment. Men with low skill levels are over-represented in prison and 

mental health problems amongst women with low skill levels are five times higher than 

women with higher skill levels.38  In Manchester, literacy and numeracy rates are both 

lower than the national average, at 81% for literacy and 61% for numeracy compared to the 

national average of 85% and 79% respectively. 

 

4.1.6 UNEMPLOYMENT 

As of May 2007, Manchester had an unemployment rate of 3.8%, higher than that of the rest 

of the North West (2.6%) and the United Kingdom (2.4%). 67% of the population is of 

working age,39 however 73% of the population lives in low value properties.40  Worklessness 

rates have been steady over the last two years at 26.4% however this is over twice the 

national average of 12.6% in 2004.41 One third (100,000) of Manchester’s working age 

population is economically inactive overall. In October 2006, 11,702 people claimed 

unemployment related benefit, which equates to 4% of the resident working population 

compared with a rate of 2.5% nationally.42 

 

Recent research on financial exclusion commissioned by Manchester Advice43 found that 

23% of those surveyed had an income of less than £120 per week, whilst 54% had an income 

of less than £200 per week. Over 55% of households surveyed in these areas were workless. 

 

4.1.7 PHYSICAL HEALTH 

According to the 2001 census, two thirds (65%) of the population are estimated to be in 

good health (compared to 69% nationally), while 23% are considered to have only ‘fairly 

good’ health (22% nationally) and 12% are estimated to be not in good health (compared to 

9% nationally).44 Almost 1 in 4 (22%) of the population have a limiting long-term illness, 4% 

higher than the national average of 18%. The life expectancy of residents living in 

Manchester is lower than the national average as well as the North West region; in fact for 

men it is the worst in the country and for women it is 4th worst. 2001-2005 estimates show 

the life expectancy for males as 73 years, compared to 75 in the North West and 77 for the 

national average. Similarly, female life expectancy in Manchester is 78 years, compared 

                                                      
38 Better Lives Report, page 23 
39 297,300. ONS midyear population estimates accessed at www.nomisweb.co.uk 
40 http://news.bbc.co.uk/1/hi/uk/839096.stm 
41 http://www.manchester.gov.uk/planning/development/sustainability/table2.htm 
42 Better Lives Report, page 24 
43 Financial exclusion in Manchester, Community Finance Solutions at University of Salford 2006. 
44 ONS, accessed at 
http://neighbourhood.statistics.gov.uk/dissemination/LeadTableView.do?a=3&b=276778&c=Manchest
er&d=13&e=16&g=351271&i=1001x1003x1004&m=0&enc=1&dsFamilyId=97 
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with 80 in the North West and 81 across England.45  

 

4.1.8 MENTAL HEALTH 

ONS statistics 2001-2006 show that (13%) of Manchester’s residents claimed incapacity 

benefit compared with 7% nationally. 60% are male and 40% of claimants are female. 

Almost half (48%) state the medical reason for claiming this benefit relates to mental 

disorders.46 Adults with mental health problems are one of the most excluded groups in 

society, with the lowest employment rate of any of the main groups of disabled people.  

 

Research has estimated that approximately 3,000 Manchester residents suffer severe and 

enduring mental health problems, such as schizophrenia, which translates in a much higher 

than national average prevalence rate of 1 in 120. Depression, anxiety and phobias, usually 

categorised as mild to moderate mental health problems can affect up to 1 in 6 of the 

population over their lifetime. Most recent figures published in the Manchester Public 

Health Annual Report put the ratio at 1 in 3.47 Furthermore, a recent survey of carers in 

Manchester showed that over 50% of carers were likely to have some sort of mental health 

problem if providing substantial care. 

 

The city of Manchester has a higher than average rate of teenage pregnancies compared 

with the North West region and the national average. In Manchester the rate is 65 per 

1,000, compared with 45 per 1,000 in the North West and 41 per 1,000 across England.48 

The mortality rate in Manchester as of 2003-200549 is also higher than the national average; 

1 in 840 per 100,000 of population compared with 634 nationally. 

 

4.1.9 HOUSING 

42% of households are owner-occupied compared with the national average of 69%.50 16% 

are owned outright. 29% of households are rented from the council and 11% rented from a 

Housing Association. Continuing high numbers of people are presenting themselves to the 

council as homeless and increasingly these are single people. The city comprises a 

                                                      
45 ONS Stats, accessed at 
http://neighbourhood.statistics.gov.uk/dissemination/LeadTableView.do?a=3&b=276778&c=manchest
er&d=13&e=6&g=351271&i=1001x1003x1004&m=0&enc=1&dsFamilyId=937 
46 ONS accessed at 
http://neighbourhood.statistics.gov.uk/dissemination/LeadKeyFigures.do?a=3&b=276778&c=manchest
er&d=13&e=16&g=351271&i=1001x1003x1004&m=0&enc=1 
47 Better Lives document, page 16 
48 ONS data 1998-2004 accessed at 
http://neighbourhood.statistics.gov.uk/dissemination/LeadTableView.do?a=3&b=276778&c=manchest
er&d=13&e=6&g=351271&i=1001x1003x1004&m=0&enc=1&dsFamilyId=1340 
49 http://www.manchester.gov.uk/health/jhu/intelligence/city.htm 
50 17% owned outright, 24% owned with a mortgage and 1% have shared ownership 
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patchwork of affluent as well as deprived neighbourhoods; there are extremes of wealth 

and poverty displaced throughout Manchester. 5% of households belong to single parents 

with dependent children (18,709), 2% higher than the national average. According to the 

2001 Census, of the 167,451 households in Manchester, 48% (80,018) do not own a car or 

van, compared to 28% nationally. In April 2006, 47% of homes in the city were still 

categorised as not meeting the government’s Decent Homes Standard.51 The percentage of 

households accepted as homeless in Manchester is over double the national average, at 1.7 

per 1000 households compared with 0.8 per 1000 in England and Wales.52 Furthermore, 

nationally 14% of people who ask for help because they are homeless do so because of 

domestic violence whereas in Manchester this figure is 20%. 

 

4.2 FUEL POVERTY IN MANCHESTER 

Recent rises in utility prices and the probable continued high level of these costs make this 

an increasingly significant factor in local poverty and a continuing major cause of 

premature death, particularly in winter. 

 

 

 

 

 

 

 

 

 

The indicator throws Manchester’s fuel poverty into stark relief. Just over 34% of the City’s 

households can be expected to experience fuel poverty. Almost two thirds of wards are in 

the most impoverished 5% of wards nationally and all but 5 wards are in the worst 10%. ( 

For further details see Appendix xxx) 

  

4.3 DEPRIVATION IN MANCHESTER 

Although the city’s population is growing and becoming more diverse, 60% of Manchester 

people are still living in some of the UK’s most deprived areas. There are many people not 

working because of unemployment or incapacity. Many city residents have poor health and 

die earlier than other parts of the UK. Parts of Manchester hold some of the highest 

concentrations of deprivation and social exclusion in England and the city as a whole is 

                                                      
51 Corporate Plan 2007: Best value performance indicator supplement. Manchester City Council, 2006. 
52 Department of Communities and Local Government, December 2006. 

Fuel Poverty Definition 

“You are in fuel poverty if you cannot heat the room in which you live  
to 21C for 13 hours a day and 14C for the other 11 hours at a cost of no more  

than 10% of your income.” 
 

The Government are pledged to eradicate fuel poverty by 2016. The feasibility of this
will be greatly affected by long term energy cost trends. 
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ranked as the third most deprived city in the country. 

According to the Index of Multiple Deprivation (IMD) 2004, the second most deprived SOA in 

England falls in Harpurhey ward in Manchester. Furthermore, Manchester's worst 21 SOAs fall 

into the top 100 most deprived SOAs in England, which are located in North and Central 

Manchester.  

 

 

 

An initial comparative analysis of deprivation in Manchester on a lower layer super output 

area level indicates that the worst 21 SOAs in Manchester fall into the worst 100 in England. 

Furthermore: 

• 46 (18% or almost 1 in five) fall into the worst 1% in England; 

• 107 (41% or over 2 out of five) fall into the worst 5%; 

• 155 (60% or almost 3 in five) fall into the worst 10%; 
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• 186 (72%) fall into the worst 20%; 

• 220 (85% or over 4 out of five) are in the worst 30%; 

• 244 (94%) are in the worst 40%; 

• 251 (97%) are in the worst 50%; 

• No SOA in Manchester is in the best 80% in England. 

 

The worst 21 SOAs in Manchester that fall into the worst 100 in England are:53 

 

Ward SOA IMD Rank  
(1 = Worst in 
England) 

Rank in Manchester 

Harpurhey E01005204 
E01005203 
E01005202 
E01005205 

2nd  
5th  
9th  
21st 

1 
3 
5 
9 

Miles Platting and
Newton Heath  

E01005133 
E01005129 
E01005130 
E01005257 

4th  
30th  
44th  
75th 

2 
11 
13 
18 

Bradford E01005106 
E01005108 
E01005095 

11th  

12th  

43rd 

6 

7 

12 

Ardwick E01005067 
E01005065 

6th  
59th  

4 
15 

Moss Side E01005240 
E01005243 

20th  
99th  

8 
21 

Cheetham E01005142 
E01005144 

73rd    
95th 

17 
20 

Moston   E01005228 24th  10 

Ancoats and Clayton E01005095 43rd  14 

Gorton North E01005201 67th 16 

Hulme   E01005241 81st  19 

 

                                                      
53 Out of 32,482 SOAs in England, taken from the Index of Multiple Deprivation 2004 
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4.4 ADVICE NEED INDICATORS 

Quantifying the advice needs of local residents is a complex and difficult task. There is a 

wide breadth of legal issues encountered by different people and the nature of legal 

problems means these issues are often intertwined. In addition, different sections of the 

population experience different types of problems and respond to them in different ways. 

 

The following is a summary of key features of Manchester that will have a bearing on the 

need for advice services. These have been identified through: 

• Desk-based research 

• Collation and analysis of local data including the Index of Multiple Deprivation  

• Consultation with local advice providers, community organisations, public sector 

staff and Councillors on local needs. 

 

The table overleaf summarises these indicators and their implications for Manchester. 
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MANCHESTER ADVICE NEED INDICATORS Impact Implications for Advice Need 

ETHNICITY 
BME Population compared to nationally 79% White (90% nationally) 
- 10% Asian / Asian British (5% nationally) 
- 5% Black / Black British (3% nationally) 
- 3% Mixed (1% nationally) 
- 3% Chinese or Other (1% nationally) 
Some of the Asian Languages spoken - Arabic, Bangla, Bosnian, 
Chinese, Gujarati, Kutchi, Somali, Urdu, Punjabi, Sylheti,  
Vietnamese 
Asylum seekers in city - 1085 in NASS accommodation in 2006 
Refugees in city - estimate 20,000 in 2005 

 
This is likely to be an under-reflection of the City’s 
black and minority ethnic community and little 
information is available on accession eight 
countries. 

Community access issues 
Language barriers in accessing 
advice 
Immigration/asylum advice 
General social welfare issues 

TRANSPORT 
Household ownership of car compared to national average - 48% 
do not own a car compared to 28% nationally. 

The percentage of households not owning a car is 
significantly higher than the national average, 
especially in the most deprived wards in 
Manchester. 

Accessibility of services for 
those limited to public 
transport 
Access implications from lack 
of access to transport in areas 
oh highest deprivation where 
need for advice is 
traditionally high 

POPULATION 
Mean age compared to national - 35 years (38 years nationally) 
Single parent families compared to national – 5% of households (3% 
nationally) 
% of older people compared to national – 13% compared to 16% 
nationally 

 

The general population is increasing over the last 
few years after decades of decline. 
 

Advice needs of lone parents 
Older persons’ welfare 
benefits and associated issues  
Issues of community care 

HEALTH 
Mortality rate – 840 per 100,000 compared with 634 nationally. 
Disability and limiting illness – 30,320 8% claim disability living 
allowance compared to 4.6% nationally; almost twice national 
average 

The health of Manchester's residents is amongst the 
worst in the country. Life expectancy is increasing, 
but is still under the rest of the country (especially 
for men, whose average life span is four years less 
than the national figure). Mortality rates are 

General welfare issues 
Advice needs of people with 
disabilities 
Ensuring services are 
accessible to people with 
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Health ‘not good’ - 12% (9% nationally) 
Long term illness 22% (18% nationally) 
Teenage pregnancy rate compared to national – 65 per 1,000 
compared to 41 per 1,000 nationally 

considerably higher, and the suicide rate is the 
highest in the country, reflecting deprivation, 
living environment and life style. 

disabilities 

HOUSING & ACCOMMODATION 
1. Overcrowding: 11% compared to 7% nationally 

Tenure % council, RSL, private - council 29%, 13% nationally 
RSL 11%, 6% nationally. Privately owned 42%; 69% nationally 
Families in temporary accommodation 
Statutory Homelessness – 7.7% same as national average (7.8%) 
(2000-2005) 

The proportion of council-owned housing in the 
city which meets the "decency standard" is still 
above the national average, though falling 
steadily. Whilst the figures for homeless families 
accommodated by the council are higher than the 
national average, the numbers "sleeping rough" are 
small, and continuing to reduce over time. 

Housing advice needs 
General issues of social 
welfare 
Housing and homelessness 
advice needs 
Community care 
Family advice needs 

WORK & ECONOMIC ACTIVITY 
Income Support % compared to national – 15.2% (august 2005) 
compared to 6.2% nationally. Highest in the country followed by 
Hackney 14.6%, Knowsley, 14.3% and Liverpool 14.1%.  
70% of working age economically active compared to 78% across 
England and Wales 
% permanently sick and disabled – 12% of working age claiming 
incapacity benefit or severe disablement allowance in May 2006 
(compared to 7% nationally) 
Unemployment rate - 3.8%. North West 2.6%, UK 2.4% (2007) 
Incapacity claim rate – 13% compared to 7% nationally (2004) 
Income support claim rate – 9% compared to 4% nationally (2001) 
NEET rate - young people not in education or training – higher 
than the national average 13% compared to 8% in 2004 

Despite the extent of deprivation, indicated by 
much of the social data, the underlying strength of 
the city's economy is apparent in the Gross Added 
Value data. Unfortunately there are no data for 
Manchester itself, the lowest available level being 
Greater Manchester South, which also includes 
Salford, Trafford, Stockport and Tameside. The 
rate for this wider area is above the national 
average and is steady, with minor yearly 
fluctuations. 

Advice needs of people with 
disabilities, e.g. welfare and 
community care issues 
Employment advice services 
securing sustainable 
employment 

CRIME 
Victims of crime 

All of the key crime indicators (burglary, vehicle 
crime, and robbery) show recorded crime levels to 
be considerably higher than the national average. 
A relatively small proportion of residents feel safe 
walking alone at night. 
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5 ADVICE PROVISION IN MANCHESTER 

5.1 INTRODUCTION 

Manchester City Council commissioned this review of legal and advice services in the city to 

critically review existing arrangement for the delivery of advice services in Manchester. It 

required an examination of the range of types of advice provided in Manchester by a 

number of different providers.  The Consultancy Brief identified organisations to be 

included and the focus was on those funded primarily to deliver a legal and advice service. 

 

5.2 METHODOLOGY 

As part of our fieldwork the twelve voluntary sector agencies were visited to gather key 

information about how agencies were funded, how they operated as well as their outputs 

and outcomes and overall picture of the challenges faced by them. Advice providers 

participated in two workshops and the Review Advisory Group was used to identify issues 

and test findings. Some interviews were undertaken with some regional providers and 

Manchester Advice staff. 

 

5.2.1 DATA & MONITORING INFORMATION 

The section includes limited data on agency outputs (such as client enquiries and casework) 

and some information on funding. There has been limited comparative analysis of agency 

outputs, performance and outcomes for the following reasons: 

 

• There are huge discrepancies between the sorts of data being recorded across the 

different advice agencies (including Manchester Advice).  

• The data captured does not accurately reflect the different resources or inputs of 

each agency in the form of funding and capacity. This will significantly affect the 

number of advisers and therefore number of cases and enquiries dealt with. 

• Outputs differ depending on the level of advice being delivered. More complex 

specialist cases will take longer, involving complex legal challenges, advocacy court 

or tribunal work. Also information and signposting enquiries will be much less time 

intensive. In addition, more experienced advisers are likely to deal with enquiries 

in a shorter time than a volunteer or less experienced adviser who may require 

greater support and supervision from an agency. 

• Some agencies are currently recording every contact (including telephone as well as 

face to face). On the other hand, some agencies are not recording their telephone 

enquiries.  For casework, most agencies only record each legal issue dealt with, not 

the numerous interviews, telephone conversations or representation that would be 
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involved with each case.  

 

The data collated also does not enable effective value for money or case-cost comparative 

analysis. Income may vary significantly and so does expenditure on staffing, management 

costs and overheads. For example: 

 

• Manchester Advice receive significant support services from the City Council 

including rent and premises management, human resources and financial 

management, strategic management and governance and IT support. The value of 

these and other support services cannot be accurately costed. 

• Voluntary sector agencies may use volunteers to deliver services and whilst 

volunteers may not incur salaries, they do cost in expenses, support and 

supervision.  

• Some agencies pay market rent, however some pay no rent. 

• Staff costs and pensions vary between agencies. Some have little or no pensions 

and lower salary levels. Agencies employing more experienced advisers and 

solicitors will have higher salary costs.  

 

5.3 VOLUNTARY SECTOR ADVICE ORGANISATIONS 

Voluntary sector advice organisations provide free independent and impartial advice 

services, arranging from general help to advocacy and representation at court and 

tribunals. Each organisation is separately constituted with governance provided by a Board 

of Trustees.  

 

For three of the above organisations (MIND, One Parent Families and the Pakistani Resource 

Centre), social welfare law advice is just one of a number of services provided and the 

funding figure above is the funding for the advice service only.  For more information on 

funding of advice services in Manchester, please see Section Five below.  

 

Most of the voluntary sector agencies reported a number common problems impacting on 

service delivery:  

 

• Rising costs (salaries, rent etc) and difficulties securing funding to support and 

develop services;  

• The absence of an effective referral system between advice providers and failure 

to co-ordinate advice service delivery. 

•  Finding suitable, accessible affordable premises;  
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• Managing often overwhelming demand for advice services from vulnerable members 

of the community mostly unable to take act for themselves. 

• The demise of the Community Legal Services Partnership has left no forum for the 

strategic planning of advice service delivery in the city between all providers. 

• The current monitoring requirements are poorly understood by some agencies and 

not seen as effective or useful by many advice providers. 

• The new LSC Contract and the plans to introduce Community Legal Advice Services 

are causing concern and uncertainty. 

• The Council Tax debt enforcement policy has caused an increase in the number of 

people seeking debt advice. 

• Funding streams encourage a focus on casework and agencies find it difficult to 

contribute to social policy work that they know will be more successful in bringing 

about strategic change. 

• Agencies are grateful for the grant funding support from Manchester City Council. 

 

Organisation Funding from 

Manchester Advice Adult 

Social Care Department  

2007/8 

Organisations 

Total Income 

Advice and Community Resource Centre £80,839 £161,462 

Cheetham Hill Advice Centre £80,839 £170,973 

Greater Manchester Immigration Aid Unit £121,221 £417,912 

Manchester Citizens Advice Bureaux £654,368 £1,173,011 

Miles Platting Advice Centre £80,839 £80,839 

Mind in Manchester £14,207 £14,207 

North Manchester Law Centre £80,336 £262,337 

One Parent Families Manchester £35,662 £35,622 

Pakistani Resource Centre £32,858 £32,858 

South Manchester Law Centre £194,000 £467,500 

Wythenshawe Law Centre £131,288 £287,156 

Women’s Domestic Violence Helpline £43,860 £56,583 

Total £1,550,278 £3,158,791 

 


