TYPICAL EXPERIENCES OF USING INFORMATION AND ADVICE

A lot of national research has been done to investigate people’s typical experiences of information and advice.  This consistently suggests that people can find the care system difficult to understand and navigate. This is in spite of the fact that a lot of information is already available both from national and local sources.  

The problems may be particularly acute for people who are not eligible for state-funded support, and their families.  

The challenges and issues will vary from one place to the next, depending on local demographics, on your community’s assets, and on the range and quality of provision currently available.  It will be important for you to gather feedback from your own community, and to reach conclusions about your local priorities for improvement.

The checklist below is designed to give you a starting point.  You might find it useful to share it with those co-producing your strategy, to start a process of reflection with them.  Or you could use this checklist as a framework for further local consultation.
Key questions:

· What evidence do we already have about local people’s experience of trying to access information and advice?

· What does this tell us about local priorities for improvement?

___________________________________________________________  
Typical messages from people about information and advice

· Attitudes to seeking information and advice
· Some people might be reluctant to enquire about care and support.  (This may be exacerbated by a belief that “care” is about “institutions” or losing independence).

· Many people do not know that help is available, and it may not occur to them to ask.

· People might fear being patronised, misunderstood, criticised or judged if they ask for help.

· Attitudes to seeking help vary according to cultural as well as personality factors.

· People are more likely to trust people and organisations that are perceived as independent and impartial.

· Understanding social care
· Many people are put off by an impression that the care system is “bureaucratic”, rule-bound and difficult to understand.

· Financial assessment processes are especially unpopular.

· Getting information and advice about multiple issues
· It is very typical for people to need help with a range of different issues simultaneously – benefits advice, aids and equipment, transport, a housing problem and so on.  
· People may find that an organisation or professional can help them with one type of query and not the others, so they end up being “passed from pillar to post”. 
· This implies a need for excellent signposting between agencies. This should be done effectively so that people do not become lost to the system or hit a brick wall.

· Comprehensibility
· Most people do not understand the jargon used by professionals, including the terms “assessment”, “eligibility criteria”, “personal budget” and so on.

· Written information might appear too long and complex, or be difficult to understand for other reasons (such as reading or comprehension difficulties).

· It is important that material is accessible to everyone in the community (including people who do not have English as a first language, and people with sensory impairments).
· Quality
· People tend to dislike queuing on the phone, having their call transferred too many times, having to ring back, or having to answer many questions before they are helped.
· Many people have a preference for personal contact with a friendly person either on the telephone or face-to-face.

· People vary in how much explanation they want or need – they may feel frustrated if they are given either too much information or not enough.

· It is important to people that information and advice is consistent between sources and agencies, and kept up-to-date.

· Flexibility
· People’s individual and social assets – including their ability to research and network – vary enormously.  
· Therefore, the approach should be sensitively tailored to the individual - with an emphasis on developing people’s capacity to seek and use information for themselves.

· For some people, help from an independent advocate is essential.

