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Consultation Summary 
 
Consultation for Adult Social Care's Information and Advice Strategy Action Plan was 

carried out over a period of two weeks in March 2016. Feedback was collected via a series 

of 5 focus groups.  

Approximately 650 individuals were invited to attend the focus groups, and 89 responded, 

giving a response rate of around 14%. Of those, 37 people were able to attend, and several 

more contributed via email, telephone or individual meetings. 

The focus groups were a way to discuss in more depth how information and advice works 

at the moment, in each of the topics in scope: 

1. Health, Care and Support 
2. Education and Skills 
3. Work and Volunteering 
4. Being Active in the Community 
5. Money and Housing 
6. Safety (This was merged with the Money and Housing group due to numbers) 

Anyone with an interest in information and advice was welcome to attend the focus groups, 

so attendees were a mix of professionals, volunteers and members of the public  

Each of the focus groups was carried out as a relaxed discussion about what it's like at the 

moment to get information and advice about each topic. Members of the focus group were 

asked to share their experiences of information and advice, whether it was for themselves, 

or someone else such as a friend, family member or customer. 

Initial questions to start the discussion included: 

- What do you find helpful when you're looking for information and advice? 
- What makes it difficult for you to get the information and advice you need? 

We found that across each of the groups the difficulties in getting information and advice 

were similar across the community. Staff and volunteers face similar difficulties to members 

of the public, and we all face similar barriers regardless of the topic of the information we're 

looking for.  
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Findings 
 
Findings from across the focus groups have been brought together here under each of the 

outcomes from the Information & Advice Strategy Vision Statement.  

 

I can easily find and use the information and advice I need to improve or 

maintain my independence and wellbeing, both day to day and in times 

of crisis. 

Potential barriers Potential Solutions  

Accessibility is a major barrier for 

people to be able to use the 

information they're given.  

All groups 

Barriers to providing information in 

accessible formats include training needs, 

budget pressures and time. 

People with information access needs don't 

always ask for the format they need, for 

many reasons, including: 

- Not wishing to disclose their needs 
- Not being aware of their options 
- Having been frustrated in the past, 

won't waste their time asking again 

Family and friends may help, but this isn't 

always appropriate. You want to tell your 

friends and family about things in your own 

time, in your own way - not have to have 

them tell you. 

Share practical tips and guidance for 

providing accessible information. 

- What's the best way to produce each 
accessible format? 

- How can we work together, to share 
our skills and make our resources go 
further? 

- How can we be more proactive or 
approachable so that people tell us 
the format they need? 

- How can we make accessible formats 
available as standard? 

For health and social care providers - 

implement the NHS England Accessible 

Information Standard.  

"Could the Talking Book Service at the 

Central Library include information 

alongside their books?"  

Global Music Visions 

"cramped, too much on a page" 

Health, Care & Support 

How information is presented and the 

language used can make a big difference. 

Share practical tips and guidance for 

creating information. 

- How to use Plain English, avoid using 
jargon, or being too technical 

- Design and layout tips 
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We also need to understand how and when 

people look for information.  

What are they looking for? How do we make 

sure they find us? 

"It's a minefield if you don't know 

what you're looking for" 

Health, Care & Support 

Information on each service can be good - 

but when faced with lots of different services 

to choose from, it can be overwhelming 

"Sometimes it's overkill" 

Money, Housing & Safety 

- Tips for putting information online 

Share our experience or research on how 

people find and use information and advice. 

- What words and phrases do people 
use, e.g. are they looking for help 
with 'addiction' or 'substance misuse'?  

- What's happening in someone's life 
that will affect how they find and use 
information and advice? 

Work together to produce information for our 

shared customers. 

- What other information and advice do 
people find useful alongside yours?  

- What other services do your 
customers tend to find useful? 

 

The information I get is relevant, easy-to-understand, consistent, 

accurate and up to date. 

Potential barriers Potential Solutions  

Can be difficult for organisations to publish 

effective information and advice 

- Budget issues,  
- Training needs,  
- Different ways of working across 

organisations. 
- Conflicting priorities or targets 
- Differences of opinion 

"The steering group couldn't agree on 

the content, language or tone" 

Education & Skills 

Work together with service users to create a 

general best-practice guide for organisations 

on content, language and tone.  

"It would be helpful to have the date 

on each leaflet" 

Global Music Visions 

Develop a newsletter to stay up-to-date with 

new or changing services and resources. 

A central online 'form' for services/groups to 

say when something changes, and co-

ordinator to share with the network. 

It can be difficult for smaller organisations to 

share their information. 

A central distribution hub: send things 

together to save time and postage costs. 
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- Design and printing costs for leaflets 
- Postage costs 
- Researching where to send leaflets to 

This can also mean information isn't 

available consistently across the community 

- a different selection of leaflets in each 

venue means people find different options 

depending where they look. 

"There are so many ways to find 

information… coffee shops, 

community venues, posters…" 

Being Active in the Community 

It can also be difficult to make sure old 

information isn't still given out - how do 

people know your leaflet is up to date before 

they give it out? 

- Keep track of where each leaflet is 
sent & notify when out of date. 

- See where each leaflet is used most, 
to understand where people look for 
different kinds of information. 

- Access a single list of available 
leaflets and order copies.  

- Include accessible formats and 
leaflets available online to use with 
assistive aids such as magnification 
or screen readers. 

Work together to create shared leaflets for 

shared customers:  

- Share design and printing costs by 
creating a shared leaflet instead of 
individual ones. 

- Easier for the individual to get all the 
information in one leaflet, and 
compare their options. 

 

If I want to plan ahead to maintain my independence and wellbeing, I 

know how to find out what I could do and who could help me. 

Potential barriers Potential Solutions  

People don't always notice information about 

potential opportunities unless they're 

particularly looking for it.  

 

Or they are juggling too much in their life to 

even think about planning ahead. 

"I never thought about it"  

Health, Care & Support 

Work together to reach people when they 

are receptive.  

E.g. Health services often give information 

about voluntary sector support when 

someone is diagnosed - How can we help 

make this easier for health colleagues, and 

more consistent for patients?  
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People don't look for a solution if they don't 

know there's a problem  

"you need to know something exists 

before you can look for it"  

Money, Housing & Safety 

 

 

Work together to raise awareness in the 

general community.  

Many organisations attend community group 

meetings, or business team meetings to 

raise awareness of issues or services. 

- Can we circulate a list of available 
speakers to groups and businesses, 
rather than each contacting them 
individually? 

- Can we work together to share 
information about similar issues or 
services?  

 

I know how to find out what's available in my community, and how to 

access it. 

Potential barriers Potential Solutions  

Sometimes people don't look into an 

opportunity unless they're sure they won't be 

turned away. 

Information needs to help people feel 

confident they're in the right place. 

"Who can come along? Do I have to 

pay?" 

Health, Care & Support 

Develop guidance and best practice on 

providing information and advice - checklist 

of what to include. 

- How do people know if they might be 
eligible? 

- Do people need to pay? Is it a one-off 
payment, regular bill, or a 
membership fee?  

- Can people drop in, or make an 
appointment? Do they need to 
commit to attending regularly? 

People may avoid certain organisations or 

situations because of negative associations 

or expectations. 

"people can imagine a very formal 

environment and be worried" 

Education & Skills 

 

Develop a signposting network, with 

opportunities to meet and share information. 

- Better understanding of each other's 
services  

- More effective signposting and 
referral 

- Share feedback from service users, 
e.g. frequently asked questions. 

- Find opportunities to work together to 
improve access to services. 
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People might know that an opportunity 

exists, but if the signposting doesn't tell them 

what to expect, may not take the step to 

access it.   

"'speed-networking' can be helpful to 

find out about a lot of different 

services, in a short space of time" 

Jobcentre Plus  

Information about what's available is 

spread across so many places 

All groups 

- Events websites and directories 
- Community centres and Libraries 
- Waiting rooms and reception areas 
- Telephone helplines 
- Magazines, newspapers or radio 

It's difficult to get a complete picture of 

what's available - but also to know which 

sources are reliable.  

If two websites or leaflets say two 

different things - how do you know 

which one is right?  

Being Active in the Community 

Develop a shared resource for information, 

advice and signposting. 

- What's available already? 
- Why are some used more than 

others? 
- Can we develop the best ones into a 

single 'portfolio'?  
o An online directory,  
o A list of venues that hold paper 

information 
o A list of helplines and what 

they specialise in. 
o A list of teams and groups that 

invite guest speakers 
o A list of guest speakers and 

what they specialise in 

Learn from what's already been tried, and 

build on existing assets for sustainable 

solutions. 

"People can be very 'tribal' by area" 

Work & Volunteering 

Sometimes location is the biggest barrier: 

- Preferring to stay within their local 
area 

- Needing to stay close to home 
because of caring responsibilities 

- Not being able to afford transport 
- Not having accessible transport 

options, or not confident using them 

Networking to share this local knowledge 

and feedback. 

- Share research on accessible venues 
and transport options 

- Share understanding of issues and 
considerations in particular areas of 
the city 

- Share feedback from the public 

Include practical information like transport 

options on promotional material. 
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I know where I could go to speak to someone who could help me achieve 

the changes I want to make. 

Potential barriers Potential Solutions  

People tend to go to organisations they are 

more comfortable with, and then can slip 

through the net if signposted 'cold' to 

somewhere else. 

"people gravitate towards people 

they know" 

Money, Housing & Safety 

Develop networking opportunities so that we 

can get to know each other and our services 

and signpost more effectively.  

- Do you find it works better when 
signposting to a service you know 
well, and to staff you've met? 

- Have you found any creative 
solutions to reaching perceived "hard-
to-reach" communities? 
 

"We're exploring how barbers and 

hairdressers might notice someone's 

anxiety or low mood, and if we offer 

training may be willing to signpost to 

our services" 

Talking Change  

People's experiences can sometimes be 

different than what is advertised - and this 

'word of mouth' information is stronger than 

any promotion from the service itself.  

"in theory…" 

Work & Volunteering 

People may know about a service, but don't 

trust them to help or expect the process to 

be difficult - because that's what they've 

heard from friends or family. 

"let people know they're not 

forgotten"  

Money, Housing & Safety 

Listen to service users - develop ways to 

record valuable 'ad hoc' feedback. People 

are usually more honest in general 

conversation than when asked - and it saves 

work on consultation. 

Let people know what to expect: 

- Be clear if there's a waiting list and 
how long it might be. 

- Keep in touch to let people know if 
something changes, or reassure them 
they've not been forgotten. 

- Can we be clearer about what we can 
do and our limitations? Do we know 
what people expect from us, and do 
our leaflets/websites make it clearer? 
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It can be difficult to make sure information 

about a service gives the right impression, 

and appeals to the right people - to make 

people feel welcome.  

"It's the fear of something new" 

Being Active in the Community 

How can we present a clearer picture of 

what our services or organisations are like? 

- Could the network help with 
opportunities to 'workshop' marketing 
ideas? 

- Could we share marketing tips, 
service user feedback, or research? 

Access information often isn't given out 

proactively, so people have to phone to find 

out.  

Sometimes the person answering the phone 

isn't aware of all access facilities or policies 

and can give incomplete or misunderstood 

information. 

"Sometimes don't get a response… 

they don't want to say there's 

nothing" 

Being Active in the Community 

Networking to share guidance on 

accessibility - and support venues to share 

their access information - not just physical 

access, but also additional things that could 

be helpful.  

Work together to find out what's needed, 

and present this information in one place 

E.g. Is there a need for… 
- A guide to local sports facilities for 

wheelchair users 
- A restaurant guide for people with 

particular dietary requirements 
- A guide to local sources of support for 

particular health conditions, such as 
dementia. 

"There's so much duplication"  

All groups 

How many services are doing the same 

thing because they thought there was a gap, 

but just didn't know about each other? 

"If there's more than one service to 

choose from, people can be unsure if 

they're in the right place" 

Money, Housing & Safety 

If there's more than one service that seems 

to do a similar thing, people can feel unsure 

which to contact and potentially not access 

either.  

Use the Information and Advice Strategy 

Action Plan to share information about 

what's going on in the community to develop 

information and advice. 

- If you're developing something that 
would contribute to the goals in the 
vision statement, share your progress 
through the action plan. 

- If you see a gap, you can check the 
action plan to see whether anyone 
else is working on it. 

- If you have an idea but it's not in the 
scope of your service, or you don't 
have the resources right now - 
include it as a potential action, so it's 
not forgotten if there's an opportunity 
to work on it in future. 
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"People don't go any further in case 

they're turned away" 

Health, Care & Support 

Share tips and guidance on understanding 

customer behaviour:  

- How do people choose a product, 
service or course of action? 

- How can we help people to feel 
confident in choosing ours? 

 

I feel empowered to make informed choices, with the support I need 

available if I want it. 

Potential barriers Potential Solutions  

 

People don't always feel empowered to seek 

support, or take the effort to follow-up on 

signposting information, or advice given.  

Customer service experience can be 

demotivating or disempowering - e.g. being 

passed from pillar to post. 

 

"People can fall through the net just 

from the effort to chase the right 

service: they give up" 

Money, Housing & Safety 

 

Develop best-practice guidance based on 

our experience with signposting, to help train 

up new staff and volunteers.  

- What do you recommend based on 
your experience? 

- Do you signpost in different ways for 
people with different needs? 
 

"Printing off the information for 

someone even if they have the 

internet helps where they might be 

too distracted to look it up when they 

get home, or forget the conversation." 

Health, Care & Support 
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Contributors 
 
A total of 37 people attended the focus groups. Some people attended more than one, 

where they had more than one topic of interest. Individual meetings were held on request 

for those unable to attend a focus group. 

To thank those not paid for their time, we held a prize draw so that one individual or 

volunteer at each focus group won a £20 Marks & Spencer voucher.  

 

68% attended as Paid staff 

24% attended as a Volunteer 

8% attended as an Individual 

 

 

24% for Health, Care & Support 

12% for Education & Skills 

24% for Work and Volunteering 

20% for Being Active in the 

Community 

12% for Money & Housing 

7% for Safety 

 

PCC Adult Social Care 
PCC Public Health  
NHS Breast Services 
QA Macmillan Centre 
Macmillan Library Service 
St Simon's Church 
WAMS (Working Age Multiple 
Sclerosis) 
National Osteoporosis Society  
Portsmouth College 
The Learning Place 
PCC - Navigate 
University of the Third Age 

King's Theatre  
DIAL (Disability Information & 
Advice Line) 
Learning Disability Champion 
First Wessex 
National Careers Service 
Autism Hampshire 
Foodcycle Portsmouth 
Dis-Play CIC 
Helping Hooves 
Fratton Live at Home 
PCC Community Connectors 
PCC Wellbeing Service 

Rathmore Financial 
Age UK Portsmouth 
Two Saints 
Phoenix Futures 
Hampshire Fire & Rescue 
Alzheimer's Society 
 
Individual Meetings: 
Global Music Visions 

Jobcentre Plus 

Talking Change 

1-1 meetings ongoing, see 'next 

steps' 
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Next Steps 
 

Thank you to all who have contributed their valuable time, knowledge and experience so 

far.   

This feedback is being used to shape the Adult Social Care Information and Advice 

Strategy. The Vision Statement was published later in September 2015, and the Action 

Plan will be a living document, to begin development in April 2016. 

All stakeholders who contributed to the vision statement and these focus groups will be 

invited to be part of the Action Plan.  

Individual meetings to discuss the strategy and how an individual or organisation can be 

involved will be ongoing and feedback will continue to be gratefully received and recorded 

beyond this report being published.  

If you have not yet been part of this work, but would like to be involved please contact 

involvedsocialcare@portsmouthcc.gov.uk or call Sara on 023 9268 8317. 
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