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Strategic Development Unit

Identifying the effects of advocacy involvement: Realising positive outcomes

Report on the results of a telephone survey undertaken December 2007- January 2008

1. Background

The Commission for Social Care Inspection (CSCI) has recently changed to using National Minimum Standards (NMS) in an outcomes focussed way to assess services by reporting on the experiences of people using services.  
There are 7 outcome domains identified by the CSCI as necessary for Lancashire County Council (and any services it funds) to demonstrate achievement against.  These are:
· improving health and emotional well-being;

· improved quality of life;

· making a positive contribution;

· increased choice and control;

· freedom from discrimination;

· economic well-being; and

· maintaining personal dignity and respect.

2. Rationale

Following on from discussions with the managers of the advocacy projects within Lancashire, it was decided that conducting a telephone survey to concentrate on gathering evidence from people who have directly accessed advocacy services would satisfactorily provide evidence against the 7 outcomes contained within the new outcomes framework.

Each of the advocacy project managers (6 in total) were asked to provide contact details for at least 10 former clients (or carers of former clients), checking first that they gave their permission for their contact details to be shared with a third party and consented to taking part in the survey.
During the course of each telephone interview, the ethnicity of each person was documented and it seems that there were no people from a black or minority ethnic background who took part in the survey although it was not possible to ascertain ethnicity in all cases.

In total, 53 former advocacy clients/carers consented to taking part in the survey, which can be broken down by advocacy project as follows:
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The survey was conducted over a 6 week period and 40 questionnaires were successfully completed (including 4 which were completed via correspondence).  This represents a 75% uptake which is noteworthy considering a large number of people only access advocacy services in times of distress and would rather not revisit the circumstances.  
Lancaster Advocacy had 15 clients out of a maximum of 16 complete the questionnaire which is an uptake of 94%, the highest out of all of the 6 advocacy projects.
Thirteen former clients were unable to take part in the survey.  Details of the reasons why can be found on page 10-11 of this report.

3. Questionnaire Results

There were 10 questions in total which compiled the questionnaire all based on the 7 outcomes (see appendix 1).  However, the wording of the questions was adapted depending on how each telephone conversation progressed.

Although the majority of questions simply required a “yes” or “no” answer, each person was asked why they had engaged the help of an advocate and there were a wide variety of motives (see chart below).
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a) Improving health and emotional well-being
Everyone who was contacted was asked if they felt the support they received from their advocate had benefitted their health and emotional well-being.  Ninety percent felt it had.
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Many people felt the support of their advocate was a relief and “lifted a weight off their shoulders”.  One person said the support they had received had positively affected their mental health whilst another person said it was comforting to know help was available.  Two former clients said their advocate liaised with other agencies for them and signposted them to other available support very successfully.
Of the 10% who answered “no” to this question, 2 people were still experiencing difficulties, one person appreciated the support they had received but didn’t feel it had impacted positively on their health and well-being and one person did not substantiate their answer.

b) Increased choice and control

Almost everyone felt their advocate gave them enough information and the opportunity to make their own decisions.  
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One carer felt the advocacy support offered to her sister had empowered her and allowed her to make choices.  Another former client needed information on Direct Payments before she could make an informed decision about whether this option was suitable for her and her advocate obtained all the relevant information she needed.

Although Chorley & South Ribble Advocacy could not provide financial advice and assistance to one former client, an advocate there did make initial contact with other organisations on the client’s behalf which allowed them to get the information they needed.

Only one gentleman (a former client of East Lancs Advocacy) felt their advocate had only acted as a “go-between” and refrained from giving any opinions.  However, this could simply be an example of one person misinterpreting the role of an advocate.

c) Improved quality of life
Not everyone who was asked this question felt it was relevant to them so over a quarter of those asked felt it was not applicable to answer it.
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The majority of those asked felt they were better equipped to live independently and that their quality of life had been improved as a consequence of the support they had received from their advocate.  
One person felt more confident using the stairs and the shower; one person said their depression had lifted and they felt more content; another person said they now felt better equipped to deal with professionals; one person’s advocate helped them to have their home adapted so they could continue living alone; another person’s wife was able to return to work assured that her husband could be left alone; and a carer of a person with learning disabilities was able to leave her sister with others carers for short periods as she knew they could contact her advocate for help and support at any time.
Only 2 people felt they hadn’t benefitted in this way from the support of their advocate: one refrained from substantiating their answer; and the other former client is involved in an active complaint against social services so is not in a position to reflect as of yet.

A further question asked people about their feelings of safety and security.
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Over three quarters of those asked felt the support they had received from their advocate had improved their feelings of safety and security.  One gentleman felt reassured that he knew he could contact his local advocacy project for information whenever he needed it; another gentleman said he felt that he would be able to self-advocate in the future without fear of being discriminated against; the mother of a child with Down’s Syndrome stated her daughter felt much safer than she had done for years and that consequently she also felt more secure; and another lady listed how, thanks to her advocate, her home had been installed with many safety devices which allowed her to live free from fear of injuring herself. 
d) Making a positive contribution
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One third of those asked felt this question was not applicable to them.  There were a couple of reasons why people answered in this way including stating that their disabilities made accessing the community impossible and one lady said she was working up to feeling confident enough to participate in community events but that this was not applicable at the moment.

Over half of those asked felt the support from their advocate had allowed them to positively contribute to, or continue positively contributing to, the community.  One mother who cared for her disabled son was able to continue working part-time; two gentlemen had begun to volunteer; a third gentleman had been able to become his mother’s main carer; one lady had joined a support group and felt less isolated;  and another lady would like to become an advocate in the future.
Only one person who answered “no” to this question gave a reason – they felt that due to their caring commitments they were unable to get involved in activities away from the home.
e) Economic well-being
Over two thirds of those who answered this question did not feel it was applicable to them mainly as a lot of the people who participated in the survey had a disability which prevented them from working.
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Over one fifth felt their economic well-being had improved as a result of the support they had received from their advocate.  Many were signposted to organisations which could give them advice on benefit entitlement; one carer felt that she would like to train and become employed as an advocate in the future and another carer answered that, due to the help she had received from her advocate, she was able to obtain more financial support for her daughter.
f) Maintaining personal dignity and respect and freedom from discrimination
Everyone who participated in the telephone survey felt they had been treated with dignity and respect by their advocates.  One former client felt their advocate showed them much more respect than they had ever been offered by social services, health or education staff.  Another former client stated that their advocate was sympathetic but professional, non-judgemental and informative but not “pushy”.
A lady who had accessed the services at Preston Advocacy felt her advocate had offered her friendship and she was so appreciative of the help she had received that she made a small donation to the project.

Another lady felt her advocate was “a very good listener”.

Suggestions for Improvement
All of the former advocacy clients who took part in the survey were asked if they thought the advocacy project they had used could make any improvements.  
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Several former clients thought that advocacy projects needed to better publicise the help and support on offer as many only found out about advocacy through word-of-mouth or just by chance.  Very few people recalled ever having seen any written information on the advocacy projects.
Two former clients expressed concerns that there was not enough funding available for the advocacy projects to invest in more staff which they felt was important as the projects they had accessed seemed very busy.

One gentleman made a comment about a particular advocacy worker who had ignored him when they were visiting another client who lived at the same address.  He felt this was rude but it could merely be an act of professionalism to protect the confidentiality of the other client.

One person said she had found it difficult to get through to her advocate on the telephone but that there was the facility to leave a voicemail which was always responded to promptly.  Finally, one former client felt she would prefer it if her advocate was able to give her financial advice.

Many of those who participated in the telephone survey went on to make some very positive comments about their experiences of advocacy support.




Constraints
It was not possible to complete questionnaires with the remaining 13 former clients for the following reasons:
Advocacy West Lancs

One of the former clients was a lady with dementia and, although she had indicated at some point that she would like to take part in the survey, on the day of the telephone call she was particularly confused making completion of the questionnaire impossible.
Another former client could only be contacted during one of his frequent visits to the Advocacy West Lancs office but, when contact was attempted on the pre-arranged day, he had failed to arrive at the office and subsequent attempts at contact were unsuccessful.

Chorley & South Ribble Advocacy

Six out of the 8 former clients indicated that they would prefer to complete the questionnaire at home and send it back via post.  Two questionnaires have never been returned.  The remaining client who indicated he would like to take part has been impossible to contact via telephone despite several attempts.
East Lancs Advocacy
There were 5 former clients who consented to be contacted to complete the questionnaire over the telephone.  It was impossible to reach one lady as each time contact was attempted her mobile phone was switched off and another lady, although she answered the phone, was extremely difficult to communicate with resulting in the call being terminated.

Lancaster Advocacy

Although almost everyone who was contacted completed the questionnaire over the telephone, a voicemail was left for the remaining 1 former client who consented to take part but, as of yet, no return contact has been made.
N-Compass

There were 4 former clients who could not complete the telephone questionnaire.  Two had a learning disability and their carers felt unable to answer on their behalf.  One gentleman did not remember ever having had any contact with N-Compass and a lady, although she answered the voicemail that was left for her, eventually declined to take part.
Preston Advocacy

There was only one former client who could not be contacted and, although several messages were left for him with the staff at the day centre he regularly attended, he failed to make contact.
Conclusion
The evidence collected during the course of this telephone survey overwhelmingly suggests that the advocacy projects are improving the health, emotional well-being and quality of life of the people of Lancashire.  Furthermore, the support provided by the advocacy projects has equipped the people who use their services with the information to make their own decisions and to become better equipped to live independently with increased feelings of safety and security.
However, the advocacy support provided has had less of an impact on enabling people to make a positive contribution to the community and on people's economic well-being.  One way of addressing this could be to encourage greater links between the advocacy projects and Welfare Rights to ensure, where appropriate, people are signposted on for financial or benefits advice.
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“Always at the end of the phone”.





Former client of Preston Advocacy








“N-Compass is accessible – I can walk to the office and call in any time”.








“Without the support of my advocate I wouldn’t have escalated my complaint to the Healthcare Commission”.





Former client of Lancaster Advocacy








“Lancaster Advocacy absolutely wonderful...more of this type of service should be available”.





“Advocate was a tremendous support in my battle with the NHS”.





Former client of Advocacy West Lancs








“I would recommend Chorley & South Ribble Advocacy to anyone and would love to become an advocate in the future”.








“Really wonderful and invaluable”.





Former client of East Lancs Advocacy
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