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SECTION 1.0
KEY PRIORITIES

1.1 Mission Statement

TAN is a quality assured infrastructure organisation which aims to support the advice and information sector in Torbay through signposting services, multi-agency training, volunteer brokerage, lobbying, strategic and developmental work.  TAN will collect,  collate, monitor and report on the advice and information sector in Torbay identifying gaps in service provision, staff, training and other resources and will support joint working initiatives. 

In support of the above Torbay Advice Network will strive to become the natural choice for local people when they need information and/or advice. It will strive to become a centre of excellence noted for customer service, for going that extra mile.  

TAN will aim to be a market leader, at the forefront of new and innovative service delivery within Torbay.  

TAN will epitomise strong partnership working and ensure equitable resources across the TAN community.

1.2 TAN Priorities

TAN was set up to implement the recommendations of the Advice Strategy (2006) around Quality, Training, Access, Monitoring, Volunteer recruitment, Strategic Voice and the provision of an Advice Centre. 
The main priorities today are to:

1. Deliver multi-agency training at basic, skilled advisor and legal advisor levels 

2. Monitor the sector and use the information to develop the TAN community

3. Increase the Strategic Voice of the sector as a whole

4. Increase Quality Standards

5. Develop membership standards, criteria and participation

6. Attract new volunteers to TAN and the sector 
Future priorities dependent on funding are to:

1. Develop single points of entry via an advice hub, telephone signposting line and web portal

1.3 Linkages to other Plans and Partner Organisations 

Torbay Advice Network links with aims of the Local Strategic Plan, the Community Plan, joint commissioning of services, the Local Area Agreement, the Legal Services Commission’s Making Right A Reality Plan, Torbay Council’s Housing Strategy, Torbay Adult Learning and Skills Network plan, the Senior Citizens Forum, the Older Persons Strategy, the Torbay Development Agency’s Volunteer Involvement Plan, the Citizens Advice Bureau Access Strategy, the Social Enterprise Network plan, the Community Banking Partnership’s Development Plan and the Advice Strategy for Torbay.
Torbay Advice Network and its links to the Community Plan for Torbay and Torbay Council’s Corporate Plan


In support of these we aim to achieve the following key objectives: -

	What we are trying to achieve (Outcomes and Impacts)
	Key priority of the ‘wheel’

	Increase number of volunteers
	Stronger Communities, Pride, Learning & New Economy 

	Increase satisfaction with public services 
	Stronger Communities, Pride

	Increase feelings of community cohesion 
	Stronger Communities, Pride

	Increase uptake of benefits
	Stronger Communities, New Economy

	Encourage career progression through volunteering into full time employment
	Stronger Communities, Pride, Learning & New Economy

	Encourage older people to contribute to their communities and increase their feelings of wellbeing and being valued
	Stronger Communities, Pride, Learning & New Economy

	Provide locally based training opportunities
	Stronger Communities, Pride, Learning & New Economy

	Increase partnership working
	Stronger Communities, Pride, Learning & New Economy

	Reduction in waiting times to see specialist advisors
	Stronger Communities & New Economy

	Improved access to services
	Stronger Communities, Pride & New Economy

	Ensure an easy route into the sector for everyone but particularly for those hard to reach groups and those who simply don’t know where to go to get help when they need it
	Stronger Communities

	Build a fully inclusive, easily accessible, environmentally friendly advice centre
	Stronger Communities, Pride, Learning & New Economy including regenerating the railway station in Paignton, providing a town centre/square community focus

	Increase number of people visiting libraries and advice centres
	Stronger Communities, Pride, Learning 


1.4
Equalities

Torbay Advice Network will set and monitor standards for member agencies by:

· Making equalities central to Quality Marking

· Raising awareness via the multi-agency training programme

· Promoting the use of accessible media 

· Supporting organisation where appropriate to improve access to their services.


TAN as an organisation will:

· The Directors of TAN and the advisory group will ensure that TAN meets all its legal requirements in terms of equality and diversity.

· Assist in the promotion of the Benefits take up campaign as part of the community prosperity project programme. 
SECTION 2.0
A PICTURE OF TAN

2.1
People – Staffing 

	Service Area
	FTEs 2007/08

Budget
	FTEs 2008/09

Budget
	FTEs 2009/10

Budget

	Manager
	29639
	30528
	31444

	Administration
	
	20000
	20000

	Totals
	
	50528
	51444


2.2
Property – Where services are delivered from

	Service Area
	Location of Offices
	Public Access? Opening Times

	Room G9
	Torquay Town Hall
	No

	Paignton Community Library Hub
	Station Lane – Paignton
	Yes – to be confirmed



SECTION 3.0
Demand for Services

The need for the Torbay Advice Network services has been illustrated through the commissioning of an Advice Strategy for Torbay by the Health & Social Care Partnership Committee (March 2005). This strategy highlighted the lack of a "joined-up" approach to the provision of quality assured Advice and Information at both a local level and a strategic level. The strategy has been formulated over the last 2 years and has involved over 160 interviews with stakeholders and providers, consultations and "mapping" of existing provision.  

Demand was highlighted by

· The Older Persons Lead at Torbay Council has identified, with public sector partners and citizens groups, the need for the provision of a single gateway to provide Older People, their carers, healthcare staff, GP's and support workers, including Occupational Therapists, Library staff and sports & leisure organisers, with an easily accessible "one-stop" information service.  
· The number of people in receipt of state benefits is high in Torbay with 25.6% in receipt of Housing Benefit, Council Tax Benefit or both. 4.6% of the population live in an area in the top 10% most deprived in England (English Indicies of Deprivation 2004). This Department for Communities and Local Government index also revealed that another 14% of the population live within an area within the top 20% of most deprived areas in England.  This contradicts the rosy image some people have of Torbay as the English Rivieria with Torbay being ranked as the 94th most deprived local authority area in England (out of 354).

· The proportion of Torbay's population who experience limiting long term illness is significantly higher at 23.03% than the national average of 17.93% (2001 Census).  Torbay has one of the highest rates of teenage pregnancy and 10.7% of the population regularly provide unpaid care.  Torbay also has the 8th highest suicide rate nationally.  

· The Housing/Homeless Strategy  (2003-2006) acknowledges the need for a single gateway to advice and information as a preventative measure to ensure clients are not at risk of losing their homes through a lack of timely advice and information. Figures for 2005/2006 show that 468 people received Housing Advice where the advice resolved their situation completely.  This strategy is  in the process of being revised to include the aim of raising standards of advice through accreditation and training. In the draft revised strategy, overarching themes are equality and diversity, improving communication and involvement, assessment of need and improving access to services. This is particularly important in Torbay where the wages are low, often seasonal, and property prices high. It takes10.84 x average income to purchase first home and the total number of households on the choice-based lettings waiting list (Homefinder) is 5,758.  Over a third (34.3%) of all dwellings in Torbay are in the top 10% most deprived in England for the social and private housing in poor condition indicator.

· The mean annual gross pay for people working in Torbay is 71% of the national figure with almost half of the working population earning less than £250 per week (45.9%).
· Residents in the South West pay the highest combined water rates in the country (water-guide.org)

· Torbay Citizens Advice Bureau reports that 80% of telephone calls to them go unanswered and 35% of the public who need advice do not get it, either because they give up waiting to speak to an advisor or because they do not know where to get the advice they need.  Torbay CAB also report increasing numbers of debt related issues with almost half of their enquiries dealing with debt related issues.

· Torbay Council reported 493,593 calls were not answered by their Call Centre during the first six months of the 2006/2007 financial year because the telephone lines were busy at the time the caller tried to get through.

· The Equalities and Inclusion Policy and Scheme raises concerns about access to existing services through a variety of mediums and calls for everyone "to have fair access to, and enjoy, high quality services which will enrich their lives and help realise their full potential".  Torbay Council is aiming for Level 6 in this area but is currently achieving level 2.  
· It is recognised by Torbay Council, Safer Communities and the Care Trust that through increased partnership working hard to reach groups, especially those that cannot/will not/or feel unable to interact with "authorities" can be more easily reached and enable to access information and advice.  This recognition has been built on through partnership initiatives by Network Agencies, for instance Age Concern can now act as an "alternative office" for the Pension Service and Torbay Council is currently rolling out a programme to enable Registered Social Landlords, Age Concern and the Citizens Advice Bureau to become conduits for the verification process.

· A gap in service provision for young people was identified by Peer Review and has been incorporated into the Young Peoples Engagement Stategy.  The Torbay Children & Young People's Plan - Youth Matters Task Group are developing a strategy for a fully integrated advice and support network for young people which includes a range of statutory and voluntary agencies (8.1.3)

· The Legal Services Commission has recognised the need for strong partnership working through their strategy document 'Making Rights A Reality' by encouraging the introduction of CLACs and CLANs (Community Legal Advice Centre's/Networks).  

SECTION 4.0
CUSTOMER PROFILE

4.1
Customer Needs

The following outlines the main internal and external customers of the Torbay Advice Network: -



Internal

Torbay Advice Network Member Organisations
Including, Torbay Council and Connections, Torbay Citizens Advice Bureau, Age Concern Torbay, Vocal, Brixham Does Care, Housing Services, Disability Information Service, Rethink, Coalition of Disabled People, Supporting People, Mental Health Information Service, Library Services, South Devon Women’s Aid, Checkpoint, Folks@home, Project 58, South Devon College, Hooper & Wollen, WBW, Pension Service and others


External

Torbay Council, Torbay Care Trust, Torbay Voluntary Services, Legal Service Commission, Funding Bodies
Currently Torbay Advice Network does not provide a front line service
The Advice Strategy for Torbay, supported by feedback from Partner agencies, found that Customers’ needs are not being met  through the current service provision in Torbay.  This is partly through lack of understanding of the sector and partly through a lack of a clear access route.  Torbay Tourist Information services provision is a an example of a clear route into a sector of individual agencies and organisations.  Torbay residents want the same type of provision as evidenced through Connections and Library Services Questionnaires and Advice Strategy interviews.  
4.2
Service Standards

The following outlines the Standards in place for TAN to meet the customer needs as outlined above: -

· Torbay Advice Network will develop a Torbay Quality Mark which sets standards for provision.  Where existing Quality Standards are in place, these, where appropriate will enable organisations to “passport” into the Torbay Quality Mark

· Torbay Advice Network will have a clear Membership Criteria to establish a benchmark for service users

· Customer Services

· National Occupational Standards for Legal Advisors will form part of the standards
4.3
User Feedback/Consultation

· In line with the Torbay Quality Mark member organisations will have to demonstrate robust client feedback procedures.

· Torbay Advice Network will monitor its own provision in all aspects of service delivery to member organisations and where new services are delivered to by the TAN these services will also be delivered in line with the Torbay Quality Mark

· The number of training places offered and taken up by network members across the broad range of courses will be closely monitored to ensure involvement by all agencies. Feedback from each training session will be evaluated and a user survey will ask for feedback from the individual agency management and supervision teams to ensure the training meets the needs of all the network members
· TAN will use a standard format for the collection of advice related statistics which will be collected annually and presented to appropriate strategic and policy making fora 
SECTION 5.0
PERFORMANCE PROFILES - ACHIEVEMENTS, AMBITIONS AND BENCHMARKS

5.1
Other Performance Achievements – Volunteering

	Ref
	Performance Indicator (PI)
	2005/06
	2006/07
	2007/08
	2008/09
	2009/10

	
	
	Target
	Actual
	Target
	Actual
	Target
	Actual
	Target
	Actual
	Target
	Actual

	
	Number of recruitment activities  
	     0
	    0
	     1
	    1
	   1
	     2
	1
	    1 
	1
	     

	
	Number of Volunteers joining network via recruitment events
	
	
	   10
	  23
	 20
	   17
	20
	
	20
	

	
	Number of volunteers delivering advice and information within member organisations
	
	
	   35
	
	50
	338
	60
	
	70
	


5.2 
Performance Information - Training

	Ref
	Performance Indicator (PI)
	2005/06
	2006/07
	2007/08
	2008/09
	2009/10

	
	
	Target
	Actual
	Target
	Actual
	Target
	Actual
	Target
	Target

	
	Number of “signposting” training places 
	18
	
	20
	133
	24
	16
	30
	30

	
	Number of skilled adviser’s trained
	8
	
	10
	42
	12
	9
	14
	16

	
	Number of participants in level 3 training sessions
	20
	
	20
	276???
	25
	133
	40
	50

	
	Number of volunteers introduced to the TAN Community
	
	8
	4
	23
	6
	17
	8
	10

	
	Number of organisations participating in TAN Training Events
	10
	
	10
	64
	15
	42
	40
	50

	
	Number of volunteers gaining employment
	2
	
	5
	
	8
	13
	10
	12


5.3  
Other Performance Achievements – Torbay Quality Mark

	Ref
	Performance Indicator (PI)
	2007/08
	2008/09
	2009/10

	
	
	Target
	Target
	Actual
	Target

	
	Quality Mark Standards Agreed 
	Part met
	
	
	

	
	Number of agencies meeting QM standard
	5
	8             
	4             
	10

	
	Number of agencies working towards QM standard
	2
	2
	0
	2


5.4 
Other Performance Achievements – Monitoring

	Ref
	Performance Indicator (PI)
	2005/06
	2006/07
	2007/08
	2008/09
	2009/10

	
	
	Target
	Actual
	Target
	Actual
	Target
	Actual
	Target


	20000

220000
	Target

	
	Agencies completing standard monitoring forms 
	 10
	   6
	15
	6
	15
	13
	18
	
	20

	
	Total number of clients accessing member organisations
	13000
	
	15000
	
	16000
	
	20000
	
	25000

	
	Total number of enquiries
	15000
	
	16000
	
	18000
	263815
	20000
	
	25000

	
	Total financial gains as a result of advice provided by member organisations
	
	
	
	
	
	856566
	900000
	
	

	
	Total debts managed for clients
	
	
	
	
	
	18968497
	19000000
	
	

	
	Total number of benefit enquiries
	
	
	
	
	
	87259
	85000
	
	

	
	Total number of housing enquiries
	
	
	
	
	
	17727
	18000
	
	

	
	Total number of legal enquiries
	
	
	
	
	
	1249
	1200
	
	

	
	Total number of signposted enquiries
	
	
	
	
	
	
	
	
	

	
	Total number of referrals
	
	
	
	
	
	
	
	
	

	
	Total number of home visits
	
	
	
	
	
	2758
	2500
	
	

	
	Total number of telephone enquiries
	
	
	
	
	
	
	
	
	


5.5 
Other Performance Achievements – Strategic Development

	Ref
	Performance Indicator (PI)
	2005/06
	2006/07
	2007/08
	2008/09
	2009/10

	
	
	Target
	Actual
	Target
	Actual
	Target
	Target
	Target

	
	Participation in strategic and policy meetings
	3
	5
	3
	6
	6
	8 / 10
	10

	
	BVPI 226 Report
	1
	1
	1
	1
	1 / 1
	1
	

	
	Inclusion of aims in LAA & Community Plan
	1
	1
	2
	1
	3
	3
	3


5.6      Other Performance Achievements – Single point of access

	Ref
	Performance Indicator (PI)
	2005/06
	2006/07
	2007/08
	2008/09
	2009/10

	
	
	Target
	Actual
	Target
	Actual
	Target
	Target
	Target

	
	Number of pages access on Advice Section of Torcom website
	
	
	1
	1
	
	
	

	
	Number of calls to signposting line*
	
	
	
	
	
	
	7000

	
	Number of clients accessing advice hub* by category of advice
	
	
	
	
	
	
	13000


5.7  
Other Performance Achievements – Feedback

	Ref
	Performance Indicator (PI)
	2005/06
	2006/07
	2007/08
	2008/09
	2009/10

	
	
	Target
	Actual
	Target
	Actual
	Target
	Target
	Target

	
	Number of feedback forms completed 
	
	
	
	
	
	60
	

	
	Number of complaints received concerning members
	
	
	
	
	0
	0
	0

	
	Number of complaints concerning Torbay Advice Network


	
	
	0
	0
	0
	0
	0


SECTION 6.0
RISK PROFILE

Existing, Significant Risks/Amended Risks and New Risks for TAN
	Risk Register
	Risk Description
	

	
	Currently the Torbay Advice Network has sufficient resources to deliver the above services until March 2010.  The long term benefits of the above objectives will be compromised if further funding is not secured.
	

	
	Longer term objectives which include the signposting line and advice Hub are dependent on considerable investment and political commitment
	

	
	External policy drivers eg LSC and commissioning of services which could impact on the strong partnership nature of Torbay Advice Network
	


SECTION 7.0
FUTURE PLANS

7.0
The ambitions of the Torbay Advice Network in terms of Performance

Torbay is fortunate in that it has several excellent advice and information providers who have attained the relevant Community Legal Services Quality Marks, for example, Citizens Advice Bureau, Age Concern Torbay, Checkpoint, Disability Information Service, Torbay Council's Connections & Vocal.  All of the Quality marked organisations are operating at near capacity yet a lot of skilled advisor time is taken up answering simple enquiries for information, opening hours and access questions and other signposting queries.  These agencies tend to work in isolation even when dealing with the same client. There have been several instances where clients have fallen through the gaps with each agency believing the other one was dealing with a specific issue when in fact no-one was. Also the number of clients taking up referrals between agencies, even when firm appointments are made, is very low.  This is especially so for the older & younger client and clients with Mental Health problems.  There is recognition by network member agencies of the limits of their own services and an easily accessed mechanism for finding the most relevant agency with expertise and experience to progress a client's particular case, is required to enable a quality assured, complete holistic approach to a case.    

The Network’s long term objective around single points of entry will create a sea-change in way clients access advice and information services which in turn will have a measurable impact on the broader performance indicators to be found within the Community Plan and supporting strategic documents.

We will explore solutions from within the network to offer the signposting service in order to meet the aims of TAN rather than creating an independent contact centre.
7.1
Medium Term Financial Plan 

	Activity to be funded
	Cost Details

(please see guidance)

	
	2007/08
	2008/09
	2009/10

	Develop advice signposting line
	25000
	26000
	27000

	Develop Paignton Advice Hub
	
	25000
	50000

	Training
	
	17200
	17500


7.2
Capital Plan – Key Priorities for Investment 

	Project Title
	Indication of Cost £m

	Paignton Advice Hub
	£3m+

	
	

	
	


SECTION 8.0
BUSINESS PLAN MONITORING

	Time-table/Frequency
	Key Milestone
	Responsible

	April
	
	Advisory Board

	May
	
	Trustees

	October
	
	Advisory Board

	November
	
	Trustees


FUTURE ACTION PLAN

	Ref
	Outcome
	PI
	Action
	by..
	Responsible Person
	Resource Implications

	1. 
	Signposting Line
	
	· 
	
	
	

	2. 
	Advice Hub
	
	· 
	
	
	

	3. 
	Events coordinator
	
	· 
	
	
	

	4. 
	Volunteer Brokerage
	
	· 
	
	
	

	5. 
	Quality Standards
	
	· 
	
	
	

	6. 
	Increase membership
	
	· 
	
	
	

	7. 
	Online appointment system
	
	· 
	
	
	

	8. 
	Monitoring
	
	· 
	
	
	

	9. 
	Standard referral procedure
	
	· 
	
	
	

	10. 
	Annual Training Programme
	
	· 
	
	
	

	11. 
	Joint service delivery
	
	· 
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