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Summary 
 

Headline results  

 This report has demonstrated that the Family Matters project will create over 

£98,000 of value. 

 For each £1 invested, £3.33 of value is created; 

What that means in practical terms is that people’s lives have been positively 

changed. 

 92 families were supported over the 12 month project.  

 58% of families reported an improvement in their mental health due to their 

financial situation being under control.  

 58% reported feeling more confidence to deal with their own finances in future 

or to seek help sooner. 

 For some families, they did have a change in income which allowed them to 

make positive change in their lives. Excluding Energy saving measures, the 

average change in income was £8,832 

 For those who did not experience change it is important to monitor this in the 

future so we can gain a better understanding as to why no change occurred, 

however families were additionally supported by energy saving and efficiency 

advice and with advice to alleviate problem debt. 

 For the health professionals involved in the project, those who answered the 

survey demonstrated the positive impact it had on their work. They all said they 

had seen a lot or quite a lot of change in feeling reassured that they can now 

offer more support for families when it comes to financial matters. All the staff 

that took part in the survey had seen a positive change on their time as they are 

able to spend less time dealing with these matters and can focus on other areas 

or help others.   

 Family Stories can be read in the Outcomes Section of this report.  
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1.1 Introduction 
This evaluation and forecast report will analyse the value of the Family Matters project 

that aims to identify clients who would not normally access the Citizens Advice 

Denbighshire services, enabling them to offer help and advice before an issue becomes 

critical. They are families with children under the age of 4. This report explores the 

value to the families, but also to the health professionals that refer clients to the 

service.  

Through engaging with both individuals receiving the service, and health professionals 

and examining information and data where available, appropriate estimations have 

been made supported by secondary evidence.  

The report will initially set out the background of this support service, followed by a 

discussion of the Social Return on Investment (SROI) framework used to evaluate the 

service. The SROI results will then be discussed in detail to explain the ‘story of 

change’ and the value for key stakeholders. 

 

1.2 Purpose and Scope 

This is a Social Return on Investment (SROI) forecast report to measure the social 

value of the Family Matters project in the lives of the families referred to the service. 

This report looks specifically on the outcomes and the value for parents but also for the 

health services.  
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This report was commissioned by Citizens Advice Denbighshire in order to review and 

ascertain the following: 

 The views of the key beneficiaries involved in the project 

 The outcomes experienced by all stakeholders, but most importantly the clients 

that received this service from the Citizens Advice Denbighshire officers 

 To give a value to the service and to answer the question does Family Matters 

provide good value for money 

 To see what changes to the service can be introduced to provide more 

outcomes and further value for beneficiaries  

 To recognise the value of this partnership working 

 

1.3 Audience 

This report has been prepared for both internal and external audiences. These include: 

 Funders –This project is funded by the Martin Lewis Programme, and therefore 

Citizens Advice Denbighshire need to report on the outcomes achieved through 

the project, and also the lessons learnt.  

 Internal Management – This is a new Project for Citizens Advice Denbighshire 

and a new partnership with the Betsi Cadwaldr University Health Board . By 

measuring the social value and understanding what the outcomes are for 

families, and what is most important to them and provides the most value, they 

can use this information to manage and plan services.  
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 Policy and Decision Makers – To understand the value of the service and the 

impact on service users. With the new legislation in Wales there is an increasing 

need to understand what is most valuable to service users, and how services 

prevent people from needing statutory care. Although this analysis will look at 

limited data, this report will help to demonstrate how this service can have an 

impact on services and contribute to the discussion about third sector services  

reducing client reliance on  statutory support.  
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2. Background and evidence of need  

 

Citizens Advice Denbighshire 

Citizens Advice Denbighshire is an independent community facing charity which is 

aligned to Citizens Advice nationally. They provide advice, information, representation 

and support to people mainly via face to face interviews but also through other means 

of communication such as phone or social media, to advise them of their rights and 

responsibilities and also assist them to pursue their rights and manage their 

responsibilities. The aims of Citizens Advice Denbighshire are to provide the advice to 

people for the problems they face and to improve the policies and practices which 

affect people’s lives. Their objective is to provide a service which fulfils these aims and 

delivers under the principles of confidentiality, independence, impartiality and free 

advice. Established in 2005 when two previous organisations; Denbighshire north and 

south merged to become Denbighshire Citizens Advice Bureau. Following Citizens 

Advice re-branding in 2015 they are now known as Citizens Advice Denbighshire. 

They are governed by a volunteer board of trustees who oversee the accounting and 

governance, and headed by a full-time Chief Executive and a team of seven managers 

who oversee the core and project delivery functions, together with finance, training 

and quality assurance on a full-time basis. The core generalist advice delivery service is 

staffed by a team of some fifty volunteers who are supported by their managers and 

by twenty two paid full-time and part-time staff who provide advanced and specialist 

advice as necessary to meet the needs of the client. 

The qualified staff provide advanced specialist level advice, including such as case work 

and tribunal representation in, welfare benefits, crisis and preventative money advice 
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(debt and financial capability), housing, employment, and on domestic energy 

efficiency and economy.  

Project Background 

In 2016 clients were surveyed locally and a report was prepared considering the effects 

of welfare reform on working people within Denbighshire. This survey and other 

statistical data demonstrated that the working poor form a smaller proportion of their 

client base; this confirmed an understanding that these families are ill-prepared for the 

effect that welfare change will have on household incomes.  
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This report and further consultation locally also persuaded Citizens Advice Denbighshire 

(CAD) of a tendency for people to access services only in crisis situations and that 

many have advice needs that they are not aware of. 

Following discussions with the Betsi Cadwaladr University Health Board's (BCUHB) 

health visitor and midwifery team, it was apparent that they often dealt with young 

families with needs that they could not assist them with. Consideration was given that 

the health visitor team, which is made up of midwives and health visitors delivering 

anti-natal and post-natal care to be in a unique position to engage with mothers and 

their families. A partnership was therefore established that would provide a route to 

the services to a group who may not otherwise seek advice, and at a time when it 

would be of real benefit.  

Aside from the working families, where research had started many others would be 

young families otherwise affected by welfare reform and reduced levels of benefit 

income; they similarly have low financial resilience. 

In 2016 Citizens Advice announced that they had received funding from the Martin 

Lewis Fund and invited applications for funding to "test and develop an inventive 

project to meet client needs, run it for up to a year and then take it to potential 

funders with proof that it’s a workable and needed service". 

 

The objectives of the Martin Lewis Fund were stated to be as follows: 

Client focus: The proposal focuses on clients and their needs, and for the relevant 

area, the needs of the volunteer as well. 

Inventive: The proposal is new or different in the context of its relevant area. It’s not 

typical of what is delivered currently, or reimagines a current service in an interesting 

way. 

Strategic alignment: The idea has the potential to achieve against the challenges or 

priorities outlined in the relevant area. 

Practical: As far as is possible to tell at this stage, the idea is feasible from a delivery 

point of view. 
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Replicable: As far as is possible to tell at this stage, the idea is replicable and the 

applicants are willing to share their project work with others. 

Applications were invited from one or more of five project categories one of which was 

"Expanding our reach in health and social care - how might we grow our offer in 

health and social care to meet the needs of our clients and local community?"  

This corresponded well with the research work that had already done and an 

application was made to the fund to test and pilot this Family Matters project to 

“deliver holistic advice to Denbighshire families working in partnership with The Betsi 

Cadwaladr University Health Trust Health Visitor and Midwifery Team”.  

This pilot focused on the most deprived post-coded areas within Rhyl, and 26 direct 

referrals were sent to the project. (It is possible also that other clients self –referred 

following signposting information provided by the health visitor team.)  

 

The issues presenting by the 26 clients referred were as follows:- 

Issue Percentage 

Debt 37.5% 

PIP 29% 

Benefit Check 21% 

Housing 16.5% 

Child DLA 12.5% 

Grants 12.5% 

Tax Credits 8% 

Employment 4% 

The evaluation methodology was to research the data for each client referred. There 

followed further investigation with the advice team and with the health visitor team in 

order to measure the impact and outcomes of the project and the client and 

stakeholder experience.  

The evaluation confirmed that the advice offered was of clear value and that CAD were 

enabling access to a new client base; recommending continuation and extension of the 
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service. Importantly however, it has also recommended some significant changes to 

the delivery model to develop at stage two should the project be accepted for further 

funding by the Martin Lewis Fund. 

CAD’s application was successful and funding was provided to run the project for the 

2017 to 2018 financial year. Mantell Gwynedd were appointed to assist with the 

evaluation and to deliver SROI training to the project team. 

 

 This report will analyze the 2017/18 data, forecasting the results until March 2018. 

Strategic Context 

The new legislation in Wales provides the requirement for organisations to work 

differently and to answer to the needs identified within our communities. . The 

Population Needs assessment is prepared in response to the Social Service and Well-

being (Wales) Act 2014 and supports the Well-being Assessment as part of the Well-

being of Future Generations Act (Wales) 2015. The fundamental principles of the Act 

are:  

Voice and control – putting the individual and their needs at the centre of their care, 

and giving them a voice in, and control over reaching the outcomes that help them 

achieve well-being; 

Prevention and early intervention – increasing preventative services within the 

community to minimise the escalation of critical need; 

Well-being – supporting people to achieve their own well-being and measuring the 

success of care and support; 

Co-production – encouraging individuals to become more involved in the design and 

delivery of services; 

Multi-agency – strong partnership working between all agencies and organisations. 
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This project focuses on the need to support families in crisis and before, to prevent 

problems from escalating. As well as this, the partnership with health professionals 

offers a new collaboration which can demonstrate how third sector organisations can 

contribute towards reducing the demand and pressures on our statutory services.  

In the local Well-being assessment, it is recognised that in Conwy and Denbighshire  

household income is significantly below national average. The report also pays 

attention to the Child Poverty in the area.  

“The Denbighshire ward of Rhyl South West contains nearly 800 children living in 

poverty according to this measure with neighbouring ward Rhyl West containing over 

700. In addition the Conwy CB wards of Tudno, Glyn, Kinmel Bay and Llysfaen, and 

Denbighshire wards of Rhyl South West, Denbigh Upper/Henllan and Prestatyn North 

all have more than 250 children living in poverty.”1 

Our local Public Service Boards must work together to improve social and economic 

well-being by aiming to contribute towards the Act’s seven well-being goals. New 

partnerships across sectors could be a way of ensuring the needs of the people at the 

heart of this Act are provided with the positive changes in their lives.  

The recent Poverty in Wales 2018 report produced by the Joseph Rowntree Foundation 

demonstrates how poverty levels in Wales continues to be higher than in England, 

Ireland and Scotland although it has been falling gradually over the years2 child 

poverty in Wales is predicted to increase.  The report considers the relationship 

between poverty and the impact on mental and physical health and family 

relationships, and provides further local evidence towards these findings.  

                                           
1 http://conwyanddenbighshirelsb.org.uk/en/home/english-wellbeing-assessment/english-poverty-and-
deprivation/ 
2 Barnard, H. Poverty in Wales 2018. JRF. https://www.jrf.org.uk/report/poverty-wales-2018  

https://www.jrf.org.uk/report/poverty-wales-2018
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“Relationships between parents (whether living together or not) and between parents 

and children have a major impact on children’s well-being and development, as well as 

on the family’s income and the well-being of the adults involved. Relationships marked 

by conflict can also 

have negative 

impacts on both 

children and adults. 

The stress of living 

on a low income 

can be linked to 

relationship 

breakdown among 

couples, and to the 

relationships 

between parents 

and children.”3 

  

                                           
3   Barnard, H. Poverty in Wales 2018. JRF. https://www.jrf.org.uk/report/poverty-wales-2018 
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3. Methodology – Social Return on Investment (SROI)  

 

By explicitly asking those stakeholders with the greatest experience of an activity, SROI 

can quantify and ultimately monetise impacts so they can be compared to the costs of 

producing them. This does not mean that SROI can generate an ‘actual’ value of 

changes, but by using monetisation of value from a range of sources it is able to 

provide an evaluation of projects that changes the way value is accounted for – one 

that takes into account economic, social and environmental impacts. Social Value UK 

(2014) states; 

‘SROI seeks to include the values of people that are often excluded from markets in the 

same terms as used in markets, that is money, in order to give people a voice in 

resource allocation decisions’  

Based on seven principles, SROI explicitly uses the experiences of those that have, or 

will experience changes in their lives as the basis for evaluative or forecasted analysis 

respectively. 

 

 

 

 

 

 

 

Social Return 

on Investment 
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Principles4 - as seen in figure 2 

 

 

 

 

 

                                           
4 www.socialvalueuk.org  

http://www.socialvalueuk.org/
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Social Return on Investment Stages5 – as seen in Figure 3 

 

Whilst different analyses will apply varied techniques to capture data, adherence to 

these principles of good practice ensures that the how of social impact measurement 

remains central. As a result, for each material stakeholder, chains of change are 

created on the Value Map (appendix 2) that articulates the transformation process from 

necessary inputs, through immediate outputs to ultimate measurable outcomes. Figure 

4 highlights the fundamental elements of the chain of change, albeit a simplistic 

visualisation when accounting for complex changes.  

 

 

 

 

 

                                           
5 www.socialvalueuk.org  

Stage 1 Establish scope and indentify key stakeholders 

Stage 2 Mapping outcomes

Stage 3 Evidencing outcomes and giving them a value

Stage 4 Establishing Impact

Stage 5 Calculating the SROI 

Stage 6 Reporting, using and embedding

http://www.socialvalueuk.org/
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Figure 4 –Chain of Change 

 

Inputs can be financial or non-financial resources. For example, whilst a project may 

require necessary finances, it will also be dependent upon the time, expertise and 

other intangible resources of people to ensure its success.  

Outputs are often the things that are measured as a result of activities, yet importantly 

these do not indicate to the success or failure of activities. Take for example, a course 

providing advice and skills to enable people to secure employment that only measures 

the output of the number of attendees of each course; this does not indicate the 

relative success or failure of the course on the important outcome of people securing 

employment. Regardless of the activity, only by measuring outcomes can we be 

confident that an intervention is working, and this is the explicit focus of SROI.  

The key distinction of SROI allows identified material outcomes to be monetised, after 

which accepted accounting principles are applied that progress the analysis towards 

understanding the impacts of activities. In accordance with the principle not to over-

claim, key questions must be asked for each outcome to understand the value of a 

change that is a result of a particular intervention, those of:  

Inputs;

Financial or non-
financial resources 
necessary to create 

changes

Outputs;

Short term 
quantifiable 

summary of activities

Outcomes; 

Longer-term 
intended or 

unintended, positive 
or negative changes
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 How long will the changes last (duration)? How likely is it that this change could 

have occurred without the intervention (deadweight)?  

 Who else contributed to their creation (attribution)?  

 Have these activities displaced outcomes that would have occurred elsewhere 

(displacement)? and  

 How does the value of the change that is as a result of the intervention reduce 

in future years (drop-off)?  

In summary, SROI is able to articulate an understanding of holistic value created and 

destroyed as a result of activities. By understanding the value of outcomes we are in a 

stronger position to manage them as we have a greater understanding of their relative 

importance and can target strategy and resources more effectively. Monetisation of 

outcomes is not an attempt to place a price on everything; rather it is designed to not 

only allow for the meaningful measurement of impacts, but also importantly for their 

subsequent management. This is of particular relevance for third sector organisations, 

as adherence to a social mission places a moral duty on decision-makers to maximise 

their social returns. Effectively, SROI can bridge the accountability gap that often 

occurs between those with decision-making powers, and those that decisions are 

intended to target. 

4. Mapping Stakeholders 

Including stakeholders is the fundamental requirement of SROI. Without the 

involvement of key stakeholders, there is no validity in the results – only through active 

engagement can we understand actual or forecasted changes in their lives. Only then 

can SROI value those that matter most.  

To understand what is important for an analysis, the concept of materiality is 

employed. See Figure 5. This concept is also used in conventional accounting, and 

means that SROI focuses on the most important stakeholders, and their most 

important outcomes, based on the concepts of relevance and significance. The former 

identifies if an outcome is important to stakeholders, and the latter identifies the 
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relative value of changes. Initially, for the evaluation of the Family Matters project a 

range of stakeholders were identified as either having an effect on, or being effected 

by the project – table 1 highlights each stakeholder, identifying if they were considered 

material or not for inclusion within the SROI analysis. 

Figure 5 – Materiality  

 

  

Significance;

The degree of importance 
of an issue – either being 

important to a large 
proportion of 

stakeholders, or of high 
importance to a lower 

proportion of 
stakeholders.

Relevance;

An issue is important to 
analysis – identified either 
directly by stakeholders, or 

through existing knowledge & 
experience of social norms for 

stakeholders.

Materiality

If  a stakeholder or an 
outcome is both 

relevant & significant, it 
is material to the 
analysis. Being 
important to 

stakeholders and of  
significant value, means 

that if  the issue was 
excluded from analysis 
it would considerably 

affect the result.  
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Table 1 Stakeholder list and Materiality  

Stakeholder 

Group 

Material stakeholder?  Reason for Inclusion / Exclusion 

Parents Yes As key beneficiaries of the service these 

are the most important stakeholders and 

some changes experienced will be both 

relevant and significant. 

Children No Although the changes to the clients 

must have an impact on the children, 

unfortunately we were not able to 

engage with them for this analysis. 

Citizens Advice 

Denbighshire 

Yes The involvement of Citizens Advice is 

essential for the creation of any 

changes. Therefore, financial resources 

and the inputs from key members of 

staff must be included. However, 

changes experienced by the organisation 

are not included as they are not relevant 

to the project. 
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Volunteers Yes Their involvement in the activities 

is important and their financial and 

non-financial input is included. 

However, their outcomes were not 

monitored and therefore no value is 

included in this report.  

Betsi Cadwaladr 

University Health 

Board 

-Health visitors 

-Nurses 

-Midwives 

-GPs 

Yes Referrals are made mainly through 

Health visitors, nurses and midwives and 

therefore they are crucial towards these 

changes. The outcomes identifies are 

also likely to have an impact on their 

services.  

Local Authority 

-Flying Start 

-Social Services 

 

Yes 

No 

Flying Start do make referrals and 

therefore are important. However, we 

will not include the changes other 

departments in the LA here. Although 

the changes to the clients must have an 

impact on preventing them from 

needing statutory care, unfortunately we 

were not able to engage with them for 

this analysis. 
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Schools No As this service has an impact on 

children and their families, it 

should also have an impact on the 

schools. However, we will not be 

measuring this as it is beyond the 

scope of this project.  

Department of 

Work and 

Pensions 

Yes The changes to the income for families 

will have an impact on the DWP and 

therefore must be included.  
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Stakeholder engagement 

Principle number 1 of Social Return on Investment framework is to Involve 

Stakeholders. Therefore, a great deal of time is given to establish who the stakeholders 

are, and how best to engage with them. Stakeholders are best placed to establish the 

following; 

 Theory of change 

 Identify outcomes 

 Identify how much change has happened 

 What value is to be placed on the outcomes 

 Deadweight, drop-off and attribution 

 Verify results 

Engaging with the parents was crucial to being able to achieve everything noted in the 

list above. However, due to the sensitivity of clients we needed to find the best way to 

engage to ensure that they were comfortable. 

An initial conversation was had with the CAD Chief Officer and the Business 

Development Officer in July 2017 to discuss the project and the scope for the report. 

There was an appetite to embed social value measurement within the organisations 

and therefore it was agreed that this would be a report done with the staff members, 

with an element of mentoring.  

A meeting and training session was held with the whole team in September 2017. Their 

input was important to start to map all stakeholders, and begin to gain an 

understanding of the possible outcomes for the families and other stakeholders.  

Due to the sensitive nature of the support, as well as the fact that this was a one to 

one support, a focus group wasn’t deemed suitable. Therefore, one to one phone 

conversations were arranged with a sample of clients.  

Although a great deal of thought was given to the questions being asked to the 

families about their experiences, in order to adhere to the SROI principles and to 

understand what had changed, a loosely structured approach was taken that allowed 
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them to tell us what happened as a result of the support given by the case workers. 

The added flexibility of semi-structured probing questions, such as asking people what 

they now do differently because of the change they had experienced, how long they 

believe the change will last, and importantly if they had any negative experiences 

allowed them to tell their story from their own perspective. Each interview lasted 

approx. 30 minutes.  

Each person was extremely open and was eager to speak about their experiences. 

They were also able to provide an insight into what had changed for them, but also 

what they think might have happened without the service and the possible difference it 

would have. Questions were also asked around impact such as who else contributed to 

any changes? And would they have support from somewhere else if this service wasn’t 

available. These will be discussed later in the impact section.  

Following the conversations, we had some well-defined outcomes which informed the 

paperwork in order to understand what changes, but also how much change and give 

us a distance travelled. The baseline information was done by the case worker, and the 

review was done when closing the case.  

Table 2 – Stakeholder engagement  

  Stakeholder Population size Sample size Method of 

engagement 

Parents 92 3 Telephone interviews 

Parents 92 12 Data collection – 

baseline and review 

Health 

professionals 

18 5 Staff spoke to the 

area Manager.  

A survey was sent to 

all those who 

referred 

electronically.  
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5. Project inputs 
This section of the report outlines the inputs required for Family Matters to operate and 

be successful. Whilst some are financial, others are non-financial, yet without the 

necessary complement of inputs from various material stakeholders, the project would 

not be possible.  

Citizens Advice Denbighshire 

CAD provided leadership on the development of the funding application for Family 

Matters and maintained strategic influence throughout. Funding for this project was 

provided through the Martin Lewis Fund, and the sum of £25,000 was managed by 

CAD to provide all the service required from this project. This paid for the case workers 

salary which equates to 2.5 days a week, and this role is divided between different 

members of the Citizens Advice team. This also included the management fees and 

other overheads.  

Volunteers 

CAD also had volunteers that contributed towards this project and therefore their time 

is an important input. Although their time is donated without charge, it is still 

reasonable for this to be monetised as it represents the opportunity cost to the 

volunteers. Potentially, if they weren’t volunteering their time, they could offer their 

expertise elsewhere and be paid. 

There were 2 volunteers that contributed here, with an average of 4 hours a week 

donated which helped with the administration work as well as home visits. To monetise 

this we will use the standard living wage which is £7.50 currently. 6 

2 Volunteers @ 4 hours a week for 12 months = 416 hours x £7.50 = £3,120 

Clients 

This service is free to those that receive it but some non-financial inputs are also 

necessary to ensure any changes. Their willingness to work with the CAD staff 

                                           
6 https://www.gov.uk/national-minimum-wage-rates  

https://www.gov.uk/national-minimum-wage-rates
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/volunteers and take action to create change is essential to ensure any outcomes. For 

many, speaking to somebody about their financial worries can create anxiety and 

stress, and therefore trust is needed in the staff to help them and understand what 

their needs are.  

Health Professionals 

Given the need for health care professionals to make referrals and spend time 

engaging with the clients and make the referral, it is appropriate to include an 

additional input that values this time contribution. Therefore, the approximate cost for 

each referral agent is calculated (table 3) for example, based on the opportunity cost 

of not providing services directly to other individuals. 
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Table 3 

Referral agent Task Value Source 

 

 

 

Health visitor  

Initial referral – 

estimated 10 

minutes each. 

£44 per hour of their 

time (44 referrals X 

£44/6). Therefore, 

total of £323 

PSSRU Health and 

Social Care Costs 

2015 page 171 

Flying start Initial referral – 

estimated 10 

minutes each. 

£44 per hour of their 

time (15 referrals X 

£44/6). Therefore, 

total of £110 
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Total monetised inputs 

The total inputs for the project over the 12-month pilot period have been calculated as 

£28,553 created by both financial and non-financial inputs from the range of 

stakeholders above. This information is displayed in table 4, and is compared to the 

costs per individual.
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Table 4 – Total Monetised Inputs for Family Matters 

Stakeholder Financial input Non-financial 

input 

Cost per 

individual 

Parents N/A  Willingness to 

take part and 

take action 

identified with 

the staff 

N/A 

CAB Denbighshire – 

manage funding from 

Martin Lewis Fund  

£25,000 Strategic 

management, 

time, expertise 

£272 

Volunteers £3,120 Time, 

professionalism, 

skills 

£33.91 

Health and social care 

costs 

 

 

 

 

£433 Time, willingness 

to refer 

£4.70 

Totals £28,553  £310 

 

6. What changes – Outputs and Outcomes 

As would be expected the majority of outputs are associated with the families receiving 

the support. However, the project’s activities also create important outputs for other 

material stakeholders, and each will be discussed below.  
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Clients 

In total, 92 have been supported through this project up to the end of February 2018. 

Although it is likely that others will be supported before the end of March, we will keep 

this figure to forecast the value until the end of March 2018.  

Every client will be different in the amount of support they need, as well as where they 

need the support. Some will be happy, or more comfortable to receive support over the 

phone, where others prefer a face to face conversation. For these clients, travelling 

time must also be considered. Some clients will only need some general advice, where 

others might need support to make a benefits application. The average amount of time 

spent per client was 4 hours.  

Referrals are made from various different agents, and the table 5 illustrates from 

where those referrals are made. Self-referrals were also facilitated using  a card given 

by a Health Visitor or by Flying start or a GP  the card system enabled CAD to track the 

families  who contacted them directly.  
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Table 5 – Source of referral  

Source of Referral Number of Individual 

Referred 

Percentage of 

referrals 

NHS – Health visitor, Nurse, 

Midwives 

44 48% 

Flying start 15 16% 

Self-referral 33 36% 

Mapping Outcomes 

As highlighted, it is only by measuring outcomes that we can be sure that activities are 

effective for those that matter most to this pilot project. This section of the report 

highlights the outcomes experienced for each material stakeholder, and also examines 

those outcomes that represent end-points in the chains of change for each stakeholder 

(and are therefore included on the Value Map). Identifying specific outcomes is 

essential to understand what has changed as a result of activities, yet it is not always 

an easy task to identify the causal links between the various stakeholders and their 

outcomes. Appendix 1 illustrates the overall chains of change for those involved in the 

Family Matters project, and highlights both those included in this discussion and those 

excluded from analysis.   
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Clients 

To understand the success of any project, then we must understand the outcomes 

experienced by the clients, in this project those are the parents having support from 

the case workers at CAD.  Outcomes are those things that change and are sustainable.  

The Chain of Change can be seen in Appendix 1 and demonstrates the client journey 

and the intermediate outcomes that lead to the main outcomes that is included in the 

value map. Here, consideration will be given to these final outcomes and the indicators 

that demonstrate these changes. It is worth noting, that the degree of change will vary 

but an average will be seen in the distance travelled from the monitoring paperwork. 

The monitoring paperwork for the clients is available in appendix 3.   

As the caseworker discussed, some parents will be at crisis point when referred and 

could be facing immediate eviction or bailiffs coming to the home to collect debt 

money. For others, the impact won’t be as immediate but the change in income means 

they can start to see improvements over time.  
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Outcome 1 - Improved mental health due to debt and financial situation being under 

control 

 

The relationship between debt and mental health concerns is well documented. The 

Children’s Society has published much research on this very issue and reported on the 

impact of debt on families; 

“Both parents and children said experiences of debt left them feeling stressed, anxious 

and depressed – some parents reported specific symptoms like migraines, 

sleeplessness, or losing weight, or had received specific treatment like being on anti-

depressant.” 7 

This same report explored the impact of debt on parents and children, and the 

evidence of the link between the two. It demonstrates also the impact it has on 

families, as well as on school life and health.  

Children in Wales surveyed 143 families in 2016 to ask questions around the impact of 

poverty. With the changes to the Welfare system also, more anxiety and stress can be 

seen over the last few years due to uncertainty over the changes. Food poverty caused 

a high concern for families with 86% reporting this as an issue. 97% reported having 

an issue with debt with many reporting to resort to payday loans and high interest 

loans. 8 

The families who took part in our qualitative interviews explained in detail how debt or 

financial trouble was having a negative impact in their lives. One mother explained how 

alone and helpless she felt and didn’t know where to turn. When she realised that this 

project could offer support, it offered immediate reassurance that help was available, 

and that she wasn’t alone in her situation.  

                                           
7 Pinter, I. Ayre, D. Emmott, E. The Damage of Debt. September 2016. The Children’s Society.  
8 Child and Family Survey 2016. Children in wales.   
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She explained how she had gone into depression, and when asked what she thought 

could have happened if it wasn’t for the support, she expressed that she was 

concerned she would have deteriorated.  

“I would be broken.”  

As well as financial support, parents are given legal advice also. There was one case 

where the case workers supported a very distressed mother who was having trouble 

with her child’s father in refusing to give access.  CAD were able to calm her down and 

offer advice on this, as well as other advice on benefits, which improved her household 

income.  

“It’s made a hell of a difference to me. I felt I had more options.”  

“I feel less anxious and less worried. I feel supported and my confidence has 

increased.”  

Due to the concerns they had, many suffered from stress and anxiety which had an 

impact on the whole family. Struggling financially also meant it had an impact on their 

activities that they did as a family.  

One parent was referred to the project to offer advice on getting the right financial 

support. She has a disabled son and was struggling to get him the right support and 

equipment as well as struggling to travel around.  She met with the case worker who 

took her through all the forms and explained the process which made her feel 

reassured.  

Now that she is having the right financial support, the life for the whole family has 

improved. Her son has the right equipment which helps him but has helped her as well 

as she doesn’t need to worry as much. They can now also afford to use a taxi as public 

transport isn’t an option, and therefore they are able to go to different places. She 

feels that this has also helped her  daughter as she too was missing out on activities 

before.  

“I just think that they are brilliant.” 
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Consideration was given to include the outcome of improved family relationships, 

however, looking at the results of the survey and the distance travelled, this outcome 

wasn’t significant and therefore failed the materiality test. However, this is one of the 

intermediate outcomes that will lead to reduced anxiety and stress as explained.  

The impact of debt and financial worries can have a negative impact on the whole 

family. Due to the stress and the pressures it can cause tension and arguments, as was 

identified in the Children’s Society report; 

“This left them feeling excluded and isolated, not having others to share their concerns 

with and feeling confined within the family environment.”9 

There were 58% of clients reporting a positive change in mental health here with a 

distance travelled of 25%. This was also supported by the health professionals who 

saw ‘quite a lot’ or ‘a lot of change’ in the families’ stress and anxiety levels as well as 

they feel less concerned about finances.  

“The service has been very beneficial for the families in Ruthin, I hope it continues.” 

Health professional  

Outcome 2 – Increased confidence to deal with own finances  

 

Increased confidence had improved for 58% of clients, with a distance travelled of 

32%.  

Many of the clients reported feeling more confident to deal with their own finances 

moving forwards, as well as feeling more confident to ask for support in the future 

should they need it.  

“I’ve got better confidence and I feel supported.” 

“I have had help with benefits for my daughter. I know what I can claim and I know 

where I can get help now. “  

                                           
9Pinter, I. Ayre, D. Emmott, E. The Damage of Debt. September 2016. The Children’s Society p. 21  



 

37                                                                                                                                        

 

Having the reassurance that the service was available and that others where in the 

same situation, in itself gave them the confidence that they could also make positive 

changes.  

This was a change also identified by the health professionals. In the survey – 80% saw 

‘quite a lot’ or a ‘lot of change’ in the families when asked about their confidence to be 

more energy efficient and to manage household amenities and utilities.  

Outcome 3 – Changes in income 

Not all clients referred to the service had a change in income. 11 clients out of 92 

(12%) had experienced a change, with an average change in income of £8832  per 

family. The change in income is broken down to the following categories; 

Table 6 

Qtr 

Disability 

Living 

Allowance 

Carers 

Allowance 

Personal 

Independence 

Payment 

Income 

Support 

Employment 

Support 

Allowance 

Tax Credits 
Housing 

Benefit 
Other 

1 £0 £3,229 £0 £3,801 £11,516 £15,001 £3,016 £4,401 

2 £0 £0 £0 £0 £0 £3,900 £4,160 £7,330 

3 £12,325 £9,780 £0 £0 £0 £9,909 £0 £0 

4 £4,321 £0 £0 £0 £0 £4,464 £0 £0 

 

Each family had the benefit of energy advice generating further increases in income 

and future savings. These savings are include such as  advice and assistance with 

switching providers, Warm Home Discount grants, miss-billing issues and energy 

efficiency measures. The project reported £24,850 in energy savings an average of 

£270 per family advised. 
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There were also clients who were supported with outstanding debts. 10% of the clients 

were supported to write off these debts through the support of Citizens Advice at an 

average of £5,673 each.  

This was seen as a big improvement, but the positive impact of reducing stress and 

anxiety was seen as the most valuable.   
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Negative outcomes  

As with any project or service, we must consider if there are any negative outcomes for 

families. During the qualitative interviews and in the surveys, families were asked if 

they had felt any negative changes had happened.  

None were reported, however, we must consider about those clients who did not 

report any change. The Case Workers had reported cases 

where the families were receiving too many benefits and 

therefore faced the process of changing these, which can 

take time, or even having less income. This undoubtedly 

causes stress and anxiety to deal with this change.  

Some clients also might not be ready to engage or it 

might not be the right service for them at the time. In 

order to manage these we need to understand these 

changes.  

Staff members have also identified that for many, having 

the case worker call them can cause anxiety. As they are 

having someone call to discuss their finances, it can 

seem overwhelming where perhaps they have been 

dealing with it in isolations. An understanding of this 

allows the staff to manage this when initially starting to 

work with new clients.  
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Health Professionals 

The health professionals were asked about the impact this support had on their work 

and their times. Following an initial conversation with the area manager, Citizens 

Advice was able to ask a larger sample about these changes. The following table 

demonstrates the positive results; 

  

 

I feel reassured knowing I can signpost families to 
somewhere for advice with financial matters

Quite a lot of change A lot of change

I am more aware of other services available for families

Doesn't apply to me Quite a lot of change A lot of change
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As is demonstrated above, the service has had a positive impact on their way of 

working with all areas being identified with high levels of change.  

“I have witnessed the benefit of a professional from Citizens Advice jointly visiting a 

client’s home and enabling that family to access money saving tips. “ 

The health professionals were also asked about the impact the service had had on their 

time. This answered varied with some identifying 1-2 hours a week and others 

reporting a 4+ hour change. An average of 3 hours will be taken and used in the value 

map.  

As well as having an impact on their time, it is likely that this service will prevent the 

need of other statutory services. As is demonstrated earlier in the report, financial 

worries and debt can lead to a negative impact on health, and therefore, this service 

can be identified as early intervention and preventative work. 

Families were asked about their use of services when beginning the process, and then 

at 6 weeks review. Although there had been some reduction in areas, such as the use 

of GP appointments, as this was a short period of time it is difficult to demonstrate the 

Family matters has given me more time to focus on 
other issues and / or help others

Quite a lot of change A lot of change
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potential impact here. It is recommended moving forwards that this is monitored more 

closely and tracking the client’s journey for a few months to identify the change.  
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7. Valuing Outcomes 

The difference of using SROI to other frameworks is that it places a monetary value on 

outcomes. By using monetisation, it allows us to not only give the story of what’s 

changed in people’s lives, but also allows us to put a value on these changes so we can 

compare costs and outcomes. This isn’t about putting a price on everything, but it 

allows us to demonstrate what impact the service has on other stakeholders and 

possible savings an intervention can create. It also goes beyond measuring, and allows 

organisations to manage their activities to ensure the best possible impact is created 

for those that matter to them the most, the individuals.  

There are a range of approaches to monetise outcomes including using financial 

proxies – that is using a market-based alternative as an approximation of a 

stakeholder’s value. However, some would argue that these do not represent the value 

that the particular stakeholder with experience of the change would attribute to it. 

Therefore, where possible, this analysis has applied the first SROI principle to involve 

stakeholders as much as possible. During the qualitative interviews, following an 

understanding of the changes and the outcomes gained, clients were asked to rate and 

rank their outcomes. Therefore, they were asked to put their outcomes in order of 

importance, and then to rate their importance out of 10. This is where we stopped with 

their involvement in valuing their outcomes and when it comes to placing a monetary 

value of their outcomes it was decided to use other techniques other than the value 

game. The value game identifies their material outcomes, and asks them to prioritise, 

and subsequently value them against a list of goods or services available on the market 

to purchase. As we were dealing with people who were or had been in poverty, this 

technique did not feel appropriate.  

The valuations for the outcomes identified to the individuals were taken from HACT’S 

Social Value Calculator (version 3)10 that identifies a range of well-being valuations.  

However, the data from the monitoring survey and review provided a distance travelled 

on how much change had been experienced, therefore a proportion of the wellbeing 

                                           
10 HACT well-being valuations. Available at http://www.hact.org.uk/value-calculator 

http://www.hact.org.uk/value-calculator
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valuations were used accordingly. For the outcome of Improved mental health due to 

financial worries and debt being under control, the well-being valuation of Relief 

from being heavenly burdened with debt, HACT Code FIN1404 was used, which has a 

value of £10,836 per person. Looking at the 58% of clients with a positive change, 

there was a distance travelled of 25% for this outcome and therefore a value of £2,709 

was used in the value map.  

The outcome of Increased confidence to deal with own confidence, was represented 

by the well-being valuation for Financial comfort, HACT Code FIN1606 with a value of 

£8,917, and here there was a distance travelled of 31% and therefore the value of 

£2,764 was used. Consideration was given for other well-being valuation such as high 

confidence with had a value of £13,000. However, as clients placed a greater 

importance on the reduced anxiety and stress, it seemed that this figure would be 

over-valuing. It was also considered that the market equivalent for counselling could be 

used such as a counselling course at approx. £500, but then this felt as it would be 

undervaluing this important change for families.  

For the change in income, this is based on actual change that is recorded by Citizens 

advice, but is recorded as an average here per client that experienced a positive 

change here. 11 clients out of 92 (12%) had experienced a change here, with an 

average change of £8832 per family which is included in the value map.  

 

Health and Social Care Costs 

It has been indicated, that as a result of the changes created for the parents, there are 

subsequent outcomes for other agencies.  To put a value on the reduced potential 

demand on the NHS, the published Unit Costs Health and Social Care 2017, by PSSRU11 

was used. 

                                           
11Curtis, L. Burns, A. (2017) Unit Costs of Health and Social Care 2017. PSSRU.  
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The Health professionals were asked about the impact the service has on their work 

and their time. The staff who took part all recognised a positive change here with some 

saying it made a difference of 4+ hours per week. An hour of their time is a cost of 

£44 per hour. As the health visitors or Flying Start team members will visit several 

families per week, we will consider 1.5 hours per family members referred to this 

project, and therefore 1.5 * 92 clients = 138 hours saved per week.  

Department of Work and Pensions 

When considering the Change in Income outcome, we must therefore consider the 

costs implications for the DWP here. In order to ensure we comply with the principle of 

transparency, it is important that we account for this Change in Income. These 

changes are through various different sources as shown in Table 6. They can all be 

measured as a costs for the state and therefore the sum of £97,153 is included here. 

The other change in income is savings with energy efficiency and changing providers, 

and therefore this is not included as a cost in the value map. 

8. Establishing Impact 

In order to assess the overall value of the outcomes of Family Matters we need to 

establish how much is specifically a result of the project. SROI applies accepted 

accounting principles to discount the value accordingly, by asking; What would have 

happened anyway (deadweight)? What is the contribution of others (attribution)? Have 

the activities displaced value from elsewhere (displacement)? If an outcome is 

projected to last more than 1 year, what is the rate at which value created by a project 

reduces over future years (drop-off)? Applying these four measures creates an 

understanding of the total net value of the outcomes and helps to abide by the 

principle not to over-claim.  

Deadweight 

Deadweight allows us to consider what would happen if the service wasn’t available. 

There is always a possibility that the individuals would have received the same 

outcomes through another activity or by having support elsewhere. 
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The majority of the families referred to this service where families that hadn’t engaged 

with CAB Denbighshire in the past. Some of the families expressed that they were 

unaware that a service like this existed but that they felt reassured once they realised 

this.  

However, we must consider that the families could have been referred through another 

source, or might have had support through others such as family and friends. As the 

health professionals would have advised them in some of these areas also then we 

should recognise that in the deadweight amount. Table 7 demonstrates the deadweight 

percentages. 
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Table 7 - Deadweight 

 

  

Outcome Deadweight Justification 

Improved mental 

health due to debt 

and financial 

worries being under 

control.  

40% Many of these families were not aware of the 

services available to support them previously. For 

some, this support gave immediate reassurance. 

For those in crisis is helped to reduce anxiety and 

stress for a first time in a long time. However, we 

must consider that some of these change could 

have happened anyway through the support from 

the health professionals or though friends and 

family.  

Increased 

confidence to 

manage own 

finances 

40% By working with the families they were able to 

show them that support was available, and that 

in future they can seek support more quickly. As 

above, we must also consider that with time, this 

support could have been had elsewhere. To 

adhere to the principle of not over-claiming we 

will give a 40% discount.  

Change in income  50%  For those who were able to have a positive 

change in income, in some cases this was life 

changing and gave them much more 

opportunities. This is a slightly higher rate here 

because this change in income might have been 

seen over time.  
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Attribution 

Attribution allows us to recognise the contribution of others towards achieving these 

outcomes. There is always a possibility that others will contribute towards any changes 

in people’s lives such as family members or other organisations. Attribution allows us to 

see how much of the change happens because of the support by this project.  

Some of the value must be attributed to the referral agents here as they are the once 

who recognises the need and makes the appropriate referrals. CAD will also signpost to 

some other service also that contributes towards the overall value.  

The families were asked questions around attribution, and 67% of parents felt that the 

majority of the positive changes were as a result of Family Matters. However, as to not 

over-claim and as this is a pilot, a 50% attribution rate will be used here for all 

outcomes to the client. The same percentage will also be used for the outcomes for the 

other stakeholders.  

Displacement 

We need to consider if the outcomes displace other outcomes elsewhere. For example, 

if we deal with criminal activity in one street, have we just moved the problem 

elsewhere? This model is currently new to the area and provides a link to all other 

services, and therefore does not displace any.  
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Duration & Drop-off 

Clients were asked about duration and whether they were hopeful that the positive 

changes would last. As their confidence had increased to manage their own household 

amenities and utilities, as well as 

being able to ask for support, 

they felt these change were 

sustainable. Being able to get the 

right amount of financial support 

also meant they were more 

positive towards the future.  

Further data is needed to 

understand how long the changes 

will last, so to avoid over-claiming 

only 1 year of value will be 

counted in this report. Therefore, 

there is no need for a drop-off 

rate here as we are only claiming 

for the first year. 
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9. SROI results  

This section of the report presents the overall results of the SROI analysis of the Family 

Matters project. Underpinning these results are the seven SROI principles which have 

carefully been applied to each area of this analysis. The results demonstrate the 

positive contribution that the service has in the lives of families as well as the impact 

on the health professionals’ role who refer families to the service.  

By offering families specialist support in accessing the right financial, legal or housing 

support, the families were able to reduce their anxiety and stress by having the 

reassurance that support was available, and for some having a positive change in 

income which allowed them to live more comfortably.   

 

Table 8 – Present Value Created per Individual Involved 

 

 

 

 

The above results in table 8 indicate a positive return for individuals who received 

support from the Family Matters project and experienced positive outcomes. This is 

based on current data but also forecasting results based on secondary research. The 

overall results in table 9 highlight the total value created, the total present value 

(discounted at 3.5%), the net present value, and ultimately the SROI ratio. 

 

  

Stakeholder Average value for each 

individual involved 

Individuals £1,068 
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Table 9 – SROI Headline Results 

Total value created £ 

 

Total present value £98,297 

 

Investment value £28,553 

 

Net present value (present value minus 

investment) 

£66,420 

 

Social Return on Investment £3.33:1 

 

 

The result of £3.33:1 indicates that for each £1 of value invested in the 

Family Matters project, a total of £3.33 of value is created
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10. Sensitivity analysis 

The results demonstrate highly significant value created by the Family Matters, and is 

based on application of the principles of the SROI framework. Although there are 

inherent assumptions within this analysis, consistent application of the principle not to 

over-claim leads to the potential under-valuing of some material outcomes based on 

issues such as duration of impact.  

Conducting sensitivity analysis is designed to assess any assumptions that were 

included in the analysis. Testing one variable at a time such as quantity, duration, 

deadweight or drop-off allows for any issues that have a significant impact on the 

result to be identified. If any issue is deemed to have a material impact, this 

assumption should be both carefully considered and managed going forward. To test 

the assumptions within this 

analysis, a range of issues were 

altered substantially to appreciate 

their impact. A summary of the 

results is presented in table 10. 
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Table 10 – Sensitivity Analysis Summary 

Variable Current 

assumption 

Revised 

assumption 

Revised 

SROI 

Proporti

on of 

change 

Improved mental health 

due to debt and financial 

situation being under 

control 

Quantity; 53 Quantity; 30 2.68 19.5% 

Deadweight; 

40% 

Deadweight; 

70% 

2.59 22% 

Attribution; 50% Attribution; 80% 2.45 26.4% 

Value; £2,709 Value; £1,200 2.51 24.6% 

Increased confidence to 

manage own finances 

Quantity; 53 Quantity; 25 2.54 23.7% 

Deadweight; 

40% 

Deadweight; 

70% 

 

2.58 22.5% 

Attribution; 50% Attribution; 70% 2.73 18% 

Value; £2,764 Value; £1,000 2.38 28.5% 

 

NHS; Reduced demand on 

service health professionals 

time  

Quantity; 138 Quantity; 70 3.30 0.09% 

Attribution; 50% Attribution; 80% 3.29 0.1% 
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Although some of the sensitivity tests indicate changes to the result, owing to the scale 

of the amendments made and the verification of assumptions and data with 

stakeholders, the results still indicate that if a single variable were significantly altered, 

the overall results remain positive. The most significant impact of the sensitivity 

analysis is based on the change to the value given to the improved confidence to 

manage finances. Again, the sensitivity test uses a relatively large change, and 

although there is a great deal of confidence in the figure employed, it nevertheless 

indicates the importance for the organisation to carefully manage this issue in the 

future.  
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11. Conclusion  

This report has demonstrated that the Family Matters project will create over 

£98,000 of value and for each £1 invested, £3.33 of value is created; 

What that means in practical terms is that people’s lives have been positively 

changed. 

This project demonstrated how a third sector organisation can collaborate with 

statutory service to increase the value for families and reduce the pressure on services. 

By having the health professionals who work closely with families to refer to CAD 

allowed the families to have immediate reassurance that there is support available in 

most cases. As well as the social value created for the families, by signposting the 

health professionals could spend more time on dealing with other matters or 

supporting other families.  

As demonstrated, financial concerns can have a negative impact on mental health by 

causing anxiety, stress and depression. Through the support, 58% of parents reported 

a positive change in their mental health at their first review. By supporting clients to 

solve some immediate concerns as well as advising of ways of managing their finances 

ensured that the changes can be sustainable. It is recommended that further 

monitoring is done after a few weeks to ensure that these changes have continued to 

improve.  

The health professionals was clearly seeing the benefits of this collaborations and the 

positive impact on the families, 

“I have witnessed the benefit of a professional from Citizens Advice jointly visiting a 

client’s home and enabling that family to access money saving tips. “ 

For those who took part in the surveys, they expressed that the project did give them 

more time in their average week to focus on other areas.  

This was a short term pilot and only a small sample of clients took part in the 

monitoring process. It is recommended that this becomes part of the normal 
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paperwork for the service in the future so a further understanding of the social value 

can be created. By having a larger sample also we can understand if there are 

characteristics that have an impact on the results – such as location, gender, age, 

nature of referral etc.  
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Recommendations 

1. Measuring and Managing Social Value  

Citizens Advice Denbighshire has embraced social value measurement and during this 

analysis many of the staff members involved with Family Matters took part in some 

training and were actively gathering information. Embedding social value into an 

organisation requires the commitment of the whole team, including manager, staff and 

volunteers.  

It is recommended that they continue to measure social value by engaging with 

stakeholders and using the suggested monitoring paperwork moving forwards. This not 

only helps us to get well-defined outcomes, but also to understand how much change 

had happened over time. By understanding what has changed and how much change, 

we can use the data to inform decisions and maximise social value. Data collections 

should be part of the normal systems and shouldn’t be seen as an additional burden.  

As well as capturing the value for the clients, we need to understand more about the 

impact on other stakeholders and other state agencies to ensure we understand the 

total value of Family Matters.  

In this report, the input for the volunteers’ time was included, however, as we didn’t 

engage with the volunteers to understand what their outcomes were, no value was 

included here. It is recommended that Citizens Advice Denbighshire monitor the impact 

for their volunteers moving forwards as this undoubtedly creates social value, and in 

order to maximise this value moving forwards.  
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2. Managing expectations 

As with most projects or services, not everybody will experience positive changes. For 

some, no change will happen and for others perhaps it might be a negative change. As 

was discussed with the staff members, some will not be ready to engage, and some 

will become more anxious as they are dealing with a new organisation. There were 

examples also of clients realising that they were in fact receiving too much benefits, 

and this can cause further panic.  

The staff were clearly aware of these issues and concerns, and already were 

expressing how they try and manage expectations when a person is referred. However, 

it is worth us noting this here and that moving forward, any new staff members or 

volunteers are aware that this might be the case with some clients.  

3. Funding 

This report has demonstrated the positive social value created for the parents as well 

as the positive impact for the health professionals involved. It is therefore 

recommended that this service continues to be funded.  

The impact has been demonstrated here, but further data is needed to understand the 

impact for other stakeholders, as well as further data from the parents. This will help to 

manage the social value moving forwards.  
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Appendices  

Appendix 1 – Chain of Change 

Appendix 2 – Value Map 

Appendix 3  - Client and Health Professional Questionnaires used comprising:- 

 Client initial survey 

 Client periodic survey (raised around the 6 week mark) 

 Client periodic survey pt. 2 (raised where intervention is closing) 
 

 Health Professionals Survey 

 

Eleri Lloyd 

Mantell Gwynedd 

Social Value Cymru Team 
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