THE ROYAL BRITISH

LEGION

Welfare Strategic Planning
Consultation Results — April 2007

1. Introduction

Our strategic planning consultation process wasuaklen in two stages. The first
phase was a public written consultation and theorsdcexercise was a one day
workshop with a cross section volunteer caseworkdise following paper briefly
outlines the process in more detail, the resultd #re recommendations taken
forward.

2. Public Written Consultation

2.1. Distribution and Consultation Period

Our written consultation exercise was based ==
summary of our draft strategic plans. The consioha
document outlined the headline results of our nebe:
programme, describing the principle welfare needs
the ex-Service community; our proposed aims 4§
objectives; and a brief summary of the allocat
resources.

Consultation Document for

The consultation document was circulated by enaai Legion Stakeholders
all staff, given to all Branches (via Legion Lejtand
posted directly to all County Chairmen and Couy
Field Officers (CFO). County Chairmen and CFOs
received a CD containing a MS PowerPo| s torweare
presentation, which could be given to interes| o
groups. Copies of the consultation document wise a
made available on the Legion website and by request.egiodine. Around
5,000 printed documents were distributed (not idiclg electronic copies
circulated).

The consultation period started on 1 November 20@bran until the 31 January
2007. However, late responses were accepted ipridtFebruary.

2.2.Profile

We received a total of 263 completed questionnaid8 were received from
organisations or groups of people. We were engmarathat 35% of our
responses came from Legion groups (e.g. Branch oun®). External
organisations accounted for 9%.
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Figure 2.1 — Responders by type (percentage)

We considered the Legion posts held by individesponders - the important
point to note was that people in the Legion tenttede multiple post holders.
40% of people who responded as an individual, hedde than one of the named
positions i.e. a Legion member and caseworker, @ppl? Person and staff
member. Legion Members followed by volunteer cam&ers ranked highest as
the individual responders.

Figure 2.2 — Positions held within the Legion

* Most individuals qualified under two or more caidgs. Overall the overlap rate
was about 1.4 i.e. 40% of the time individuals ddo classed under more than one
category.

There were 24 responses from external organisatidrisese included Combat
Stress, SSAFA Forces Help, the Ministry of Defersocel the Royal British
Legion Scotland. All were ex-Service bodies, withe exception; the Royal
National Institute for the Blind (RNIB). A fulldt is contained in appendix one.

The age profile of those who responded reflectedatie profile of the ex-Service
community i.e. classified as older people. Almé8%6 were over 70 years of
age, 30% 60-69 years, and 20% 50-59 years withoust 10% being under 40
years of age.
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Figure 2.3 — Age distribution of responders (petage)

* The age distribution is a bit misleading as théonity of responses from Legion
bodies and external organisations were on behalfgrofups of individuals.
Nevertheless, the distribution does give an insigtd the age profile of Legion
stakeholders

Overwhelmingly, people came from England, accounfior 84% of all those
who responded. Wales accounted for 4% of the nsturResponders labelled
“other” were mainly from Spain.

Figure 2.4 — Geographical distribution by country

\

2.3. Questionnaire Responses and Recommendations

We asked people whether not they thought that ttematgst welfare need

identified by us, reflected their experiences. &@merage, 80% of people agreed
that we had identified them in line with their view This was highest amongst
external organisations with 90% agreeing with treagest needs identified.
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Figure 3.1 — Greatest needs all responders (pagent

Averag...se(%)— Average response by all responders

Extern...ion(%) — Responders on behalf of external organizations
Individual(%) — Individual responders

Legio...dy(%) — Responders from legion bodies

! The responses were so overwhelmingly in the affiive that any significance
testing between responses from profiles here es&ivblere in report is very trivial.
The same reasoning applies to estimation of eresgims and statistical bias.

Figure 3.2 — Greatest needs individual respongncéntage)

External Individuals - county & branch chairmen, legion members, volante
caseworkers, poppy people, members of other ex¢®eorganizations and members
of the public.

Internal staff - legion staff members, HQ & field staff.

People who did not agree that the greatest needified (8%) were asked to
identify what they considered to be the greatestdeeamongst the serving and
ex-Service community. The additional welfare needkentified were
homelessness and mental health.

Recommendation —partnership working, including mke grants for those

require specialist intervention (under which homssleess and mental health
programmes are placed), to be made an objectivis will ensure that the

assistance being provided by the Legion to thesegg more visible within the
plan.
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The welfare priorities included in the draft plaere. to reach more people; to
focus our Services on people with the greatest s)etml provide a holistic

response to need and to work in partnership with Btate and other
organisations. 75% agreed that these were correct.

Figure 3.3 — Welfare priorities all responders {eatage)

Avera...se(%)— Average response by all responders
Externa...tion(%) — Responders on behalf of external organizations
Individual(%) - Individual responders

Legio...dy(%) — Responders from legion bodies

Figure 3.4 — Welfare priorities by individual reswers (percentage)

External Individuals - county & branch chairmen, legion members, volentaseworkers,
poppy people, members of other ex-Service organizatand members of the public.
Internal staff - Legion staff members, HQ & field staff.

Of those who disagreed, around 18%, the prioritwook in partnership with the
State and other organisations was the least populde concerns articulated
related to the Legion replacing Services that warstatutory responsibility,
including comments relating to the need for theitegio lobby to improve
statutory Services, and duplicating Services beidglivered by other
organisations.

Both Legion bodies, and one external organisatibayght that reaching more
people was going to be very challenging; partidularithout the allocation of
necessary resources. The need for additional tedus was highlighted as an
area for concern.
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Recommendation — the priority to work in partnepshiith other organisations
should be made an objective - to demonstrate howntegad to work with other
organisations that are already providing excell&urvices in the sector; doing
this will enable partnerships to be outlined mokearly and in more detalil.

Recommendation — to make lobbying for improvemenssatutory Services and
objective.

On guestions relating to objectives, 70% of resposnavere positive and thought
that they did adequately focus our work on the igtaneeds. Almost 10% were
unsure. Around 80% of external organisations abtkat they focused our work
in the right areas. However, of note were the aasps from Legion bodies, of
these around 30% thought that the objectives wiéth® mark.

Figure 3.5 Welfare objectives all responders (paunme)

Avera...se(%)— Average response by all responders
Externa...tion(%) — Responders on behalf of external organizations
Individual(%) — Individual responders

Legio...dy(%) — Responders from legion bodies

Figure 3.6 Welfare objectives individual respondeercentage)

External Individuals - county & branch chairmen, legion members, volantaseworkers,
poppy people, members of other ex-Service organizaand members of the public.
Internal staff - Legion staff members, HQ & field staff.

The least popular objectives related to increasinggnation’s understanding of
the importance of Remembrance, and increasingahger and quality of adult
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care Services. On the latter, comments relatechéoneed for better statutory
Services, cheaper options for delivery (i.e. fugdoeds in existing care homes)
and the small number of people reached with thgétallocated.

Recommendation — the objective relating to Remenaerahould be removed
from the plan for welfare, and be placed in theatdgic plan for all Legion
Remembrance activities.

Recommendation — although care homes have beeedras a concern, this
Service remains very popular with members; itiveet an essential Service to
the most vulnerable older people in the ex-Serearamunity; and we are one of
the few ex-Service organisations with good econewiescale in this area. The
recommendation is for improvements to the range guality of care for older
people to remain a welfare objective.

We asked if our Service response would meet thdsnakeady identified. On
average, 65% of responders were positive, aroudd Were unsure, and 20%
said no. The high number of people stating that ttvere unsure could be
attributed to the lack of detail given in the cdtestion document on Services.

However, of concern was the number of individualeowesponded no. When
the responses of individuals were isolated, tiysré rose to 34%.

Figure 3.7 — Welfare service response all respanbeErcentage)

Avera...se(%)— Average response by all responders
Externa...tion(%) — Responders on behalf of external organizations
Individual(%) — Individual responders

Legio...dy(%) — Responders from legion bodies
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Figure 3.8 — Welfare service response individugboaders (percentage)

External Individuals - county & branch chairmen, legion members, volentaseworkers,
poppy people, members of other ex-Service organizaand members of the public.
Internal staff - Legion staff members, HQ & field staff

Individuals were least happy with two of the newv&®s being proposed; the
Benefits & Money Advice and Home Support Servicedn closer inspection

some of the concerns related to the fact that otihganisations were already
providing these Services, the Citizens Advice Bur@@AB) in particular, other

concerns related to the process for accessingdahecs.

When considering the negative responses of Legioups, the Civvy Street web

based Service was the least popular. Concerrneddia access and navigation of
the tool, work being done by the CTP and lack okfto-face intervention. Some
of these specific concerns could be indicative i &ge profile of those who

responded to the consultation.

Recommendation — all of the concerns articulatddteel to the roll-out of the
Service rather than whether or not they were adsirgsan identified need. The
partnership which has been formed with the CABelovdr the Benefits & Money
Advice Service and the partnership approach taHbee Support Service should
be more explicit within the plan. However, the amenendation is for the
complete Service response to remain unchanged.

The final set of questions related to the allocatid resources. The first related
to overall allocation of resources, while the setamas specifically about
expenditure. The results for both were similarhwiround 50% of people
responding positively, 40% stating they were unsun@ 10% saying no.
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Figure 3.9 — Have the correct resources been aid@aAll (percentage)

Aver...onse— Average response by all responders

Exter...ation — Responders on behalf of external organizations

Individual(%) - Individual responders

Legion Body— Responders from legion bodies

Non...roup —'Non response group; this gives an indication d®te non response group would’ve responded

People that made comments stated that the docuprenided insufficient
information to make an informed comment. It iss@@able to assume that this is
the reason for the high number of unsure respon$bsre was also a comment
which stated that clearer figures on the projebigdigets were needed.

Recommendation — the strategic plan should inclhadeh more detail regarding
the allocation of staff and financial resources.hisl should be detailed by
Service; any identifiable anomalies should alsaga@n explanation.

2.4. Additional Comments

The questionnaire finally asked for further commsentThe following are an
edited selection of those received:

There is a need for the Legion to attract youngepge into the organisation
to help take these plans forward; particularly adfiholders and volunteer
caseworkers.

Advertising should take place throughout the yeathere is too much

emphasis on the run-up to the Poppy Appeal.

The estimated income projection seems very amisitiou

To meet the targets for volunteer caseworker rgoent the Legion will need

to join forces with other case working organisasion

Further Legion Services are needed to assist thasg within the EU.

! The non-response group gives an indication ofitreetion of statistical bias (i.e. -2%) in thepeases. This is an average
figure hence profile for all responders say, wdalticate about 47% for “Y” if non-response group ltmmpleted survey. Bias
was estimated by assuming a time trend and usiegiiextrapolation with “projected respondent” reth
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3. Volunteer Caseworker Workshop
3.1.Overview

The Legion invited a random selection of volunteaseworkers to attend a one
day workshop to consider the strategic plan forfavelon 23 February 2007; a
total of 36 people attended. Volunteer caseworkene asked to complete two
consultation exercises on the day, the first netpto the strategic direction of the
plan and the second relating to delivery of SewsziceParticipants were divided
into 10 groups of three to four people.

It should be noted that some aspects of the plae weanged from the original
written consultation document. This was done & the changes with another
audience.

3.2.Consultation Exercise 1 — Strategic Direction

The participants were presented with a revisedfsaims and objectives. Half of
all participants liked the fact that the objectivesre wide ranging and highlighted
the main areas of need. They felt that a simitente ran through of the
objectives and that they were logical.

Almost half of the groups felt that the objective @mpaigning and lobbying was
the most important, and would be the underlyingatrifor success. It was
stressed that Government had a duty of care tleateaeto be fulfilled. One of the
groups liked the objective on skills developmerd amployment because it was
preventative in nature. The objective on care romas considered to be very
important by one group. Several groups also censdithat partnership working
was imperative; particularly to ensure that theeotlorganisations currently
delivering Services locally would have the fundtogcontinue to do so.

Comments about the collective package of aims abg@ctives included a
comment that reaching more people was a much musiiye basis for change
and an excellent basis for future development. tA@ogroup also stated that they
felt the aims and strategic objectives would enagervolunteer caseworkers to
be more strategic. Lastly, it was felt that alltbé objectives were client based
and that this would enhance the reputation of tegidn and the Services we
provided.

There was some concern about the objective onssétdvelopment — this was
directly related to the closure of the Legion tiagncentre at Tidworth College.

Recommendation — objectives presented to the casessohad been altered
based on the results of the written consultatioereige. The response was very
positive and the revised strategic objectives dthatllerefore, remain unchanged.
The objective on campaigning and lobbying shouldhleefirst objective to reflect
the responses at the workshop and address conoglatsg to the replication of
statutory Services and responsibilities.
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Recommendation - The concerns regarding the closdr&idworth College
should be addressed through a further communicag@rcise.

Participants were asked whether or not they thotluit all welfare needs were
adequately represented. The only common respangkid question was that
people thought that all significant welfare needd been included.

However, when pressed: participants felt that tlaegs in care homes could be
extended to other vulnerable groups, not just ofukple; that tighter control

should be placed on the Legion funding statutonyiSes; and the Legion should
consider a one-off bereavement payment to assilstfuneral costs.

Recommendation — these suggestions should be eoedidvithin Service
developments.

3.3. Consultation Exercise 2 — Delivery

Caseworkers are the key to delivering our pland, taerefore, participants were
asked to identify what the Legion did well, and rsmt well, in support of
caseworkers.

Participants felt that the plans were very ambdjoloalf of the groups felt that
delivery of the objectives would require a sigrafi¢ increase in the number of
volunteer caseworkers; they wondered if this watisgc. Concerns included the
age, support and skills of volunteer caseworkéies,cbst involved; the filtering of

information through all levels of the Legion; ar tskills of staff and volunteers
within the Legion.

Recommendation — to make the development of offrastd volunteer strength
and skill set to an objective.

Six groups stated that the support that they gonftheir local CFO was good,
although, this seemed to vary considerably acrosd_egion. Most people felt
that the CFO, and their staff, should continue eathpe first point of contact for
volunteer caseworkers. Several groups also stéted that their CFO
acknowledged good work and that this was a motigdiactor for them.

Five of the groups stated that Legion caseworlanitig courses were the best
thing we did to support caseworkers, although nadrehem were required and
that that the waiting times for courses were tooglo It was also noted that
caseworkers were increasingly being asked to déhl difficult clients and that
specialised training was needed to enable themotade this kind of casework.

Recommendation — to include a project under theewasker objective, which
aims to increase the range of skills that can be&ioled from our caseworker
training, and the number of courses available.

Five of the groups stated that we needed to imprm@munications. The
examples given of how this could be achieved inetudegular caseworker
meetings or discussion groups (to include caseeweviand to share experience
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and expertise). It was again concluded that comecation with caseworkers
varied greatly across the Legion.

Recommendation — to include the project for a maticaseworker database and
the production of a caseworker handbook.

Other suggestions and recommendations were madedbe workshop. These
are being considered by Welfare Service Managerthey are outside of the
scope of this exercise. However, we are sure tiey will prove to be an
invaluable tool for taking our plans forward.

-ends-

For further information, please contact:

Lisa Wise
Head of Public Policy
020 7973 7380
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Appendix 1 — Responses from External Organisations

SSAFA

MOD

Royal Artillery Charitable Fund

Ex-Service Mental Welfare Society (Combat Stress)
Royal Star & Garter Home

HQ Adjutant General

RAFA

RASC & RLT Benevolent Fund

Royal Anglian Benevolence Committee

RBL Scotland

Council for Reserve Forces and Cadets Association
National Memorial Arboretum

Broughton House Home for ex-Service Personnel
Royal Logistics Corps Regimental Association
Army Families Federation

Royal Artillery Charitable Fund

British Limbless ex-Service Men’s Association
Royal Patriotic Fund

RAOC Charitable Trust

Royal Air Forces Association

RNIB

Burma Star Association

Association of Jewish ex-Service Men and Women
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