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Executive Summary

This report provides details of the income maximisation work carried out by the Cost-of-
Living Helpline (Tackling Poverty Team) and Council Services during 2023/24 which
generated £47,935,822 in additional benefit income for the residents of North Lanarkshire
an increase of 35.1% from the previous year.

Over this reporting period the continuing legacy of the pandemic and most significantly the
Cost-of-Living Crisis have continued to impact disproportionately on our most
disadvantaged residents and communities, bringing the importance of income
maximisation and wider work to tackle poverty into sharp focus, with the impact of low paid
and insecure work a particular challenge.

Since establishing the ‘Cost of Living Helpline’ in early 2023, supported by additional
funding provided through the Joint Integration Board, there had been an increase of 41.2%
in the number of benefit checks completed for residents; rising from 18.521 benefit checks
completed in 2022/23 to 26,158 benefit checks completed in 2023/24.

More broadly local approaches to tackling poverty and reducing inequality in North
Lanarkshire, continue to be driven by the ‘Towards a Fairer ‘North Lanarkshire Tackling
Poverty Strategy with activity focused on the key drivers of poverty.

Recommendations
It is recommended that the Adult Care and Social Work Committee.

(1) Note the contents of this report.

(2) Endorse the report and note the impact of the funding of the Cost-of-Living helpline for
residents.

(3) Note that this report has been presented to IJB to approve the request to extend the
use of the already earmarked funds (£600,000, from April 2023 to March 2025) to
support the enhanced service to June 2025.



The Plan for North Lanarkshire

Priority Improve economic opportunities and outcomes

(11) Increase economic opportunities for adults by understanding,

Ambition statement  identifying, and addressing the causes of poverty and deprivation

and barriers to financial inclusion

Programme of Work  Resilient People

1.1

1.2

1.3

1.4

1.5

1.6

Background

Despite recent positive news on wage growth, the legacy of the global pandemic,
ongoing cost-of-living crisis and high levels of deprivation, continue to acutely affect
inequality and poverty in North Lanarkshire, impacting the most vulnerable in North
Lanarkshire’s communities. Against this landscape the refreshed ‘Towards a Fairer
North Lanarkshire’ Tackling - Poverty Strategy for 2023-2026, sets out our ambition to
continue to tackle poverty and child poverty, building on our previous actions and some
of the positive foundations achieved through the previous strategy for 2020-2023. The
new and refreshed Tackling Poverty Strategy encompasses an integrated multi service
approach within the Council, alongside an increased focus on working externally with
all community planning partners, communities, and people with lived experience of
poverty.

In addition, the Strategy encompasses the statutory requirement to prepare and publish
a Local Child Poverty Action Report for North Lanarkshire for 2022/23, reflects the
ambition of the national Tackling Child Poverty Delivery Plan 2022-26 Best Start Bright
Futures published by the Scottish Government in April 2022 as the second of 3 delivery
plans required by the Child Poverty (Scotland) Act 2017.

The Tackling Poverty Team, Health and Social Work Services and Housing Solutions
provides service users and members of the public with advice and assistance on a wide
variety of benefit-related issues. A full benefits check is offered to all new service
users. Income maximisation also plays a vital role in longer term Social Work services
such as Community Care, Children and Families, Kinship Care, Justice Services,
Mental Health, and Addictions.

A key role of the Tackling Poverty Team is to support the income maximisation service
through the First Point of Contact Team to residents, Support Services for fieldwork
staff, supporting specialist Social Work Services, Education Services and Housing
Services and the Resolution Team representing clients at tribunals and hearings.
Successful welfare rights intervention, where individuals are awarded extra benefit,
frequently means that, as a result of increased income, they are better able to manage
their own affairs and may not require further health and social work services.

The cost-of-living crisis continues to exacerbate existing health inequalities through its
wider impacts on physical and mental health and well-being and in line with its strong
commitment to prevention, the Health and Social Care Partnership have been keen to
explore options to enhance the early help and advice available to individuals and
families impacted by the current crisis.

On 30th November 2022, the Integration Joint Board approved funding of £300,000 per
year 2023/24 and 2024/2025 to allow the Tackling Poverty Team to recruit additional
staff and for the Council to establish a ‘Cost of Living Helpline’.
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Report

Although inflation has dropped from over 11% down to just above 2% in the last year,
the cost-of-living crisis continues, to have unprecedented pressures on people already
in poverty in North Lanarkshire. With thousands of people being forced into poverty,
having to make tough decisions about when and what they eat, keep their homes, what
they can do in life, and when they can afford to heat their home.

The recovery from the pandemic, the cost-of-living crisis and a number of issues
causing or exacerbating the effects of poverty on people in North Lanarkshire. Whilst
Inflation has reduced in 2024, issues such as mortgage interest rates increases, price
increases on energy, fuel and food increases, real term cuts in wages and welfare
reforms continue to acutely affect inequality and poverty, together with other economic
factors, impacts the most vulnerable in North Lanarkshire’s communities.

The supports coming from both the Scottish and UK governments, have been reduced
significantly 2024/2025 and the next few years will be extremely challenging for a
significant number of households.

The Tackling Poverty Team submitted its Activity Report for 2023/24 to the Wellbeing
and Tackling Poverty Committee on 16th August 2024, which is remitted to the 1JB
Board for information.

This report outlines the activity of the Cost-of-Living Helpline and the impact of the wider
use of referral pathways with Council Services, IJB Services and NHS Lanarkshire.

Since establishing the ‘Cost of Living Helpline’ in 2023, with funding provided by the
Joint Integration Board, there had been an increase of 41.2% in the number of benefit
checks completed for residents; rising from 18.521 benefit checks completed in
2022/23 to 26,158 benefit checks completed in 2023/24.

The additional benefit income generated by the Tackling Poverty Team and other
council services increased by 35.1%, with a total of £47,935,822 of additional benefit
income generated via claims, mandatory reconsiderations and appeals for benefits.

There has been a considerable increase in demand for the Tackling Poverty Team
welfare rights service, with the average number of referrals per month received by the
team rising from 945 in 2022/23 to 1180 referrals per month in 2023/24. A 25%
increase.

Maximising Income of Health and Social Work Service Users —

1.9

1.10

Social Workers can refer people and families to the Tackling Poverty Team to ensure
that income is fully maximised, and that people have access to budgeting/debt advice
as well as financial education.

The Tackling Poverty Team have a dedicated “support services team” for referrals from
social work and other council services which may be complex and require more than
initial advice offered by First Point of Contact. Referrals for Kinship Carers and those
people entering residential care are sent directly to Support Services.

Considerable work has been done by the Tackling Poverty Team to promote this within
social work localities and referrals have almost doubled in numbers to the team, with



1.12

4888 benefit checks being carried out via referrals received from social workers the
previous year to 9639 benefit checks completed in 2023/24.

In total £5,062,066 of additional benefit income was generated for people receiving
social work services, £743,199 of this is attributed to kinship care families, £895,191
generated for people accessing Justice and children and families’ services, with the
remaining £3,423,676 for those accessing adult social work and social care services.

MacMillan Advice Service

1.13

1.15

The Tackling Poverty Team host the MacMillan Advice Service which offers income
maximisation to those people and their families who are affected by a cancer
diagnosis.

The Tackling Poverty Team received 700 referrals from MacMillan in 2023/24, the
same number of referrals as the previous year. 52% of those people referred to the
service had a terminal illness diagnosis.

The work carried out by the Tackling Poverty Team generated £3,542,782 in
additional benefit income for patients and their families.

Food Poverty

1.16

1.18
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The food poverty referral gateway aim is to mitigate the need for foodbanks or reduce
the use of foodbanks by ensuring access to advice services, claims for the Scottish
Welfare Fund crisis grants and provide a cash first approach.

North Lanarkshire Council has led the way since 2014 in promoting a Cash First
approach to tackling food poverty, by ensuring that people do not only have access to
crisis grants for the immediate need, but also access to information and advice services
to ensure sustainable solutions to food crisis.

Referrals to the Tackling Poverty Team for people who are presenting in food crisis
have generated £1,211,758 in additional benefit income, with people receiving
assistance to claim benefits such as adult disability payment, council tax reduction,
Scottish child payment, pension credits and others.

Additional temporary funding was received via a Scottish Government funding bid,
which was lodged by the Tackling Poverty Team in conjunction with the Food Poverty
Action Group. The Tackling Poverty Team are able to provide an interim payment for
service users who have been assisted with a crisis grant, the interim payment is
provided for the first 24/48 hours until the crisis grant decision has been made.

The Scottish Government funding will also allow for work to be done with emergency
food providers, to allow for more uniform reporting, therefore allowing us to better
measure the impact this approach is having on demand for emergency food.

Health Services

1.21

Detail is provided below of income maximisation and impacts of partnership working in
with Health Services with respect to Tackling Poverty.
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General health staff referrals to the team have increased by 50% from 2022/23 with
591 referrals received in 2023/24. The additional benefit income generated via these
referrals has been £872,366.

Referrals from Health Visitors and District Nurses are relatively low in comparison to
other areas of health. The total income generated from the 119 2023/24 referrals is
£144,251.

Discussions have already taken place between Health Improvement Leads and the
Tackling Poverty Team to plan sessions to improve the work in this area.

NHS Lanarkshire employ Community Link Workers who will take referrals from GPs in
respect of social prescribing. Temporary funding has been provided to both the
Tackling Poverty Team and external partners to provide income maximisation and
money advice services.

Referrals from the GP Link Workers have also fallen with 482 welfare rights referrals
received in 2022/23 and 333 in 23/24. The 333 welfare rights referrals to the tackling
poverty team generated £252,504 in additional benefit income. (debt advice referrals
146 2022/23 and 133 in 2023/24)

Improvement Service Project (Wealth & Health Project)

Temporary funding has been provided by the Improvement Service to install a welfare
rights officer within 4 GP practices in North Lanarkshire (Bellshill, Coatbridge x2,
Wishaw).

This project has proven to be very successful, with a 70% increase in referrals from the
previous year to 608 this year. The total additional income generated for patients from
these four practices is £1,738,154.

Overview NHS Lanarkshire Services — Tackling Poverty Team

The Partnership between NHS Lanarkshire Services and the Tackling Poverty Team
has resulted in over 2350 patients receiving a benefit check in 2023/24, with £6,550,056
in additional benefit income being generated, with14% of the income generated within
North Lanarkshire was generated from Health Referrals

Appendix 1 provides a more detailed presentation of the income generated for
2023/24 for Health and Social Care Services

Conclusion and Analysis

1.31

1.32

Extending the capacity of the Tackling Poverty Team has allowed the team, to support
the wider capacity issues for the Third Sector, Health and Social Care Services,
Education and Families Services, Housing Solutions, and other Community Planning
Partners, by providing advice, support and referral pathways for these services, and
the community drop-in centres, North Lanarkshire Council's -Work Local Hubs
(available to all Council, IJB and NHS Lanarkshire staff) whilst ensuring direct access
for communities through the helpline.

As recognised above it is inevitable that the pressures and reality of the Cost-of-Living
Crisis means many people will also experience negative impacts on their health and
wellbeing, the Tackling Poverty Team have received additional training in key areas,
e.g. mental health and wellbeing to support capacity to recognise and respond to wider
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needs through the appropriate signposting and referrals. The Tackling Poverty Team
and NHS Lanarkshire already have a well-developed approach for financial wellbeing,
signposting to other services and referrals pathways, this builds on the learning from
the NL Covid (Community Hubs) Helpline.

The Tackling Poverty Team monitors and records activity of the helpline, in number of
people assisted, reason for referral, income generated, advice given, outcomes,
number of people/referrals signposted to other services/agencies. The Tackling
Poverty Team reports on the wider use of the referral pathways with, Council Services,
IJB Services and NHS Lanarkshire.

There has been a fall in activity and referrals from the Community Link Workers and
low numbers from Health Visitors and District Nurses in 2023/2024. The Tackling
Poverty Team and NHS Lanarkshire staff are reviewing these referral pathways to look
at what steps are required to encourage and increase the referrals from these health
services during 2024/25.

To date, it is predicted that the total spends by March 2025 against the funds committed
by the IJB to enhance team capacity and support the helpline will be £455,000. The
underspend is due to recruitment challenges, only recruiting 2 Clerical Assistants,
rather than the 4 included in the original staffing levels proposed and also due to staff
moving on to permanent posts.

A request that this agreement is carry over the remaining funding committed by the 1JB
to allow the contracts of staff employed to be extended to support the Cost-of-Living
Helpline and maintain enhanced capacity until 30" June 2025, has been submitted to
the 1JB Performance and Finance Board. This will allow the service to review any
adjustments which require to be made to the service to align with decisions made on
future core and supplementary funding streams.

It would be the intention to report back to the IJB Performance and Finance Sub
Committee under the same cycle of reporting back to the Council’'s Wellbeing and
Tackling Poverty Committee, in 2025.

3.1

Measures of success

Ensuring and improving the standardised service to all residents and providing a
sustainable, responsive, and effective means of quality advice and support to our
communities across North Lanarkshire.

4.1

4.2

4.3

Supporting documentation
Appendix 1 Tackling Poverty Team — Cost of Living Helpline June 2024

Appendix2 TOWARDS A FAIRER NORTH LANARKSHIRE

Appendix 3  North Lanarkshire Local Child Poverty Action Report 2022-2023

Alison Gordon
Chief Social Work Officer (Education, Families, Justice and Integrated Practice)



https://www.northlanarkshire.gov.uk/sites/default/files/2023-11/Tackling%20Poverty%20Strategy%20Towards%20A%20Fairer%20North%20Lanarkshire.pdf
https://www.northlanarkshire.gov.uk/sites/default/files/2023-11/LOCAL%20CHILD%20POVERTY%20ACTION%20REPORT%202023.pdf

5.

Impacts

5.1

Public Sector Equality Duty and Fairer Scotland Duty

Does the report contain information that has an impact as a result of the Public
Sector Equality Duty and/or Fairer Scotland Duty?

Yes No O

If Yes, please provide a brief summary of the impact?

Tackling Poverty is fully aligned with the requirements of the Fairer Scotland Duty,
its purpose being to reduce the inequalities caused by socio economic
disadvantage.

If Yes, has an assessment been carried out and published on the council’s
website? https://www.northlanarkshire.gov.uk/your-community/equalities/equality-
and-fairer-scotland-duty-impact-assessments

Yes O No

5.2

Financial impact

Does the report contain any financial impacts?

Yes O No

If Yes, have all relevant financial impacts been discussed and agreed with
Finance?

Yes O No O

If Yes, please provide a brief summary of the impact?

5.3

HR policy impact

Does the report contain any HR policy or procedure impacts?

Yes O No

If Yes, have all relevant HR impacts been discussed and agreed with People
Resources?

Yes O No O

If Yes, please provide a brief summary of the impact?

5.4

Legal impact

Does the report contain any legal impacts (such as general legal matters, statutory
considerations (including employment law considerations), or new legislation)?
Yes O No

If Yes, have all relevant legal impacts been discussed and agreed with Legal and
Democratic?

Yes O No O

If Yes, please provide a brief summary of the impact?

5.5

Data protection impact

Does the report / project / practice contain or involve the processing of personal
data?

Yes O No

If Yes, is the processing of this personal data likely to result in a high risk to the
data subject?

Yes O No O

If Yes, has a Data Protection Impact Assessment (DPIA) been carried out and e-
mailed to dataprotection@northlan.gov.uk

Yes O No O



https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments
https://www.northlanarkshire.gov.uk/your-community/equalities/equality-and-fairer-scotland-duty-impact-assessments
mailto:dataprotection@northlan.gov.uk

5.6 Technology / Digital impact
Does the report contain information that has an impact on either technology, digital
transformation, service redesign / business change processes, data management,
or connectivity / broadband / Wi-Fi?
Yes O No
If Yes, please provide a brief summary of the impact?
Where the impact identifies a requirement for significant technology change, has
an assessment been carried out (or is scheduled to be carried out) by the
Enterprise Architecture Governance Group (EAGG)?
Yes O No O

5.7 Environmental / Carbon impact
Does the report / project / practice contain information that has an impact on any
environmental or carbon matters?
Yes O No
If Yes, please provide a brief summary of the impact?

5.8 Communications impact
Does the report contain any information that has an impact on the council’s
communications activities?
Yes No O
If Yes, please provide a brief summary of the impact?
The Tackling Poverty Officers Action Group Sub Group developed a
Communications Plan.

5.9 Risk impact
Is there a risk impact?
Yes No O
If Yes, please provide a brief summary of the key risks and potential impacts,
highlighting where the risk(s) are assessed and recorded (e.g. Corporate or
Service or Project Risk Registers), and how they are managed?
Tackling Poverty has been identified as a Corporate Risk, with the Chief Social
Work Officer as the risk lead. Towards a Fairer North Lanarkshire - Tackling
Poverty Strategy sets out a planned approach which seeks to eliminate poverty or
make very significant reductions in the level of poverty resulting in bengfit to the
residents and including improvement in the overall level of health and wellbeing of
communities.

5.10 Armed Forces Covenant Duty
Does the report require to take due regard of the Armed Forces Covenant Duty (i.e.
does it relate to healthcare, housing, or education services for in-Service or ex-
Service personnel, or their families, or widow(er)s)?
Yes O No
If Yes, please provide a brief summary of the provision which has been made to
ensure there has been appropriate consideration of the particular needs of the
Armed Forces community to make sure that they do not face disadvantage
compared to other citizens in the provision of public services.

5.11 Children’s rights and wellbeing impact

Does the report contain any information regarding any council activity, service
delivery, policy, or plan that has an impact on children and young people up to the
age of 18, or on a specific group of these?




Yes No O

If Yes, please provide a brief summary of the impact and the provision that has
been made to ensure there has been appropriate consideration of the relevant
Articles from the United Nations Convention on the Rights of the Child (UNCRC).

In North Lanarkshire we recognise that tackling poverty and inequality does not fall
to one Service, or one Sector, we must therefore work together to use our
resources effectively and efficiently to ensure that all our communities have access
to opportunities that will lead to better outcomes for people in terms of employment,
wellbeing and inclusive growth.

If Yes, has a Children’s Rights and Wellbeing Impact Assessment (CRWIA) been
carried out?
Yes O No
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Baseline From Action Plan

Update

Issues/ Points to Note

Task is now
working as per
the Strategy

2022/23 - 18,521 benefit checks completed generating £35,480,020 in
additional income

There has been a 41.2% increase in the number of benefit checks completed, from the
previous year, with a total of 26,158 benefit checks carried out for the residents of North
Lanarkshire.

The total income generated for residents via income form social security benefits is
£47,935,822 an increase of 35.1%

The Tackling Poverty Team resources have been increased via external temporary funding
from NHS Lanarkshire, Improvement Service and the UK Shared Prosperity (employability),
and as such have been able to meet the demand (albeit with waiting times increasing).

LIVE /=R
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Task is now
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the Strategy
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referrals 2022/23 referrals 2023/24

There has been a notable increase in the demand for welfare rights services, with the
average number of referrals per month received by the team rising from 945 to 1180 (a
25%increase).

Due to the level of demand on the Service, the normal 3-5 working day wait for services has
at times had to increase to 5-7 and at peak times 7-10 working days, this is done in
conjunction with the Business Manager.

The managed migration for people to move from legacy benefits to Universal Credit is
extremely complex and it is vitally important that our staff are on a development path
around this.

29% of our staff are on temporary contracts which are due to expire in March 25, as demand

increases this remains a risk for the team E I}DEB}E



Baseline From Action Plan

Update

Issues / Points to Note

Task is now

working as per
the Strategy

2022/23 4888 benefit checks

Considerable work has been done by the Support Services Team within
Tackling Poverty to promote referrals for income maximisation.

9639 benefit checks have been carried out via social work referrals,
generating £5,062,066 additional income.

£743,199 was generated via Kinship Care Benefit Checks — this is an area
of good practice that we will highlight in the Local Child Poverty Action
Report

£ 709,988 was generated via referrals from Justice Services

There has been considerable inroads in the work with Social Work staff,
we need to build on this ensuring that Poverty Awareness Sessions are

carried out for all social work staff.
LIVE[RERE



social work income generated by referring team
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Baseline From Action Plan

Update

Issues / Points to Note

700 referrals received in 2022/23
In 2023/24 the Tackling Poverty Team received 700 referrals. Of those Task is now

working as per

referrals, 52% were for people who were terminally ill. the Strategy

The total income generated via MacMillan referrals for patients and their
families was £3,542,782.

The MacMillan Service is embedded in the work of the Tackling Poverty
Team, there is temporary funding for 2 posts, however, the referrals are
dealt with by the full team

LIVE /=R



Baseline From Action Plan

Update

Issues / Points to Note

Due to the lack of uniform recording there is no baseline

Scottish Government funded project to provide both interim payments and a
Co-ordinator to work with foodbanks looking at uniformity. The funding is
also to consider all emergency payments across the council and how these
are used.

Using the Cash First approach which is about providing sustainable solutions
for people, the Team have generated income via social security benefits for
people who have presented in food crisis etc, the total income generated is
£1,211,758

The co-ordinator in conjunction with Scottish Welfare Fund have produced a
uniform referral fund, work will be done with the emergency food providers
to implement this.

A number of foodbanks have now resorted to no referral forms, operating
drop in sessions, the Co-ordinator will be exploring this with these
Orga n isationS. Task is now working

as per the Strategy

LIVE /=R
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Baseline From Action Plan
Update

Issues / Points to Note

394 referrals received in 2022/23

There has been a 50% increase in the number of general health referrals
to the team, with 591 referrals being received in 23/24 generating 236
claims for benefits resulting in additional benefit increases of £872,366

The Tackling Poverty Team created a “Health Advice Co-Ordinator” post,
the introduction of this post has provided improved recording with
procedures put in place to ensure referrals are not only recorded
accurately but outcomes are pursued.

Task is now working
as per the Strategy

LIVE /=R




Baseline From Action Plan

Update

Issues / Points to Note

357 referrals 22/23

The Wealth and Health Project began with three GP practices, one in
Airdrie, Bellshill and Coatbridge, a fourth practice in Wishaw came on
board at the end of 2023. The project has seen a 70% increase in
referrals from last year, with the welfare rights officer receiving 608 GP
referrals in 23/24. The total additional income generated for patients
from these four practices is £1,738,154

The funding for the Wealth and Health Project is temporary with the
council receiving reduced funding for 2024/25. The Improvement Service
were able to provide 50% funding for the project due to its success,
however, the council have been asked to cover the costs of the additional
half post.

Task is now working
as per the Strategy

LIVE /=R




Baseline From Action Plan No baseline available

Update 119 referrals were received via health visitors and district nurses in
2023/24, generating 55 claims totalling an additional benefit income of
£144,251.

Issues / Points to Note Discussions have taken place between the tackling poverty team and

health improvement leads to plan Poverty Awareness Sessions across
both disciplines. It is recognised that the sessions will be tailored to the
different disciplines and patient group of health visitors and district
nurses. Below is a table showing the localities referrals are generated
from.

6 38 22 21 1

No of 31

Referrals LIVE EﬂEﬁE



Baseline From Action Plan

Update

Issues / Points to Note

482 welfare rights referrals (22/23)
146 debt advice referrals (22/23)

There has been a decrease in the number of referrals from the Financial
Link Workers to advice services, this is against the trend from all other
referrers.

In 23/24 welfare rights referrals were 333 and debt advice 133. The
income generated from the welfare rights referrals totalled £252,504

There has been some staffing changes within the Financial Link Workers
and this may be the cause of a decline in referrals, this will be addressed
with all parties involved in delivering this work.

The funding for this agreement for both the Tackling Poverty Team and
the External Providers is due to expire in March 2025.

LIVE /=R



Team total income
MacMillan £3,542,782 INCOME GENERATED VIA HEALTH REFERRALS
Health General £872,366
Health Visitor Pilot £144,251
Financial Link

Health and Wealth Project £1,738,154 ear

Workers
Financial Link Workers £252,504 4%
Integrated Addiction Services £0.00

Health and Wealth
Project

total £6,550,056.12

27%

MacMillan
54%
Health General
13%

' JHERE
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