Listening to young clients-

STREETWISE COMMUNITY LAW CENTRE® REPORT ON A PEER INTERVIEW PROJECT

October 2004  

Streetwise Community Law Centre

1-3 Anerley Station Road

Penge SE20 8PY

Tel: 020-8778-5854

Fax: 020-8778-1834

e-mail rosellepotts@youthaction.org.uk

Contents                                                                                            Page No.

Background information on Streetwise Community Law Centre®……. 3

Summary of main findings …………………………………………………….5

Research Goals…………………………………………………………………..6

Methodology ……………………………………………………………………..7

Findings ………………………………………………………………………….10

Evaluation ………………………………………………………………………..14

Appendices

 Law Centre Feedback form ………………………………………………..15

 Questionnaire…………………………………………………………………

Script for initial contact…………………………………………………….

Background of Streetwise Community Law Centre

Streetwise Community Law Centre is a young person’s law centre based in Penge. The law centre serves a client group aged 13 - 25 who live, work or study in the London Boroughs of Croydon, Bromley and the immediate Crystal Palace area. 

Streetwise is a Drop-In Youth Centre. It operates a youth service for young people including an information and advice service. They also employ a full time Connexions Personal Advisor who now works principally with young people out of full time education. 
A part time Advice and Advocacy worker based at Streetwise works as part of the Law Centre team. 
The centre also offers access to appointments with a Connexions Personal Advisor in relation to employment, training and future plans. A drugs counsellor also offers appointments at the centre.

The Streetwise Community Law project began four years ago. The appointment of a co-ordinator meant that an evening law clinic was established which was staffed by volunteer solicitors.
The law centre was established on the appointment of its first solicitor in June 2001, and began to take on cases for young people in Bromley and the Crystal Palace area.

In October 2002 the centre obtained a contract with the Legal Services Commission to undertake casework and legal representation in the fields of housing, welfare benefits and public law. Following the appointment of a part time administrator and the centres second solicitor, services were then extended into Croydon area.

The law centre obtained funding for a mobile advice service in November 2003 and employed two mobile advice workers who undertake outreach advice sessions in Bromley and Croydon.

A third solicitor was appointed in April 2004 when the law centre began a three year capacity building project with partner youth advice and information projects in Bromley and Croydon.

The core client group of the law centre includes: -

*Young people who are not engaging with education, employment and                        training

*Young people excluded or absent from school and those whose special educational needs are not met

*Young people who are homeless or in housing difficulties

*Young parents

*Young people estranged from their families

*Young people in care and leaving care

*Unaccompanied young asylum seekers and refugees

*School and college students

*Young people experiencing problems with their training and/or employment

*Young people with disabilities

*Young people involved in the Youth Justice System

The centre takes on cases primarily in the areas of

1.
Housing

2.
Benefits

3.
Education

4.
Employment

5.
Social services

The law centre’s advice workers and solicitors offer advice, casework and representation in courts or tribunals.

Summary of main findings

· The research interviews provide strong evidence of improved peace of mind for clients following a successful resolution of their problem with help from the law centre. Two clients have reported specific improvements with depressive illness.

· The majority of clients also reported a clear link with the successful resolution of their problem and an improvement in their ability to make the most of their lives. 

· Over half the clients interviewed felt the fact the law centre specialises in young people’s problems made it better able to deal with their case.

· All clients interviewed were happy with the way their case worker kept in touch with them during their case, although one client felt that his caseworker was “prolonging his case”

· In all cases where clients had a law centre worker and Connexions Personal Adviser working together on their case they felt it improved the way their case was handled.

· None of the clients interviewed knew about the law centre’s service before being referred. Almost all had a good awareness of the Connexions Service.

· All the clients interviewed said they would return to the law centre for further advice if they had other problems in the future.
Research goals

Although the law centre always sent all clients a feedback questionnaire when their case ended (see appendix 1) very few of these were returned and most that were sent back just had boxes ticked on them with no detailed information. 

As a relatively new service we were keen to try and reflect on three key areas: 

1. to try and discover from our clients which parts of the service they felt were working best and which were not serving their needs as well.

2. to look at practical ways we could improve our service to young people.

3.  to look at what impact the intervention of the law centre was making to our young clients’ lives after the case was finished.

We already record the ‘hard’ outcomes of our work such as an eviction prevented or a benefit awarded on appeal but wanted also to look at ways of measuring “soft” outcomes in the future.

We were interested in the “soft” outcomes such as raised confidence, ability to engage in education or training or improvements in mental health. 

This research project was made possible through funding from the QDI (Quality Development Initiative) for which we are very grateful.

We would also like to acknowledge the generosity of DIAL Waltham Forest who shared their outcome monitoring questionnaire with us as a model for this project.

We would also like to thank all the fifteen young clients who participated in this research. Without them it would not have been possible!

Methodology

Due to the fact that many of our young clients have difficulties with literacy and the poor response we get to our very short end of case questionnaire, we immediately ruled out seeking information by sending out questionnaires to be filled in by clients on their own.

We wanted to give our clients the opportunity to express themselves as freely as possible so decided that a face to face meeting was the best way of seeking their views. 

As we wanted our clients to feel comfortable in expressing themselves we decided that it would be best to have a young person conducting the interviews. We wanted a young person between the ages of 18-25 and decided to pay them the same hourly rate that fractional youth workers earn.

We also felt it was important that the interviewer was not part of the law centre team but was an independent person so that our clients would feel free to give negative feedback if they wished to do so. We advertised the job through the Connexions Service and by sending information to previous clients of the law centre.  We had some excellent applicants and the job interview was conducted by a solicitor from the law centre, an experienced youth work manager and a young person. 

It was decided that the interviews with clients would take place at the law centre as all the clients were familiar with the centre and would feel reasonably comfortable there. We considered offering home visits but decided against this on the grounds of lack of time and safety for the interviewer.

We realised that most clients would not immediately be willing to participate and decided to offer a reward for their time of £10 voucher that could be used for mobile phone credits.

We chose to use a structured interview based around a questionnaire (see appendix 2) to ensure that the same areas would be covered. We used the questionnaire designed by Waltham Forest DIAL for their clients as a model that we then altered to fit our client group.

However many of the questions were deliberately open ended e.g. “Tell me what has happened to your situation since you last visited us”. We planned for the interviews to take no longer than one hour and drafted the questionnaire accordingly. However some clients had a lot to say and took longer, others were finished in less than an hour.

Size of survey .The relatively small amount of funding we had for this project meant that we could only interview fifteen of our clients. We initially attempted to make the sample group representative of our client make up in terms of ethnicity and age. We therefore drew up statistics of the 60 clients whose cases had been closed in the last year. They were as follows

Age group



 
Count %

16-19




  
48.3

20-25




  
28.3

26-45




  
10.0

46-60




   
  1.7

Not answered


   
  1.7

Under 16



  
10.0

Ethnicity



  
Count%

Not answered


 
35.0

Asian/Asian British Other
  
  
1.7

Black/Black British African
  

13.3 

Black/Black British Caribbean    
 
 8.3

Black/Black British Other
   
  
3.3

Mixed White and Asian

   
1.7

Mixed White and Black Caribbean
  1.7

Other





  3.3

Unknown




  1.7

White British




30.0

White Irish




00.0

Using these statistics 15 clients were selected and contacted by phone to see if they would be willing to take part in the research. To help our peer interviewer with this difficult “cold call” she was helped to write a script for this first contact (see appendix 3) and practiced with some young people from the youth centre until she felt comfortable with the process.

Unfortunately not all of the initial chosen clients were able to participate. This was largely due to not being able to track them down. Changes of mobile phone number are very common and caused us the most difficulty. Some clients who were contacted declined to take part, mostly citing lack of time. It was therefore decided to begin interviewing clients whose cases had almost closed where most issues had been resolved.

These new clients were chosen from all clients whose cases were almost closed and who indicated their willingness to take part when approached. The fifteen participants ended up not being as close to representative of all closed cases as we wished.

The final fifteen participants were made up of the following:-

Age Group




Count %

16-19





66.6

20-25





33.3

26-45





00.0




46-60





00.0

Not answered



00.0

Under 16




00.0

Ethnicity



  
Count%

Asian/Asian British Other


6.6

Black/Black British African


6.6

Black/Black British Caribbean

46.6

Black/Black British Other


6.6

Mixed White and Asian


6.6

Mixed White and Black Caribbean
6.6

Other





  

Unknown




  

White British




20.0

White Irish






Eight of the clients interviewed were female and seven were male. This reflects the fact that more young women than young men use the law centre service.

The clients that were interviewed had cases that covered all of the law centre’s main areas of expertise. The cases included the following areas:

· Benefit claims – Income Support, Job seekers Allowance and Community Care Grant claims and appeals.  

· Housing benefit – Assistance in claims, arrears and non-payment.

· Housing – Homelessness- appeals.

· Education – Exclusions and placements.

· Social Services- court  challenge

Findings

Clients thoughts on the Law Centre Service

1. Expectations.  We asked all the clients interviewed what they were hoping for from the law centre service. They were offered a list of responses to choose from. The results are set out below.

Get someone to sort things out for me                     15 / 15 clients

Get help from someone who understands Young Peoples problems






                      9 / 15 clients

Always get help quickly




9 / 15 clients

Get help in a place that I feel comfortable

8 / 15 clients

To understand more about how things work

8 / 15 clients

Of the clients interviewed 14/15 felt that they had ‘definitely got’ a positive resolution to their problem and that their expectation shad been met. One client’s case had been unsuccessful.  One client reported that she had housing and benefit problems and hoped “everything would be sorted out” and then that the results achieved had “met my expectations 100%” One client who reported that when she first came to the law centre “I wasn’t sure what they did or how they could help me” later said “It more than met my expectations-I was surprised”. Two clients expressed dissatisfaction, one was upset that his caseworker had failed to attend a meeting with him, another was unhappy that his housing benefit appeal had been lost.

2. The way the advice service was delivered.  All 15 clients reported that they were kept informed of any progress in their case through “letters and phone calls”. On occasion clients reported home visits being made when they had been unable to get to the law centre. One client said “When I was in jail my case worker visited me to discuss my housing case and keep me up to date”
All but one of the clients interviewed felt that the advice they had received was “clear and easy to understand”. Three clients said that their case worker explained everything “little by little” and that “all the details that were given were relevant to the problem” One client made the point that “the advice was given to me in terms I understood”.

3.       Specialist Service.  Clients were asked whether the fact that the law centre specialises in dealing with young people’s issues made a difference to how well their case was handled. 9/15 felt it made a lot of difference. They reported “It enables me to be represented properly”. Another said “It means that the solicitors know what they are doing”.  A third said “They deal with young people, they can communicate properly”. 3/15 clients felt it made some difference to their case with 3/15 feeling that it made no difference.

4.       Working with others. In some cases the law centre case worker works with a support worker or connexions personal adviser on a client’s case. We asked clients whether they felt such co-working did or would have made a difference to the way their case was handled. Four of the clients interviewed had their cases dealt with under a co-working system. 4/15 clients felt that it would or had made a positive difference to their case. They cited the fact that “it increased professional support” and that “A solicitor knows about the law specifically and a Personal Advisor knows about young people”.  

11/15 of the clients interviewed felt that it would not have made a difference to their case. One client said “Streetwise Law Centre workers are competent, no-one else is needed”

5. Knowledge of advice services None of the clients were aware of Streetwise Law Centre before using the service. All were referred by other services, mainly Connexions. When they were asked if they knew of any other organisation that could help them they answered as follows:

Connexions



14 / 15

Citizens Advice Bureau

6 / 15

No where



1 / 15

           Drop – Inn



1 / 15

5. Future advice needs.  All fifteen clients said they would return and involve Streetwise in any new problems that they may face. The one client whose case was unsuccessful still felt he would return as his “luck may be different.” 

6. Improvements to the service. Clients were asked for their suggestions for improvements to the law centre service and the following suggestions were recorded:

Establish connections for referral of young people with projects outside the immediate area of Bromley/Croydon/Crystal Palace.

Liaise with local councils and act as a ‘Watch Dog’ for the ill-treatment of young people.

Open more young people’s law centres or if possible run ‘drop in’ sessions at places where young people are likely to be.

Promotion of the Law Centre- almost every client suggested more advertisement of the service, e.g. “Place advertisements in and around local boroughs. Perhaps using buses and trains.”

A follow-up phone call to clients after their case is closed. - many of the clients valued the interest taken in them and a small number did have new problems to discuss that they had not raised before being contacted for the research.
Publish booklets containing information and advice on the most popular difficulties that young people are likely to encounter.

Home Visits to be offered to clients who could not get to the law centre.

Soft Outcomes of the Advice work Streetwise provided.

1. Peace of Mind. 13 / 15 clients said that Streetwise had made a difference to their peace of mind. Almost every client used the words “less pressure”. In two cases clients said that they were experiencing ‘depression’ and in one case the client was both “losing weight and depressed before Streetwise intervened”. After Streetwise had resolved the clients’ problems they both reported improvements with their depression. One client had been referred to counselling by her case worker and felt this had been very helpful.

Clients made the following comments in response to questions about their peace of mind:-

“I am more stable-not panicky”

“I worry less-sleep nicely knowing everything is sweet”

“I am less stressed- I used to dread opening letters”

“I eat better and am happier and able to focus on other aspects of life-not just housing”

2. Ability to make the most of your life. We asked clients what difference, if any, their contact with Streetwise had made to their ability to make the most of their life. 11/15 felt that it had improved their ability to make the most of their lives. The remaining 4 felt it had made no difference.

Clients said:-

“I’m confident and more positive towards life” 

“It was horrible not having any furniture. I felt miserable. Now I can invite people round and not feel embarrassed”

“I know that I can question decisions of those in power like teachers. I am able to show that I had a school education”

“I am able to have friends round now I have a decent place. I am more confident to complain. I am more prompt at dealing with situations.”

“I was able to do my GCSE’s”
“I am now considering training and/or full time work”

“Showed me to be myself”

“I can now reach my full potential and I am confident in things that I am doing”

“The help and support helped me change and take responsibility”

“My social life has improved- I can do leisure activities”.

3. Personal Statements We offered clients the opportunity to say anything else they wished to at the end of the interview. Some of the comments are recorded below:

“It is really good free advice”

“I feel very comfortable at the law centre-there should be more”

“Great-easy accessible advice in a place of comfort-everyone is welcome”

“Really good-if you do need help you should come down here”

“Informal, friendly, impartial advice.”

Evaluation

We feel that this research project was really valuable and plan to repeat it, with changes, in the future. 

The use of an independent young person to conduct the face to face interviews does seem to have given our clients the best opportunity to express their views. 

Catching up with ex-clients was a real problem due to high mobility and changes of phone numbers. In future we may concentrate less of trying to make our sample representative and instead try and contact all clients whose case was closed within a particular period.

We are aware that “happy” clients who got a positive result on their case are more likely to agree to participate in such research but the law centre recorded a successful outcome in 80% of all cases over the last full recorded year so this may not be too unrepresentative.

We may well use the research project as a model to share with our partners in the capacity building project we are running.

We would wish to explore further whether clients that have used the service in the past do actually return when they have more problems. All clients said they would do so but there were a small number of clients who in fact did have new problems that they had not brought to the law centre until they were asked to participate in the survey. It may be that the new problem was small or not yet serious enough to merit outside help.

We also wish to consider further research on “soft” outcomes and think about ways of establishing initial baseline data without being too intrusive at an initial contact.

The high awareness of the Connexions Service among clients who were unaware of the law centre strengthened our conviction that working in partnership with the Connexions Service is vital for a young person’s law centre. We were also very interested to find that those clients who had experienced co-working between the law centre and a Connexions Personal Adviser valued this style of work.

We have taken action on some of the suggestion made by the young clients to improve our service:-

· We have expanded our outreach service in Bromley & Croydon and plan to expand further into Sutton if funding is available.

· We have produced and distributed a leaflet publicizing our service.

· We have liaised with the local authorities on a policy level on several issues including homelessness and education for excluded young people.

[image: image2.png]



Streetwise Community Law Centre                              Appendix 1

As part of our commitment to improving the service we provide, we send our clients this feedback questionnaire.  We would be grateful if you could help us by completing this form and returning it in the stamped addressed envelope provided.  This survey is completely confidential.

(Please tick appropriate box below)             Excellent         Good       OK      Dreadful

[image: image3.wmf][image: image4.wmf][image: image5.wmf][image: image6.wmf]
1.  Did you find the service approachable and friendly? 









 FORMCHECKBOX 
              FORMCHECKBOX 
        


2. Do you feel you were properly informed of developments

in your case?










 FORMCHECKBOX 
              FORMCHECKBOX 
        



3. Do you feel that things were dealt with in a timely way?  










 FORMCHECKBOX 
              FORMCHECKBOX 
        


4. Do you feel that information was explained so you

 were able to understand?










 FORMCHECKBOX 
              FORMCHECKBOX 
       . In your opinion was your case well handled?










 FORMCHECKBOX 
              FORMCHECKBOX 
        

Please add any further comments you would like to make below, continue on back if necessary:-


Streetwise Community Law Centre            Appendix 2
Getting Good Results
QUESTIONNAIRE
AREAS & ISSUES TO COVER
Introduction – about the research
 
You need to explain the research before you begin the interview. Below are the things that you need to cover. Below is a script for this, but you will probably want to use your own words & ways to do this.
 
“Thank you for agreeing to participate in this project. My name is …….& I have been employed by Streetwise Law Centre to help with this project. 
 
The idea of the project is to collect the views & experiences of people who use the Streetwise advice service. We want to find out two things: what has happened as a result of using Streetwise & what sort of service is best for you. We will use what you tell us to improve our service.
 
Our meeting will probably take up to an hour. Anything you say to me will be treated anonymously and your name will not be linked to what you say in any way. The results of our discussion will be added to others and analysed for a report. I have nothing to do with your case. I will not tell anyone in Streetwise. What you tell me will not affect the work we do with you in any way. 
 
Before we start, can I tell you anything else about the research?
 
Would you like us to send you the results of this research?
 
YES
NO
 

 

 

1. You visited us recently about ….      Tell me what has happened to your situation since you last visited us.
 

 

 

 

2. Since you visited us, has there been any progress in sorting out your problem(s):
 

NO (go to question 3)
YES  (go to question 4)
 
 
3. If no, please tell me more about this – for example:
 
not yet sorted out, but going in the right direction (eg. waiting for something to be done)
not yet sorted out and don’t know what’s happening
not yet sorted out, because can’t get what’s needed (eg. not entitled, poor service response)
another reason ……….
 
 
 
Prompts:
how happy are you with the current situation?
what do you need to sort out the problem?
Is there anything else that could be done to help you at the moment?
 

 

4A. If yes, please tell me how your problem/query/situation has been resolved.
 
 
 
Prompts:
Is this result what you needed?
To what extent did Streetwise help you get the problem sorted?
Have you got more money?
What new services have you gained access to?
 
 

About your expectations from Streetwise
 
 
4B.  When you visited us about your problem(s) what did you hope would happen as a result of your visit (eg. got more benefit, get somewhere to live, get help problems with the council, be put in touch with other services)?
 
 
Did the results (if any) meet your expectations?
 
 
 

5. Thinking about your contact with Streetwise, what difference has Streetwise actually made to you & your situation:
 
no difference really
some difference
a lot of difference.
 
 
 
6. Tell me about any differences that practical benefits, gained through your contact with Streetwise, have had on your life eg. additional money, better housing, access to help with training or careers?
 
 
 
Prompts:
What will you do with any extra money you have gained? Eg. Eat better, visit family, social life
What improvements to your life have you been able to make?
 
 
 
7a. What difference, if any, has Streetwise made to your peace of mind?
 
 
7b. Was the advice you received useful and understandable?
 
 
7c. were you always aware of any progress your case was making?
 
 
 

Prompts:
How much, if at all, do you worry about the situation that Streetwise is/has helped you with? Has this changed in any respect?
Has your health/your sleep/your enjoyment in life been affected in any way since your contact with Streetwise
How much difference, if any, has contact with Streetwise made to your safety & comfort?
 

 

8. What difference, if any, has your contact with Streetwise made to your ability to make the most of your life? 
 
 
Prompts:
How much difference, if any, has contact with Streetwise made to your confidence?
Can you do things now that you couldn’t do before eg. Education/training, social/leisure activities, employment/volunteering opportunities, sort out problems yourself?
Do you know anything now that you didn’t know before contacting Streetwise?
 

 

For people whose problem is not yet resolved.
 
 
9.You told me earlier that your problem has not been sorted out yet. Tell me about the effect on your life, if any, this has.
 
 
 
 
10A. Has your contact with Streetwise led to any disappointments eg. failed to resolve your problem, more confused than before about your situation, didn’t get what you expected?
 
 
 
 
 
10B What effect on your life, if any, has this had eg. feel like giving up, angry or frustrated, poor quality of life?
 
 
 
 
 
 
11. When you visited us about your problem(s) what sort of service did you hope to get from Streetwise? (show the checklist). How far did you get what you expected?
 
 
 
 
Prompts:
Tell me more about why these things are important to you.
What do you like most about your contact with Streetwise?
What would make it easier to use our service?
How far does Streetwise current service give you what you want?
Where else can you get the sort of service you can get from Streetwise?
 
 

 
 
 
12. Did the fact that the advisor dealing with your case was a specialist in dealing with young people’s problems make any difference to you?
 
No difference

Some difference
Lot of difference
 
Please explain why you say this
 
 
 
13. Has your Streetwise advisor worked with anyone else on your case e.g. a Connexions Personal Advisor? 
 
Yes- please say who
No
 
 
14a. Were you consulted prior to another professional being involved, did you mind this?  
 
 
 
14b. Did  you feel that having more than one worker on your case made any difference to how your case was handled?
 
 
 
 
Please explain why you say this.
 
 
 
 
 
14. Is there any other personal comment you would like to make about the service you have had from Streetwise?
 
 
 
 
 
 
 
15. Would you ever return to and/or involve Streetwise workers in any new problems that you may face?
 
 
 

Hello…

Is that…

Hi, my names               , calling from the Streetwise Law Centre in Penge. I’m calling you with regards to some follow up that we are doing on the advice that you had. I would like to meet with you to fill in a  questionnaire about the assistance the law centre gave you when dealing with your case and find out how you’re doing now.

If you do choose to take part anything that you were to tell me would remain anonymous – your name and any personal details will not be included anywhere. I am not part of the law centre team, just working on this project.


As a thank-you we offer you a ten-pounds Woolworths’ voucher, which can be spent on anything in the store.

Would you be interested in taking part?



[image: image1.png]



That’s excellent


I’m available every Monday and Tuesday for interviews.


What time would be best for you?


………………..That’s fine.


I’ll send you a letter confirming the date and time.





I look forward to meeting you.


Thanks again





Bye





If you were to take part there would be benefits for us as well as new clients like yourself.


We really need your help but I respect your decision.





Would you like some more time to think about it?





Okay that’s fine, thank-you for your time.


Bye





Okay, I’ll call back next week.


Thank-you, I look forward to speaking to you.


Bye





NO





YES





NO





YES
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