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What is the purpose of the document
This document is intended to outline the need for the roadmap, outlining the drivers for its development, key insights driving need and the priorities moving forward. The recommendations outline the high level steps a roadmap map may focus on and a set of recommendations to take forward its subsequent development.

The Advice Strategy task-and-finish group, which is part of the Advice Workforce Development Fund programme, co-chaired by representatives of London Citizens Advice and the GLA, and funded by Propel funders came together to understand what is needed to develop and build the capacity of London’s advice ecosystem. 

Audience
This document is designed for the Advice Workforce Task and Finish Group, Steering Group and any other significant advice agencies or support providers who have a stake in the development of the advice ecosystem.

Definitions
It was acknowledged that 'advice' is a broad term used in various ways across the ecosystem. It was agreed by the AWDF Working group for this research that we would use the following definition of advice from the Advising Londoners report*:

“We use the term ‘advice’ to refer to legal advice given in the areas of law sometimes referred to as ‘social welfare law’. This includes the law in relation to housing, welfare benefits, employment, debt, family law and immigration. Most advice service users (‘clients’) would not necessarily identify their issue as having a legal component, and most people approach advice services with a particular problem which often may cover several areas of social welfare law (for example, a debt problem can also lead to rent arrears). Even though this is, strictly speaking, legal advice, most advice services are delivered by lay people, although some – such as law centres – do employ lawyers.”
Executive Summary:

Based on the ‘Mind the Gap’ and ‘Advising Londoners’ reports we wanted to understand how to tackle several complex and interconnected challenges facing the advice ecosystem, ranging from the rising demand for advice services, to shrinking funding, insufficient infrastructure, gaps in organisational capacity, and workforce development challenges. 
We wanted to understand what issues were driving these challenges and, for advice work, to progress, to determine what types of work were necessary to meet these common challenges and define what a roadmap for strategy would need to look like.

It is clear that advice providers believe it would be valuable to the ecosystem to have an advice strategy, and they have, so far, developed a vision to refine it.
“By 2030 all Londoners will have improved access to the help they need by improving the quality, reach and access to specialist advice. We want enable individuals to be empowered to manage their own needs and to know where to go to”.
Since initiating this piece of work wider social and cultural changes remain significant. What this piece of work has clearly shown, and will need to be considered moving forward, is that change in itself will need to be a key determining factor for any strategy moving forward.
This report focusses on:
· Understanding the ecosystem landscape: Advice provider’s work, coverage in London, the issues the cover, who provides the advice and its strengths and weaknesses;
· Needs assessment: Understanding from the research we undertook (desk and focus groups), what the respective key themes the advice ecosystem feels are most pressing, the dependencies and understanding what this means moving forward;
· Theory of change: Mapping the process how and why advice providers in London provide legal advice, what they want to achieve and the change they aim to affect;
· The London wide legal advice strategy roadmap: Outlining what the wider principles and considerations are for the roadmap; what the roadmap will focus on, what it will do and by when;
· Recommendations: Define the ongoing areas of work that need to be advanced to support the strategy roadmap;
· Engagement Strategy: Broadly outlining the engagement strategy to support the roadmap.
The purpose of all these inputs was to frame the need for a strategy and, based on the needs, determine what would be necessary to make it achievable. 
The high-level roadmap outlines the key priorities moving forward (Fig. 1) :
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Fig. 1

Section 1: Introduction 

Context
Over a period of six months the AWDF task and finish group worked through six phases to outline the key inputs required to understand the needs of an advice roadmap and what needed to be considered in order to take this work forward. 

The Advice Strategy task-and-finish group wanted to understand whether there was an appetite for a London wide advice strategy and, if so, what it would need to deliver for the ecosystem to be equipped to meet this end.

The stages of this process focussed on:
· Delivery of the desk research
· Stakeholder mapping and prioritisation of needs for the research
· Designing user research (and user research segmentation)
· Focus group delivery (analysis of focus group outputs)
· Synthesis of research outputs
· Roadmap development

Drivers
Several challenges have created significant pressures on advice providers. These include (this list is not exhaustive:

· Sharp increases in demand for services
· Increased waiting times for referrals and support
· Increasing complexity of cases
· Increasing need for specialist support and referrals
· Loss of the advice workforce
· Increasing pressures on the remaining advice workforce
· Advice provision uneven distribution and localised gaps in provision
· Increasing numbers of individuals not accessing advice early enough
· Hard to reach groups who aren’t able to or feel excluded from accessing services
· Uneven standards of advice provision
· The cost-of-living crisis (and legacy of Covid)
· Specific changes to government policy

Specialists from across providers have acknowledged the need for change, that more investment is required in advice providers support and that there is a need for better, more joined-up services. It is acknowledged that systemic and structural barriers prevent some of the most vulnerable communities from accessing support and that, overall, there is a need for better integration with other key services, such as the NHS and the justice system.

Limitations
This report was bounded in its focus to explore what was necessary to develop a London-wide advice strategy. It, therefore, has explicitly focussed on the following:

· Broad challenges impacting advice providers and its workforce
· General socio-political drivers that impact the advice providers and its work
· General drivers impacting those in need of advice and a basic understanding of some of the general barriers those accessing advice experience.

The drivers, however, mean that there are explicit areas of work that this phase has been unable to explore. These include:

· Building a wider understanding of the intersectional barriers impacting those who need advice; 
· Building a comprehensive understanding within communities where individuals who need advice initially go to seek support;
· What informal and highly local advice networks exists, how they operate, their limitations and where they connect with the mainstream advice providers;
· The shape and mix of advice need across London;
· The shape and mix of existing advice on offer across London;
· The process/journeys those who access advice go through to get the advice they need;
· The barriers, challenges and experiences of those who currently feel unable to access advice.



Section 2: Understanding the advice landscape

The advice landscape in London is broad and complex covering all London boroughs and is delivered by a broad cross-section of providers from large statutory bodies such as the NHS, social services, specialist charity advice providers and Local Authorities through to informal, deeply rooted community networks such as faith groups and diaspora community networks. There is no simple categorisation of an advice provider. 

Similarly, the range of social welfare advice offered is broad and varies immensely in its quality. By social welfare advice, we mean organisations that provide free advice to those who need it on the following topics*[footnoteRef:1]:  [1:  * We have drawn upon the seminal report into advice provision, gaps and strategic challenges in London, Advising Londoners (ASA, 2020), to determine the scope and definitions of this research (at p.11). 
] 


· Welfare benefits: eligibility and access to welfare benefits, income maximisation (which focuses on promoting the uptake of welfare benefits). 
· Money and debt: advice and guidance on how to avoid debt and how to deal with it when it becomes a problem. 
· Immigration: the provision of advice on immigration issues, which is subject to its own regulatory framework. 
· Employment: rights at work, for example, around unfair dismissal, unfair treatment, withheld pay. 
· Housing: access to social housing, advice on housing rights and eviction (including around the management and condition of accommodation), access to assistance when facing or experiencing homelessness. 
· Disability, discrimination and social care advice. 
· Additional forms of social welfare advice not described above. 

The social welfare advice landscape operates across ecosystems and at many different levels. The following eight categories outline the key stakeholders it is necessary to engage to understand the needs of the advice ecosystem:

	· National / thematic providers
	· Government

	· Health
	· Funders

	· Umbrella bodies
	· Advice organisations

	· Private ecosystem
	· Clients / service user



Within these broad categories, there are a range of organisational bodies, networks, organisation, groups and individuals. The role of government and the formal advice ecosystem are key stakeholders representing a high proportion of the stakeholders necessary to engage in addition to clients (Fig. 2).
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Geography
Advice across London is unevenly distributed with some Boroughs well supported and others experiencing significant gaps in provision. The cuts to legal aid have exacerbated these challenges with some areas losing the majority of their advice services. Further studies are required to understand the social welfare advice landscape across London. Anecdotal evidence also suggests that specialist advice is unevenly distributed across London Boroughs meaning it is problematic for people in some areas to access. There were examples of good practice that could be duplicated by organisations in other parts of London, where providers were operating across boroughs offering support or specialist expertise to underserved communities. The picture we have at present is anecdotal, and further investment is required to undertake a comprehensive study to building a more detailed understanding of social welfare advice provision across London.

STEEPLE Analysis
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Fig. 3


Section 3: Needs assessment

Purpose: The purpose of this work was to understand whether there is an appetite for a London-wide Advice Strategy and, if so, what would be required to develop it in such a way to be capable of engaging a broad range of stakeholders cross-ecosystem to tackle the advice landscape’s challenges in a systematic way (Fig.4).
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Fig. 4

Building on existing studies such as the ‘Mind the Gap’ and ‘Advising Londoners’ reports, the process to co-design the London Advice Strategy aimed to understand the biggest pressing challenges and opportunities, enabling advice providers to build on their strengths and capitalise on the available skills. 

The purpose of this work is to develop a plan to build capacity to address provisioning challenges and create a broader case for change, better enabling advice providers meet the need the needs of Londoners in the current climate.

There were two areas it was necessary for this piece of work to explore:
· What would be required to develop a stable and effective infrastructure to enable advice to be provided to any Londoner who needs support at the time when they need help in a way that addresses systemic barriers?
· What issues would need to be addressed to develop a resilient ecosystem that is effectively resourced, with well-understood and widely used quality standards for advice provision, training, and competitive pay? 

The following priorities were outlined based on 397 insights drawn from desk research (Fig. 5).
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Fig. 5

Based on the 11 themes of challenges, it was essential to understand what advice providers actually felt was important, what was wanted, whether a strategy was desired, if so, what it should include, who should be involved in its development and any considerations in the approach of the development of the roadmap or its content. A process of cross-ecosystem for those individuals working across the advice landscape was taken forward including funders, local authorities, the NHS and frontline service providers (Fig. 6). 
Workshops and bilateral dialogues involving over 60 experts from the advice sector in London were held 


· We wanted to understand what people wanted from a London legal advice strategy, what they felt a strategy would enable for the sector, what challenges they envisaged, what they felt could be addressed to addressed. 
· Focus groups captured many initiatives for promoting collaborative ways of developing the advice sector to build on.






Fig. 6



What the advice providers told us they wanted to achieve

Based on our consultations with nearly 60 stakeholder bodies providing social welfare advice across various ecosystems within the advice landscape, it was clear that the vast majority involved wanted a collective plan to enable advice providers to work more effectively together to meet the common challenges all advice bodies are experiencing.

Feedback showed that providers were interested in provision that not only offers support but also to do so in a way that better empowers and enables those who need advice to access the support they need at the right time and to learn skills to build their resilience and meet their ongoing needs.


Draft vision for further development: 
“By 2030, all Londoners will have improved access to the help they need by improving the quality, reach and access to specialist advice. We want to empower individuals to manage their own needs and to know where to go to access support when they need it.”


It was acknowledged by advice providers that there are limitations in the draft vision as it currently stands concerning its achievability. Specifically, concerns were highlighted around ensuring the vision is possible to deliver against (both in terms of the specifics of the scope and the timeframe).


What we learnt

Drawing on the 400 insights from the focus groups we were able to assess not only the appetite for a London-wide advice strategy but also to define more clearly what a roadmap for its development should focus on and to understand how cross ecosystem stakeholders would want to utilise it (Fig. 7).
[image: ][image: ]Purpose: To identify whether there should be a strategy and if so what its purpose, content and the approach to its development should be.
What are the challenges in trying to develop the LAS?
· Capacity is a significant challenge nearly all stakeholders identified
· How to build a strategy that is responsive to a rapidly changing policy landscape
· Funding is a significant challenge to enable the development and delivery of a strategy
· Changes to the wider policy landscape including additional cuts to benefits and health budgets
· How to build consensus across the sector (given its breadth)







· There was value in having an advice strategy and that this had the potential to strengthen the sector
Whether there should be a London wide advice strategy




· To be practical and actionable to tackle the increasing demands on the sector and those they support. 
· To use the collective knowledge and voice of the sector to make a case for advice and to deliver better outcomes to clients. 
What should the purpose of the strategy be





· Of the 400 insights gathered from the focus groups, we identified 12 themes the strategy should cover, these substantially overlapped with the desk research 
What should the LAS cover?



· Changes to the wider policy landscape including additional cuts to benefits and health budgets

What are the challenges in trying to develop the LAS?
· Funding is a significant challenge to enable the development and delivery of a strategy


· How to build a strategy that is responsive to a rapidly changing policy landscape
· Changes to the wider policy landscape including additional cuts to benefits and health budgets
· How to build consensus across the sector (given its breadth)

· Capacity is a significant challenge nearly all stakeholders identified

· How to build consensus across the sector (given its breadth)
· How to build a strategy that is responsive to a rapidly changing policy landscape


Fig. 7






The consensus was that any process to develop a roadmap should build on and reinforce the existing capabilities in the ecosystem and that a collective voice was necessary to address fundamental challenges, such as sustainable funding. 

Standards for service delivery were deemed essential moving forward, and consensus amongst those consulted is that any standards developed would have to be co-owned, and adaptable so they could be practical and implementable across the advice body, regardless of the size, capacity, or specialism of the advice provider.

The insights reflected that all advice providers had seen an escalation in demand, which is anticipated to increase in volume and complexity in the current climate. It was therefore felt that any future roadmap or strategy would need to make a case for further investment for adequate resources, carefully improved opportunities for collaboration to tackle complex challenges, and enhanced training and support provision to not only ensure consistency in social welfare advice offered but also to reduce dependency on this support. 

In this context, advice providers strongly felt there needs to be a much more concerted effort across the ecosystem to build a case of long term sustained financial support for advice and advice work. It was clear that the size of the challenge is such that it cannot rely solely on private trusts and foundations, and as a result, there is a particular challenge in articulating the return on investment of advice for the State to build a wider case for investment.

There were numerous specific recommendations concerning the need to better join up services among advice providers, particularly statutory bodies, local advice providers, and community-based support services. The focus of this feedback was not only on improving support and referrals but also on providing better-integrated support systems with statutory services, such as health and welfare. Most advice providers also felt that, ultimately, investment of this type would reduce the pressure on services like health as well as improve the efficacy and impact of advice work in itself.

Finally, a clear case was made for further investment to better understand how to engage individuals who currently struggle to access advice or are inadequately supported by the social welfare advice available to them. Whilst the focus groups explored these issues in general, it was evident that there is a paucity of data to adequately inform a focussed strategy to target these issues at present.


Shortlisting the roadmap priorities

In order to determine the priority areas for the roadmap the following process was undertaken (diagr
Fig. 8
Desk research
Outputs:
Generated 370 insights &
11 issue focused themes 
Synthesis
Input:
Based on 13 problem statements
5 priorities were identified
Synthesis
Output:
Based on 12 themes
13 consolidated problem statements were identified
Analysis
Input:
Based on 60 insights 
12 themes were identified
Desk research
Input:
18 publications and reports
Focus groups
Output:
Generated 400 insights
60 actionable insights were identified
User research 
Input:
7 focus groups with 
6 stakeholder communities 

	1. Access and inclusion: Strategic engagement of clients and local advice organisations

	2: Collaboration: Build an adaptable ‘community of practice’ to tackle common challenges

	3. Connecting services: Develop processes and improved access across referral pathways

	4. Data & Digital: Enable the targeted use of digital to improve access and data sharing

	5. Funding: Improve systems and access to sustainable funding streams

	6. Local support pathways: Developing strong connections across local referral pathways

	7. Needs driven support: Enable tailored support to meet practical and cultural needs of clients

	8. Policy & advocacy: Build a case for change to improve policies to reduce the need for advice and better support those who need it

	9. Prevention & early intervention: Enable earlier stage interventions increasing awareness and early stage support

	10. Recruitment skills & retention: Developing the advice work as a positive long term career choice

	11. Standards: Create a flexible set of common standards for advice provision

	12. Vision & strategy: Develop a clear sense of purpose across the advice sector for its value, capabilities to support clients


 Fig. 9




The synthesis of the insights produced 12 themes (which broadly overlap with the 11 identified in the desk research). 
These focus on patterns of challenges facing the ecosystem (Fig. 9). 

Based on the scope of these themes, it was clear that some themes are interdependent. As a result, it was possible to cluster groups of themes based on wider input from the stakeholder network through the Strategy Action Group.

Fig. 10
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Dependencies
Priorities designated by the Strategy Working Group in Fig. 10:

· Needs Driven Support  
· Data & Digital
· Prevention & Early Intervention
· (Funding)
· (Policy & Advocacy)

With further review by the task and finish group, the key themes were further distilled into common issues. 
				

The common issues identified were: 
Fostering Client Centred Services
Strengthening the strategic position of the ecosystem
Joined up systems and practice
Developing shared purpose and focus to enable the ecosystem






These issues incorporated the following themes from the dependencies mapping process.

Data and Digital; Standards and Quality
Access and Inclusion; Connecting Infrastructure; Demand & Early Intervention Support; Needs Driven Support; Local Support Pathways; Workforce Capacity & Retention
Fundings and Sustainability; Policy and Advocacy
Purpose and Vision






The roadmap outline was developed in response to these broad issues, taking into account some of the drivers that would be necessary to inform wider pieces of thinking around the vision and purpose. 

The roadmap priorities also took into account some of the key issues identified from the desk research highlighting the need to address pressing issues concerning workforce capacity, funding, and resource.


Section 3: Theory of Change

The Theory of Change was designed to better understand the interconnected processes that advice providers go through to enable and support the clients they work with. This version has been developed using inputs from the stakeholder consultation focus groups, the Strategic Action Group, the Roadmap Strategic Task and Finish Group and the Advice Workforce steering group.
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Fig. 11































Section 4: London wide legal advice strategy 

London wide advice strategy roadmap development principles

The roadmap focus group consultation and strategic consultation made it clear that any strategy moving forward needs to:

1. Be specific, practical and measurable;
2. Be grounded, realistic, and practicable;
3. Be adaptable and implementable regardless of where in advice work it is being used;
4. Reflect the needs of clients and users of advice work;
5. To have a stronger voice to seek support to adequately resource advice work;
6. Ensure that the lived experience of users is central to the future direction.

More generally, colleagues, there was a consensus that the roadmap and the strategy itself need to be owned by advice providers, and it is therefore important they are involved in the strategy development process. 

Advice providers felt that having an overarching focus around the purpose of the ecosystem through a theory of change and potentially a wider set of co-designed principles would enable groups, bodies, or organisations to tailor a wider strategy to their individual use.

Strategy Development Challenges

It was also acknowledged that there will be some specific challenges concerning the development of the strategy. 
· Many organisations are too overburdened to engage in what is happening in the broader ecosystem;
· Particular subsections of the advice work ecosystem are not actively engaged in this process and need to be;
· There are specialist mainstream providers of advice, like the health service, who need to be involved in the strategy. Many of whom still need to understand the case for advice;
· Advice work needs investment to enable many of the changes a future strategy may want to consider. It will, therefore, be necessary to make a case for support that take this into consideration to garner statutory financial support.





London-wide Advice Strategy Roadmap
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Fig. 12






[bookmark: RANGE!A1:F49]London Wide Advice Strategy Roadmap Development plan

	Workstreams
	Timeline
	Objective
	Key Activities
	Key Outputs
	Opportunities for development from research (for ref)

	1) Strategic direction - Developing a shared purpose to focus to enable the ecosystem
	
	
	The advice ecosystem has many conflicting priorities it needs a coherent strategy to align its focus 
	
	

	
	Summer 25
	A) Strategic direction setting - Defining the focus, purpose and goals to align the advice ecosystem
	Refine the 11 identified themes & mapping needs to opportunities. Align themes to stakeholder priorities with a focus on underrepresented communities.
	Refined Theme Summary; Strategic Priorities Brief; and Stakeholder Feedback Gap Analysis
	

	
	Summer / Autumn 25
	B) Strategic vision and objectives development
	Develop strategic vision and success measures. Develop a comprehensive strategy framework and outcomes model.
	Draft Strategy Framework - including strategic vision, mission and values
	

	
	Autumn 25
	C) Strategy development
	Develop thematic pillars (e.g., funding, workforce, digital)
	Vision & Outcomes Framework
	

	
	
	
	Define KPIs, a resourcing plan and funding pathways. Create an outcomes and impact framework
	Performance Measurement Framework; Resource & Fundraising Plans; Draft Advice Impact Areas
	

	
	
	
	Define a delivery action plan defining what will happen and who will lead it. 
	Implementation Plan including governance & delivery structure
	

	
	Autumn 25
	D) Build alignment and validation across advice ecosystem to support and deliver the strategy
	Validate the strategic direction by engaging the wider sector (online and in-person).
	Consultation Summary to refine the strategy
	

	
	
	
	Undertake targeted funder and wider advice stakeholder feedback to secure formal support of allies, to refine priorities and language of strategy
	Updated Strategy Draft that builds ownership of the strategy across the advice ecosystem and the final strategy draft
	

	
	Winter 25/Spring 26
	E) Implementation planning and support
	Define roles, delivery plans, resourcing and comms plan
	Final review of roles and ownership across the sector of the strategy
	

	
	
	
	Launch the first phases of the strategy
	Launch strategy 
	

	 
	 
	 
	 
	 
	 

	2) Strengthening the strategic position of the sector - Building a more sustainable, supported, and connected legal advice ecosystem
	
	
	Advice work is underfunded and lacks the ability to address this challenge in isolation. Advice providers do not have a strong enough voice at the table to influence change.
	
	

	
	Winter 25
	A) Developing capacity for collective influence on policy and funders
	To increase awareness and the influence of the advice ecosystem in the public sphere by improving awareness of what advice work is, what it covers and how it makes a difference.
	To develop a wider awareness plan to improve the profile of the advice ecosystem its role in civil society and the positive impact it makes articulating what it does, how it supports people, and the difference it makes. Defining specific strands of work where the advice ecosystem needs to increase its influence.
	Using data to capture good practice and to use this to learn from.

	
	
	
	
	To develop a working group to better equip the advice sector to define what its ambitions are, and where it feels its impact is most necessary. To understand whether more resource is needed e.g., to develop a policy lab.
	Develop an evidence base to make the case for advice to deliver better social outcomes at a policy level.

	
	
	
	
	To outline the key supporting information the sector needs to aggregate in order to build a robust evidence base to support any campaigns it chooses to deliver.
	

	
	Summer 26
	B) Building the case for investment - developing strategies for sustainable, unrestricted funding
	Mapping the financial value of the advice ecosystem - making a case for increased funding levels
	To map a detailed gap analysis on the financial needs of the advice ecosystem
	Defining boundaries around particular types of advice provision

	
	
	
	
	Develop a detailed plan outlining the case for change to invest in the advice ecosystem and the steps to enable this, including making effective use of existing data and information.
	Build a case for further investment in the sector

	
	
	
	
	Develop the evidence base to support further investment and supporting toolkits to enable the advice ecosystem to improve its return-on-investment measurement.
	

	
	
	
	
	A development plan to deliver training for the advice ecosystem calculating and monitoring the social return on investment for organisations.
	

	
	Autumn 26
	
	Engage funders to shape coordinated investment plans
	Create a cross ecosystem taskforce to identify more sustainable financial models to support advice work.
	Building a case for more investment/support from local authorities (SROI)

	
	
	
	
	Develop recommendations to connect with government green papers focussing on social welfare and other relevant social policy issues e.g., localised healthcare).
	Working with funders to create a more sustainable approach to advice support focusing on core multi-year funding.

	 
	 
	 
	 
	 
	 

	3) Developing Client Centred Services - Ensuring earlier, easier, and more equitable access to legal advice for all Londoners
	
	
	Many people don’t realise they need advice, can’t find it early enough, or struggle with complex referral systems. Marginalised communities are especially underserved feeling support is not for them. The advice ecosystem is stretched by workforce burnout, and a lack of shared tools. Collaboration is limited by capacity.
	
	

	
	Autumn 25
	A) Enable better systems to allow earlier access to advice
	Undertake research to understand the enablers/barriers to support clients/service users to access advice sooner
	User journey outputs - highlight the specific pain points preventing clients from accessing services.
	

	
	
	
	Develop the processes and systems to improve cross ecosystem working to improve early intervention engagement, awareness and support
	Create an early intervention working group to support cross sector innovation and collaboration to tackle early intervention provisioning gaps.
	Using stakeholder groups segment key priority audiences

	
	
	
	
	Deliver an early intervention strategy to focus on how to improve awareness, access and onboarding to enable clients to gain early access to support.
	Map user journeys for key stakeholder groups

	
	Summer 26
	B) Develop simple, clear referral pathways
	Develop an improved referral pathways plan to better connect services and tackle 'advice deserts', 
	Deliver London wide advice 'heatmap' to understand provisioning gaps and opportunities for collaboration.
	Identify specific pain points/unmet needs in the process to access support

	
	
	
	
	Developing systems maps and referral pathways to outline the enablers, processes that would improve referral pathways to support. 
	Mapping current welfare advice landscape (or draw on existing mapping) - cold spots, hot spots

	
	
	
	
	Develop a digital taskforce to identify better information and resources to integrate referral processes and support.
	

	
	Summer 25 & Summer 27
	C) Reaching structurally marginalised communities
	Undertake research to understand the structural inequalities and barriers (social/cultural/economic preventing those from marginalised communities to engage with advice support
	Deliver a needs assessment for marginalised communities that focusses on intersectional barriers preventing clients from engaging with mainstream advice and how informal networks operate and support individuals
	

	
	
	
	Develop a plan to target and tackle communities who have been identified as underserved (re: their needs or the level of deprivation experienced).
	Deliver a second stage engagement plan to understand which groups need to support, where they are based, and how best to engage them.
	Understanding unmet needs of marginalised communities

	
	
	
	
	Deliver a second stage engagement plan to understand which local groups and networks are regularly engaging marginalised communities, how to work with them and better integrate services and support.
	Building networks of local support

	
	Summer 27
	D) Developing more effective partnerships
	Using the roadmap needs assessment to understand what effective partnership working would mean across the advice ecosystem.
	Create a collaboration and innovation taskforce to focus on developing specific ideas, processes and systems to improve support pathways for clients across the advice ecosystem.
	

	
	
	
	
	Develop an incubator to explore ideas to develop partnerships across the sector.
	Developing processes to work with local partners

	
	
	
	
	Deliver test pilots with performance metrics to understand to develop a tool kit to understand: what works; what doesn't; and what could work better. 
	

	
	Autumn 25 
	E) Building a resilient & skilled workforce
	Develop a career pathway plan to tackle the pressing resource issues facing the advice ecosystem.
	Develop a user journey, needs analysis and plan with targeted recommendations to help develop recruitment, career development, training and pay for the advice ecosystem.
	Building career pathways for the advice sector

	
	
	
	Co-design a workforce resilience plan 
	Develop a co-created workforce development plan to define baseline goals for change, drivers and constraints, working models, forecasting of needs and an action plan for change.
	Providing specialist training in areas of need e.g., measurement

	
	
	
	Develop a plan to better understand how to deploy digital to better support advice work
	A plan outlining the supporting use of digital pathways in meeting resource constraints including recommendations of its implementation
	Deploying an appropriate use of digital to increase access and capacity 

	 
	 
	 
	 
	 
	 

	4) Joined systems and practice - Fostering flexible standards for service delivery that drive evidence-led ecosystem development 
	
	
	Support standards are inconsistent and in some cases poor. There is a need to develop the evidence to understand what is happening, the quality of work and its efficacy. The lack of data makes the issues challenging to address
	
	

	
	Autumn 27
	A) Building better data and insight sharing
	To deliver a ‘data systems’ plan to enable the ecosystem to better understand what it wants to do with its data, what it has, where the gaps are and where it needs to develop.
	A piece of research that enables the advice ecosystem to understand what data is currently held by providers, what format it is in, the quality of the data and a set of recommendations to develop systems and processes for data collection.
	Learning from successful models of collaborative delivery

	
	
	
	
	To deliver a plan that the data available moves towards processes which are more consistent, accessible, available and reusable and to outline the skills, wider access requirements, resources and responsibilities to manage this information moving forward.
	Utilise data to evidence specific systemic disadvantage or challenges clients face.

	
	
	
	
	To develop a working group to understand how to work with the advice ecosystem. the understand how to organisations to engage with managing their data to support their work (what it’s for, why it matters, what they need to know, how to do it, what it will enable and what they need to be mindful of).
	Using data to understand how best to efficiently use and deploy resource

	
	Spring 26
	B) Developing common standards and shared tools
	Identify shared tools, templates, or any standards already in use
	To develop a shareable toolkit outlining existing knowledge, tools and best practice.
	Improving recruitment in the sector

	
	
	
	
	To develop a cross sector working group to support the development of cross sector standards - their development, uses and steps towards accreditation.
	

	
	
	
	
	to develop a set of recommendations with feedback on what advice works and what currently doesn't
	Aggregated outputs from user interviews or focus groups

	
	Autumn 26
	
	Develop common standards and best practice for the advice ecosystem
	To develop a codesigned plan to deliver an appropriate set of standards and training package for the advice ecosystem.
	Developing and agreeing a set of standards agreed by the sector

	
	
	
	
	Agreement on connection to an accreditation provider.
	Use skills and knowledge in the sector to build its capacity 





Section 5: Recommendations

Broadly the roadmap the priorities for the next stage need to help flesh out some of the outstanding questions that will inform the strategy. 

The most obvious priorities moving forward are:
1) To better understand the needs of clients, marginalised communities, and local informal advice providers, it is essential to acknowledge that their needs drive the strategy. Whilst it is accepted that these groups are crucial to ensuring the strategy is grounded, their needs must be prioritised.
2) To work with specialist providers to understand how the strategy can effectively ensure that they are appropriately engaged and proportionately consulted on the strategy: It is not only important to ensure specialist groups are consulted, but also their experience and access needs of those they represent are reflected in the strategy content and the approach that is taken to the strategy development.
3) To agree standard definitions for ‘advice’ and the types of support that are offered as legal advice that are understood and commonly used by advice providers.
4) To use the engagement process for the strategy to understand how it can be co-owned and delivered against by advice providers regardless of their size or level of sophistication.
5) To build the evidence for the case for investment in advice to understand what the return on investment is (across the ecosystem), how to support the collection of this information, what to do with the information once collected and what plan will be created to enable this.
6) To consider in the ongoing development of the roadmap and strategy, how to not only consider how best to standardise, capture and manage data and its measurement but to develop principles and protocols to empower advice providers to manage and inform their work proactively.
7) To develop a process to understand how best enable a holistic approach to advice work and how best to work towards a strategy that enables this to happen.

	Consideration
	Recommendation

	1. Roadmap development has not widely consulted with the clients of advice 
	A focussed strategy for user engagement (including both those who access support and those who have struggled to access it). 
· Research to understand unmet needs
· User journey mapping (what works and what doesn’t)
· Opportunity mapping around areas of need
Actions: 
· Work with advice providers to use engagement strategy to understand the priority groups to engage
· Facilitate a series of workshops to gain insights around unmet needs for clients, how they engage with support, where they are struggling. 
· Using the insights to develop a series of opportunities or challenges to develop solutions to address challenges.

	2. Gaps in consultation with community-based advice providers
	Further consultation needs to be captured to understand the similarities and differences between formally constituted local charitable advice providers and informal socially driven advice networks e.g., faith groups, food banks etc.
· To understand the types of advice offered
· To understand local informal advice providers unmet needs
· To understand the similarities and differences between these groups and other advice providers.
Actions: 
· Work with local charities and known community groups to undertake targeted focus groups with informal advice providers.
· To map the similarities and differences between types of advice providers
· To make specific recommendations on the development and delivery of the strategy to ensure it is appropriate and meets the needs of local advice providers.

	3. Identify the most effective way to improve access & inclusion
	Focus group insights highlight there are specific challenges around access and inclusion that need to be explored at a ecosystem, sub ecosystem, geographical, Borough, organisational and individual level. Insights highlight particular considerations around:
· Intersectional bias and exclusion for clients
· Bias and exclusion of service providers (particularly specialist providers)
· The need for training in DEI 
· Gaps in specialist service provision 
Actions:
· Work with ecosystem specialists like Refugee Action, Debt Free London, Inclusion London (and specialists within other bodies) to determine how to best integrate access and inclusion considerations in the development and delivery of the strategy.
· Use a specialist group of advisors to define what additional supporting steps (or plan) is required to improve inclusive practice, resources and training to support advice providers to be better equipped to effectively reflect good practice in their work and to support their staff and volunteers.
· Outline any wider issues that need to be addressed within the strategy concerning access and inclusion and how best to influence and advocate for change in this context.

	4. Priorities of the roadmap need to be grounded to align with ecosystem constraints and energy
	The high-level roadmap has been brought together based on the broad priorities and pressing issues of advice providers. However, its content, focus and activities need to engage the network to ensure that the strategy development is driven but need and reflective of the challenges.
Actions:
· Review and prioritise the stakeholder engagement strategy based on the roadmap priorities
· Consult with the network to validate the roadmap priorities and any additional considerations in their engagement to develop the strategy itself

	5. Theory of Change
	Feedback from stakeholders was that a theory of change would be very useful. A first draft of this has been mapped but a review with feedback as part of the wider strategy development would be of value.
Actions:
· Review the existing theory of change for legal advice in London to be reviewed by ecosystem stakeholders.

	6. Communities of practice (or shared principles)
	In order to be effective, it was acknowledged that any process designed to encourage wider advice ecosystem practice, guidance or increased collaboration it was acknowledged that there would need to be a shared set of behaviours or principles developed to ensure:
· Consistency and shared ownership of standards
· Collective approaches to pan London challenges
· Improved practices for service design and service improvement
· Capabilities to ensure adaptability is embedded in to the desin of the strategy.
Actions:
· Define a working group to outline the purpose of the standards or practice 
· Outline what is in and outside scope to define the principles or community of practice
· Define how it will be managed, used against the strategy and be owned by the network.

	7. Network Weaving
	It was widely acknowledged that there are many organisations providing advice and there needs to be more cohesion across providers to better understand what those receive support need, what advice providers need, how they can collaborative, solve shared challenges and use their collective voice for influence: 
Actions:
· Review the existing stakeholder map and identify gaps
· Identify key players and pathways to influence
· Build processes to develop trust and reciprocity
· Foster processes for collaboration and connections across advice providers
· Develop processes to monitor and evaluate progress to adapt and adjust processes

	8. Horizon Scanning
	To develop processes to embed responsive future planning into the strategy and strategic planning cycle so advice providers can best understand proactively how to plan and respond to the wider landscape. Advice providers need to come together to:
· Frame the needs and resources
Once this has taken place it is far simpler to outline the processes to collect and prioritise the most relevant information required.
Actions:
· Scanning and collection of data
· Interpretation and filtering
· Sensemaking and reporting

	9. Lean Strategy
	Given the roadmap and strategy need to be adaptable in order to be used across advice providers it was acknowledge that the content has to be high level and focus on principles, practice and be adaptable to the context in which it’s been used:
· It was be clear in its goals and grounded
· It has to be adaptable enough to be feasible (for advice providers regardless at what level they are operating). 
Actions:
· As part of the strategic development process define the scope of the London-wide advice strategy, how it will be owned reflected in the practice of advice providers and enable them to be held accountable.
· Define how it will be designed and what practices, principles and processes will be put in place to enable it to be realistic and adaptable in a rapidly changing landscape.

	10. Metrics and data that are meaningful
	So far, the roadmap has not outlined metrics or processes for data but it is essential in order for the strategy moving forward that realistic and achievable metrics are outlined (and supporting data is captured effectively). There will be a careful balance to enable any future measures to be adaptable to use across advice providers. 
· Measures need to understand what is already captured
· Understand good practice that already exists
· Map what processes and systems are already in use to captured and track data
· Understand what good looks like across the ecosystem
Actions:
· An iterative approach to test and learn what might work would enable the roadmap to proactively co-opt the ecosystem in this process
· Use the roadmap engagement process to take forward a targeted plan and process to support a more robust process to capture data and to define and evidence what good looks like (and how to consider future uses e.g., AI).

	11. Standards
	There are some organisations clearly already leading by example but this work is driven at an organizational level it is recommended to understand where there is already investment how to capitalize on this momentum moving forward.
Actions: 
· Once the high-level strategy is agreed its recommended that standards considered as a key supporting pillar of client centered support.





Section 6: Engagement Strategy
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Fig. 15

We therefore had to take a secondary approach that weighted scores according to their influence (25%), engagement (15%) and inclusion priority (60%). 
This was a conscious choice to bias shortlisting towards marginalized groups.







Conclusion: We have therefore taken a broader approach to engagement identifying broader groups with a view to identifying specific bodies, individuals or organisations depending on the task and stage in the plan.
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Funders: Are increasingly understanding the essential role of advice work (although this is not a view that is consistent across the sector). Those who support this work want to determine better processes and practices to build the capacity of the advice sector in a more sustainable way.


Umbrella bodies: Many advice bodies operating nationally and in London want a more joined up approach to advice work with an acknowledgement that structural pressures require joined up approaches to addressing resource problems and provisioning gaps.


Frontline advice providers (virtual and face to face): Most frontline services are overwhelmed by demand and are juggling multiple complex cases with limited staff resource. Many want to see change to alleviate pressures on demand and support but are concerned about the additional pressures that will impose on already over stretched resources.


ICSs and health bodies: Health providers have a mixed perspective in their view of the role of advice with some seeing it as a key future strand of social prescribing and others see as another sector to refer to. All health providers are under acute pressure and recent cuts have compounded their ability to actively engage in this agenda.


Local authorities: Central Government cuts have meant that many Councils are trying to find the most effective ways to make use of the limited budgets they have available. There is a general understanding of value of advice work but many feel competing priorities limit their ability to proactively engage in solutions.			


Membership bodies: Many membership bodies providing social welfare advice understand the need for greater collaboration but are hamstrung but capacity and funding restrictions. Many are struggling to ensure their network are adequately equipped to meet increasing need.
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The NHS (86%), cost of living (86%) , economy (71%), crime (60%) & housing (57%) were seen the most important issues facing the UK
(NSO)

Around 8.9 million people live in London, which had overall growth since 2013 of 5.7%. This growth was strongest in East London
which saw an increase of 8.8%. Central London had the smallest population increase, of just 1.3% (source TfL).

London is more diverse with 46% of Londoners are Black & Minority Ethnic, compared to 14% in the rest of England.

Inner city is changing - the demographics of boroughs are changing but the funding environment has not followed this.

Significant cuts to the public purse for welfare support in the last budget - £5 billion cuts to disability benefits

While Al use in government is still in its early stages, with 70% of surveyed government bodies piloting or planning Al tools, the UK
government is actively promoting and developing Al strategies to enhance public service delivery and drive economic growth (Gov)
While a precise percentage isn't provided, a GOV.UK report indicates that 70% of government services are digitally enabled. However,
it also acknowledges that there are still a significant number of interactions via traditional channels. (Gov)

While a precise percentage for London-specific charities is difficult to pinpoint, the Charity Digital Skills Report reveals that 52% of
small charities in London are at an early stage of digital maturity (Charity Digital Skills report 2023)

The cost of living crisis continues to significantly household finances - Around 3 in 5 adults (59%) reported that their cost of living has
increased in the last month with food, energy and fuel most significantly. (Gov)

In the latest period, 21% of adults said they had borrowed more money or used more credit in the last month, when compared with a
year ago. (Gov)

When asked about their ability to pay an unexpected, but necessary bill of £850, around a quarter (24%) said they would be unable to
pay. (Gov) 38% of Universal Credit claimants were in work as of January 2024 (Gov)

In February 2025, there were 1.78 million unemployed universal credit claimants, which was 203,000 more than in February 2024
The quality of London’s air is dangerously — and illegally — poor. High levels of damaging pollutants harm human health and quality of
life, limiting lung development in childhood and reducing life expectancy. Over 9,000 Londoners’ lives end sooner than they should
each year because of air pollution, (GLA, London environment strategy)

The Urban Heat Island effect makes the centre of London up to 10°C warmer than the rural areas around the city. Increasing heat risk
could make homes, workplaces and public transport uncomfortable for all and dangerous for the most disadvantaged (Gov)
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The Mo are developing their 5 year strategy to include legal advice and support (FG)
The Government is in favour of a devolution and additional resource will be given to enable this to happen (FG)
Drivers of increased demand for advice include changes to disability benefits, the roll out of Universal Credit, the no recourse to public
funds immigration policy, a shift to online processes for claiming benefits and Brexit. (Advising Londoners report)
Macro socio political influences on the global and UK economics (e.g. US trade tariffs)
The Government are cutting £4.8 billion in welfare payments by 2028/29
The health element of universal credit (which reflects a limited capability to work) was going to be halved for new claimants to £50 a
week in 2026/27, then frozen.
Earlier this week, the government unveiled sweeping changes to the benefits system, including making it harder for people to claim
disability payments, with the aim of saving £5bn a year by 2030.
15% reduction in admin costs across Whitehall, amounting to about £2bn a year, by the end of the decade. This will also result in
about 10,000 job losses in the civil service
ICBs have been asked to make 50% cuts to ‘running costs’. The exact detail of what and how has not yet been set out, but this will
likely cover quite a wide cost base, including the money set aside for day-to-day management and admin costs
Abolition of NHS England
The Health Partners have commissioned a piece of work with NHS foundations to actually map social prescribing work and link to social
welfare advice and legal advice in ICS regions - development of integrated neighbourhoods and the Neighbourhood Health Service
5 ICS regions are being merged into 3.
Demand for advice could be reduced if government departments took measures to resolve their systemic failures and reverse welfare
cuts (Advising Londoners)
Policy changes disproportionately impact on the poorest segments of the community in London.
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This research is designed to determine what are the most critical development pathways necessary to improve access to social welfare advice

Any Londoner in need of advice

People on low incomes are more likely to need advice with 20.4% of the London population earning less than the living wage.
20.3% of the London working population were also classified as out of work. 14.4% of Londoners are out of work and on
benefits. 13.2% of the London population are disabled.* In the 3 years to 2022/23, 30% of families that included a Disabled
person were in poverty compared to 22% of those without a Disabled household member. **

Individuals currently not accessing advice, individuals not accessing advice soon enough (as a result of social, cultural, access or
geographical barriers)

London (although it is worth noting that demographics have changed and there has been a rapid increase in need in outer
London)

Welfare benefits: eligibility and access to welfare benefits, income maximisation (which focuses on promoting the uptake of
welfare benefits).

Debt: advice and guidance on how to avoid debt and how to deal with it when it becomes a problem.

Immigration: the provision of advice on immigration issues, which is subject to its own regulatory framework.

Employment: rights at work, for example, around unfair dismissal, unfair treatment, withheld pay.

Housing: access to social housing, advice on housing rights and eviction (including around the management and condition of
accommodation), access to assistance when facing or experiencing homelessness.

Education: parents with grievances against local authorities or school governing bodies, issues relating to accessing support for
special educational needs, support to study, free school meals and so on.

Community care: social care, community support and services.

Community based innovation to meet needs in a changing climate, ad-hoc collaboration between local partners, cross sector
collaboration to understand how to improve social welfare advice across London

Desk research and focus groups with cross sector specialists

Engage specialist providers working with underrepresented communities such as the ethnically diverse advice providers
network, specific studies undertaken by specialist groups and umbrella bodies, and inputs from locally based service providers

*Trust for London, 2021 Census data. **Trust for London — London Poverty Profile
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+ Policy decisions disproportionately impact on the volume
and complexity of client cases the sector needs more ability
Policy & Advocacy to be able to speak truth to power.
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+ Social and economic factors drive an unfeasible growth in
Demand and early demand the sector does not have the capacity to meet.
intervention support
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+ The sector is not adequately meeting the needs of hard
to reach groups who are disadvantaged by the current
structures and systems as a result of policy and

Access & Inclusion structural inequalities
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+ Advice organisations need unrestricted longer term funding
Funding & to develop their management staff, structures or systems
Sustainability
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* Tracking of the impact in advice work is not consistently
Workforce capacity captured and used
and retention * Development and retention needs cannot currently be met
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* Advice organisations need investment to use and deploy
data and digital services access and improvement
Data & digital
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* More investment is required to use and deploy digital
Connecting services and the use of data to drive service access and
infrastructure & improvement.
Collaboration * There is in adequate capacity to foster collaboration
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+ Organisations need to be able to connect service users
Local Support with the right service they need provided by the right
Pathways provider at the right time
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* The needs alignment around a shared vision to tackle the
fragmented structure and systemic issues it faces.
Purpose & Vision




image16.png
* Inconsistent provision of support erodes the trust and
reputation of the advice sector there need to be more
consistency in advice provision.
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A) Enable better systems to allow earlier access to advice
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Develop strategy vision and success measures,

Develop a comprehensive strategy framework and outcomes model

Develop thematic pillars (e.g. funding, workforce, digital)
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e Define an delivery action plan defining whatwill happen and who will lead it
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makes a difference
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e Develop a career pathway plan to tackle the immediate pressing issues
facing the advice sector. Co-design a workforce resilience plan
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advice work

A) Building better data and insight sharing

B) Developing common standards and shared tools

o To deliver a data systems plan to enable the sector to better understand what
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e Developing common standards and best practice for the sector
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makes a difference
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