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1.0 FOREWORD

“Whenever there is a war somewhere we get a new restaurant, a new cuisine!”
Comment from a local government officer in Islington, London

The above quote was provided to the author of this case study by a local government officer
during a conversation about the multi-cultural nature of London.

Sitting behind this officer’s perception lie some interesting facts which he then went on to share
as he unpacked the deeper meaning of his observation.

Islington (central London district) is host to more than 140 languages, and the public authority
works hard to ensure services are provided on an equal basis to all citizens.

It is not just war, but also famine, cataclysm, economic pressure and personal tragedy that drive
people to seek new opportunities.

When they arrive they are not necessarily poor, but many are temporarily impoverished.
They bring the richness of their language, their culture, their personal knowledge and skills.

The reference to ‘restaurant’ points to the fact that many new migrants immediately go to what
they can trade as a start-up of their new life. There are also local examples of carpet traders,
herb importers, and other transfers of distant knowledge via usable networks.

Migrants provide their own energy and ambition that then sees new learning and subsequent
activities of many kinds. Many of their ‘personal regeneration’ projects start with support from
public authorities and NGO'’s helping them to become economically independent and productive
through exploitation of their own personal wealth of energy and skills.

In many cases that process can only proceed with support for integration. A big part of that is
‘inclusive Government delivered via multiple channels’. In this case, the channels must be multi-
cultural, multi-lingual.

Our local case study contact and information provider was:

Masoud Lashkari

London Advice Service Alliance (LASA), Universal House
88-94 Wentworth Street, London, E1 7SA
mlashkari@lasa.org.uk +44 207 377 2748

Masoud is project leader and organiser of the MultiKulti service and associated activities.

The information contained here is held to reflect the situation at November 2008.
Later readers should verify status in this fast moving area of development.




2.0 INTRODUCTION — INCLUSIVE GOVERNMENT NEEDS ADVICE

This case study examines multi-channel service delivery where the user community is multi-
cultural. They are based in London, which is home to a representative sample of almost every
major world culture, and many of the smaller ones. Multi-cultural implies the presence of a
community that is not only multi-lingual, but also includes multiple social models, faith groups,
traditions and value systems. This creates complexity for governments who must provide
services equally to all citizens.

In order to make use of the wider range of services and opportunities, people need to know how
services operate, how they qualify for services, what their own responsibilities might be, and the
deeper implications of using, or not using, particular services.

In short, they need advice.

Complexity in Government Service Provision

London is so large it has over 30 municipal governments (semi-autonomous ‘Boroughs’). These
are supported by city-wide agencies of different kinds (regional institutions), and also by national
level organisations (both Government departments and NGO agencies set up to execute specific
service delivery). This means that the web of government in the region is quite complex, giving
rise to three sources of complexity:

- Government Organisation;
- Public Services Landscape;
- Local Culture.

Reducing Complexity Through Resource Sharing
This case study shows how an alliance of advice agencies covering the whole region has
managed to consolidate advice provision to:

- Reduce administrative burden - reducing duplication of effort and content;
- Share resources - expertise in service domains and in culturally specific areas including
language and social traditions.

Delivering Resources Via Multiple Channels

Building on the success of their alliance, they have then addressed how to deliver multi-lingual
and multi-cultural (i.e. culturally sensitive) advice via multiple channels for access by citizens
directly, or via their intermediaries such as social workers, case workers, advisors.

This case study shows how Inclusive Government Service Provision is enabled by the
collaboration of government actors, NGOs, and community groups of different kinds exploiting
opportunities for multi-channel service delivery combining best use of ICT with other media and
interaction with human intermediaries.



3.0 THE FOCAL SERVICE NETWORK — LASA

LASA (London Advice Service Alliance) is a third sector networking organisation that promotes
the development of high quality information and advice services. LASA provides information and
training on welfare benefits and computer systems, and so supports a large number of small
agencies who directly deal with citizens in need of advice and counselling. LASA also provides
appeals representation (against unacceptable government decisions about specific cases), and
carries out research, development and evaluation across the advice sector.

LASA Obijectives - to promote the development, improvement and co-ordination of legal and
advice services and to encourage co-operation between agencies providing such services; to
promote and assist in the introduction and application of information technology in agencies
providing legal and advice services; to carry out and commission studies and research into the
provision of legal and advice services and to publish the useful results of such studies and
research.

LASA aims to see good advice available to all who need it and works to secure this by:
- Providing high quality support services to legal advice and information providers;
- Promoting access to advice;
- Promoting and developing new approaches to the use of ICT in voluntary and community
organisations (third sector);
- Being a source of good practice and innovation.

LASA directly employs around 30+ workers and has a board of trustees (non profit) of seven
volunteers.

3.1 LASA Activities — An Example of Third Sector Self-Organisation

LASA work closely with the ‘Voluntary Sector Forum’ and ‘Third Sector Alliance’, which are the
two main agencies for voluntary and community organisations. LASA also collaborates with all
London advice networks and key agencies such as London Voluntary Services Council,
Government Office for London, Advice Services Alliance, National Association for Voluntary and
Community Action (NAVCA), and National Council for Voluntary Organisations (NCVO).

Over the last two years LASA have developed activities supporting Third Sector organisations
building capacity in ICT usage and other skills (e.g. Change Up programme, Capacity Builder
programme), and lead a project with London Council for Voluntary Services (LVSC) to develop
plans to improve ICT infrastructure across London.

LASA also chair the London Advice Forum which is the advice subgroup of the London Regional
Consortium (Voluntary and Community Sector coordination).

LASA contributes to two large partnerships funded by the ESF EQUAL programme.
The first of these is called EASI and provides a standardised set of support activities to asylum

seekers. The second is called PRESTO and provides pathways into employment and self-
employment for refugees.




In 2006-2007 LASA provided more than 6,000 hours of advocacy service and representation at
social security appeals with an 85.7% success rate. Over 316 new cases were referred from all
the London Boroughs, and a total of 430 voluntary and statutory organisations and departments
received telephone advice and information during the same period

The above figures show that LASA is a unique organisation in Europe, and provides an
interesting operational model for how administrative burden can be reduced by bringing together
all key actors on advice and support for citizens within a specific region. They reduce cost and
effort, and increase quality by sharing efforts and providing a single source of advice and support
that is reliable.

3.2 LASA Key Service Topics

The following are the key service delivered by LASA to advisers and case workers supporting
London citizens. MultiKulti is a service offered within that context.

Social Welfare Information, Advice and Advocacy
- Advice line — telephone advice and information for advisers.

- Rightsnet (http://www.rightsnet.org.uk/) - welfare rights and news online for advisers.
- ‘Review’ is a publication providing news of welfare changes and issues for advisers.
- Specialist support service — aimed at welfare workers needing expert support.
- Training for front-office (front desk) advice workers.
Information Systems (ICT)
Knowledge base — an ICT knowledge portal for 3" sector organisations.
- ComputaNews — magazine and guides on use of ICT.
ICT Training and health checks.
Circuit Riders —mobile workers helping smaller agencies with ICT problems.
MultiKulti *** a shared multi-lingual advice and information resource*** (see later).
Policy
Advice on policy changes.
Promotion of the value of advice work to government agencies.
Generating and supporting debate in the areas of welfare and advice.
Designing surveys and monitoring outcomes of policy implementation.
AIMS (Software)
- Customer relationship management system.
- Database and contact management for case-worker support.
- Report generator for case workers / advice workers.
- Mail shots, database analysis, etc. for management.

As can be seen, MultiKulti (** the target case service) is situated within a set of services being
delivered via various channels to advice workers in many different contexts (mainly Back Office
and Front Office functions). This is a big attractor, and a key element of service delivery, when
we examine the funding model.



3.3 Funding Model

Over the past two years (2006-2007) LASA annual turnover has been close to 2M GBP per
annum (approx 3M Euro average over the period). This is generated approximately 32% from
fees paid for services and 68% in grants from funders, who either see LASA as a valuable part of
their own multi-channel strategy (e.g. tax authority), or who value LASA activities as part of the
social dynamic of the UK in relation to their own charitable objectives (e.g. charitable
foundations).

LASA generates fee income from the services provided to both front line advice organisations
and from government organisations. Front-line service organisations include many smaller scale,
specialist, support organisations who, for example, might target a specific ethnic group or a
specific social problem (e.g. poverty, debt).

These services are enhanced by the receipt of grants. Grants for the year 2007,
amounting to approx 68% of the total income, were received from:

Public Authorities
- The Assaciation of London Government
- The Active Community Unit
- HM Revenue and Customs
- The Legal Services Commission
- The European Social Fund
Charities
- The Big Lottery Fund
- The Baring Foundation
- Bridge House Trust
- The City Parochial Foundation

The overall funding breakdown is show below:

OPublic Authority (56%)
32%

B Charity (12%)

OFront-line Fees (32%)

(Figures extrapolated from annual accounts 2007 — percentages rounded)
(Note — while some government agencies make payments as ‘grants’ they identify benefit in
using LASA services but use a grants mechanism rather than a fees mechanism)



4.0 MULTIKULTI—-IMPROVING ADVICE THROUGH TRANSLATION

MultiKulti, when viewed from outside, appears to be simply the main ‘online’ delivery of advice
and information from LASA. MultiKulti provides a single online source of multi-lingual advice
information that is:

- relevant to current social issues/ topics of concern,

- comprehensive and accessible,

- up to date / avoiding duplication,

- deriving benefit from community involvement in the design process,
- accurate and ‘culturally appropriate’.

MultiKulti usage is growing fast, and the 2007 figures show a 100% increase over 2006.

MultiKulti is not just an integrated delivery in multi-lingually and multi-culturally appropriate forms.
It is also the cornerstone of a multi-channel delivery system.
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Figure 1. — Inclusive Multi-Channel / Multi-Lingual Advice Service

The above diagram illustrates the various pathways and relations relevant to the MultiKulti
service scenario. These are now further elaborated.



4.1 Identifying Needs For Advice — Web Access and Other Interventions

In the overview of LASA we described how it is the relationship with a variety of partnerships
(Government, Voluntary and Community Groups) that enables LASA to understand current and
emerging needs, and to design and deliver a broad set of services around welfare and advice.

This same mechanism is represented at the left of Figure 1, as part of the MultiKulti process, and
it should be recognised that these partnerships contain representation of all the major agencies,
as well as ground-level workers represented elsewhere in the diagram.

Based on the identified needs for advice services, MultiKulti develop standardised advisory
resources to cover each topic / issue. They then recruit freelance multi-lingual advisors (see 4.2)
to generate translations for inclusion in the database for web access.

As part of the cyclical process of surveying needs and identifying opportunities for improved
support, MultiKulti also identifies instances where a special intervention is required that may not
be part of the ongoing advice service provision, and examples of such special projects are
described in 4.4.

4.2 Making Use of Expert Resources — Translators and Advisors

A number of advice agencies in London specialise in particular topics, and support particular
language groups. It is therefore possible for MultiKulti to recruit (mainly freelance) advice workers
who are not only multi-lingual, but who have years of experience providing advice and case-
support:

- on specialist topics
- to specific cultural groups
- using particular languages

The expert translators take the source advisory materials and translate in a culturally sensitive
way, and contribute them to the database for incorporation in the web portal as ‘unicode™
resources for use by those accessing the web, or by those wishing to take that unicode resource
and deploy it elsewhere.

These advisors, in their turn, are also users of the system since other individuals will contribute
materials within their language group / specialist area, and so they are also users supporting the
agencies who employ them, and the final beneficiaries whom those agencies serve.

MultiKulti presently delivers content in Albanian, Arabic, Bengali, Chinese, English, Farsi, French,
Guijarati, Somali, Spanish, Portuguese, Turkish and Urdu.

! Unicode is an industry standard allowing computers to consistently represent and manipulate text expressed in
most of the world's writing systems.



4.3 Providing Advice 24-7 — Direct and Mediated Multi-Lingual Access

The MultiKulti portal is able to provide access to advisory materials 24 hours per day and 7 days
per week. It addresses the following topics of relevance to the language minorities (migrants)
within the target groups:

- Debt

- Education

- Employment

- Health

- Immigration

- Racism and Discrimination

Citizen / New Migrant As User

The citizen who is able to use ICT and web services can access MultiKulti directly. The material
is written for the able user and so can be of direct benefit. However, since many concepts are
culturally bound it may be necessary for citizens and new migrants to consult an advice worker.

Consulting an advice worker is generally via an agency, and the focal person may simply go to
an employment advice worker in a local NGO, remaining unaware that the advice worker at the
front desk is actually using MultiKulti to access relevant facts and advice on e.g. employment
law, habitual residence, right to reside, etc.

A single person may also telephone an advice line to speak to someone in their own language,
or may email to ask a critical question (see Figure 1).

These various channels can be used by individuals (face-to-face, telephone, email, web access)
and the appropriate channel is a matter of ability, preference, and opportunity.

Intermediary As User

The case worker is a service intermediary and can use MultiKulti in a number of ways. She or he
can access MultiKulti in advance of a consultation to prepare relevant materials for the customer.
Alternately, they can access the system in real time to answer questions spontaneously, or in the
case of an able client/customer, show how the system is accessed and how much material is
there to be read as part of problem solving (encourages personal capacity).

A front office worker may also call to another agency where an expert in the focal subject can
access MultiKulti in his/her preferred language and provide interpretation / explanation. This
added value aspect of the service only comes from having a network of collaborating experts
actively participating in MultiKulti creation and usage.

Intermediate users may also be situated outside of London, and in fact the system is used
country wide, and by persons in other countries. So, for example, a French or Portuguese advice
worker helping a family relocate to the UK can utilise the system to advise on a range of issues
within the coverage of the MultiKulti information domains.



4.4 Providing a Gateway to Local Agencies

Within MultiKulti it is possible to search for a local agency by first nominating some search terms
(e.g. marriage), then selecting a language (e.g. Turkish), and then a geographical region (e.g.
Scotland). The result obtained will show which agencies in that region can provide advice on that
subject from an advice worker competent in that language (e.g. an agency providing marriage
guidance in Turkish Language in Scotland). This kind of service is an added-value by-product of
having a cornerstone activity like MultiKulti integrating collaborations, partnerships and resource-
sharing from many different agencies.

4.5 Special Interventions — Projects to Serve Emerging Needs

The high value skills integrated under MultiKulti are also put to use in special interventions that,
while sitting outside the normal remit of advice services, show a burning need for participation of
groups with the knowledge and skills present in MultiKulti and its network.

EASI

EASF was an initiative that was launched to “Empower Asylum Seeker Integration”. In the
context of this project the MultiKulti aspects of the LASA organisation participated in translation
and publication of the ICT good practice guides into three languages spoken by asylum seekers
within the project target constituencies.

PRESTO

PRESTO?® was a “Partnership for Refugee Employment through Support Training and Online
learning”. The knowledge and understanding of the situation of refugees, along with the capacity
to support meaningful debate on key issues, meant that LASA/MultiKulti could contribute to an
action that had significant impact on policy concerning refugee employment.

The relationship of PRESTO to LORECA (London Refugee Economic Action) * was a valued
means of consulting on and developing regional policy around actions such as the London
Mayor’s draft refugee integration strategy entitled ‘London Enriched’.

The partnership also focused on national policy and its impact on refugee jobseekers. PRESTO
partners monitored the impact of the DWP refugee employment strategy ‘Working to Rebuild
Lives™ and the Jobcentre Plus Operational Framework and were able to feed back issues and
concerns through national conferences.

2 http://www.easidp.org.uk/
® http://www.prestopartnership.org.uk/

* LORECA http://www.loreca.org.uk/
® http://www.dwp.gov.uk/publications/dwp/2005/emp_guide_summary.pdf

9



4.6 People In Partnership — MultiKulti as an Element in Service Delivery

While we have previously modelled MultiKulti as the core of a multi-channel advice-service
network, it is also true to say that MultiKulti is an element in a host of service transactions within
an even larger multi-channel scenario.

As was seen in the analysis of funding, several Governmental and Community agencies directly
fund the MultiKulti service via fees and contributions to LASA. In addition, almost every public
authority agency within the UK dealing with refugees, migration, integration, and/or service
delivery in another language will utilise the MultiKulti service portal in some way.

Scenario: A Portuguese-speaking Brazilian migrant in a small town is being
assisted by a Front Office (FO) worker in that town where the FO Desk-officer
recruits a Portuguese translator, and they together access MultiKulti for
resources supporting:
- the Translator interpreting the FO Desk-officer explanations of services
and regulation (uses MK documents as trusted source)
- the Migrant understanding of rights, responsibilities and necessary
actions (based on trusted sources)
- the FO worker development of the case notes and actions (based on
trusted translation benefiting from trusted sources)

Since the MultiKulti service is completely open, it is possible for support workers and migrants to
access the service from anywhere (e.g. France, Portugal) and so allow family members to
request advice on behalf of a relative (e.g. a son working in UK).

4.7 Channels In Use

The MultiKulti deployment uses a variety of service channels to get from policy to citizen.

Back Office Front Office W
—» - Straegy —» - Advice —»
- Service Plan - Service Delivery s
< Life

Events

While governments and non-governmental agencies continually refresh policy perspectives
based on real-world needs, and hence change regulations and processes for service acquisition,
the MultiKulti team maintain relevant resources to assist advice givers in a range of scenarios,
and via a range of channels °, both direct and indirect.

5 See http://www.mcegov.eu/think-papers.aspx for think papers related to representation of multi-channel scenarios.
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Organisational Channels — are the usage of other organisations and their delivery channels to
provide a ‘conduit ‘to the target citizens and intermediaries. MultiKulti deliver translated materials
to government agencies (explicitly for inclusion in other sites, or referentially by links from other
sites). They also provide resources to a wide range of case-workers and advice-workers active in
different organisational contexts, and so there are a wide variety of ‘organisational’ channels in
use via:

- Partnerships,

- Formal usage arrangement (e.g. fee paying services),

- Informal usage arrangements (organisations exploiting public access),

- Specific projects using several organisations as delivery channels.

Physical Channels — include the usage of buildings and people as locations and sources of
actual service and support. Face to face support is provided by advice workers at the front-line of
service delivery. MultiKulti also provide printed media (e.g. documents for training).

Electronic Channels — MultiKulti is primarily delivered via the web services they provide
(translated resources, plus database search on agencies etc.). The telephone advice lines are
run by LASA who are the parent of MultiKulti, reflecting once again the ‘networked’ nature of
integrated multi-channel services.

Virtual Channels — include specific project (e.g. PRESTO and EASI) acting as a ‘channel’ for
delivering translation services via a mixture of all the above.

The above mix of channels is used by MultiKulti as the main ‘conduits’ or ways of reaching out to,
interacting with, and receiving input from, the refugees, migrants and citizens, via direct access
(web) and via the many agencies, case-workers and advice workers who rely on the extremely
valuable service.

” See Wilson and Blakemore for an elaboration of channel definitions
http://www.mcegov.eu/media/604/presenting-vl 3%20formatted.pdf

11



5.0 PRINCIPLES IN ACTION

Annexe B illustrates the MC-eGov framework of fundamental principles. Using this model, we
can elaborate certain principles that are clearly present in the case scenarios considered here.
This is done to assist thinking about how we might in future realise more benefits from similar
services through exploiting Inclusive Multi-channel approaches more widely.

The present case clearly has beneficial practices that could be implemented elsewhere.

The policy context for MultiKulti is extremely complex and integrates considerations of Asylum
Policy, Immigration Policy, and all policy areas dealing with daily life including Health,
Employment, Social Welfare, Education, Family, Safety, Discrimination, Poverty and Deprivation,
etc.

Government departments identify personal needs of refugees, migrants and cultural minorities
both within mainstream policy areas, and within special policy areas. The provision of advice and
counselling in different language and cultural contexts is directly addressed by some agencies
(e.g. immigration). However, in a large number of areas, and in a large number of National
Government and Local Government service contexts the needs of a largely diverse language
minority (refugees and migrants) cannot always be sufficiently addressed.

This is also true in the voluntary and community sectors, and so rather than implement
organisational transformation in all departments and service areas it is common practice to rely
on freelance translators and advice-workers with experience not just of language translation /
interpretation, but also of the life event / problems areas in question.

Supporting such workers and NGO/Community agencies with translated materials is not always
possible, financially viable, or even practical from an organisational perspective, and so
devolving choice (power and control) to local level allows MultiKulti to offer a standardised and
guality-assured set of resources to supplement the human resources (case-workers, advice-
workers) dealing with real font-line service delivery.

These agencies and individuals then act as trusted intermediaries assisting the whole range of
Government service provision. Wherever there is a language minority dealing with National or
Local government regulation, policy, process, or responsibilities for action, the various channels
identified earlier are used to provide MultiKulti services as value-added.

At present it is difficult to assess outcomes of MultiKulti service provision. On the one hand we
can see that an annual 100% increase in usage suggests it is doing the right things in the right
way, and feedback from user agencies suggests satisfaction. However, there is no formal
assessment mechanism in place at present. This means we have to rely on the fact that several
organisations have themselves calculated that it is better to fund MultiKulti to offer the service
than to try to match that expertise in-house. The arithmetic appears simple. Do it once, do it well,
provide to many. The savings through reducing replication and reducing administrative burden
appear self evident but are not yet quantified in detail.

12



6.0 ISSUES FOR BUSINESS MODELS

The business model illustrated by this case shows a very open approach to distributed
governance. As part of the UK framework of voluntary sector and community partnerships,
alliances and collaborations, MultiKulti is a unique case of working together to improve quality
and reduce waste, while greatly improving service delivery by a large number of agencies.

6.1 Regulatory and Resource Frameworks

The majority of governmental regulatory frameworks are implicated in this case, since all major
agencies generate policy and regulation affecting citizens. Each has to take account of the need
to maintain relationships with all citizens and residents in the UK, and so should as a matter of
principle have explicit plans in place for dealing with refugees, migrants, and language / cultural
groups.

6.2 Business Strategies

If explicit plans do exists (as they should) then the service design and delivery strategies should
have provision for addressing multi-lingual needs. This can be included as part of the core
service delivery, or can be planned as a value-added service via an agency like MultiKulti.

6.3 Trends in Service Provision

In relation to the general trend towards outsourcing, this case shows clear pathways towards
allocating funds and resources for any and all services where the customer base will include
multi-lingual and multi-cultural diversity. The strategy employed by MultiKulti of using not just
expert translators/interpreters, but also people with experience as support workers (e.g. advice-
worker, case-workers) indicates that problems in outsourcing can be minimised by avoiding
usage of language experts who lack the necessary experience and sensitivity to ‘interpret’
appropriately.

6.4 Interoperability and Re-use of Public Information

This case is a good example of reusing Public Sector Information (PSI) and making sure of
interchange and interoperability through the use of Unicode encoding of web content (which
means it can be transported and used elsewhere with ease).

6.5 Public Value and Social Value

The public value of MultiKulti seems self evident. Costs to government appear to be reduced
sufficiently such that agencies prefer to fund this approach than to try to replicate it in-house.
MultiKulti therefore also reduces administrative burden directly (reduce replication etc.) and
indirectly (help reduce problems of migrants and so reduce burden on department as migrants
become economically and socially integrated with fewer complications).

13



ANNEX A -USEFUL RELATED LINKS
LASA
http://www.lasa.org.uk

MultiKulti
http://www.multikulti.org.uk

National Association for Voluntary and Community Action (NAVCA
http://www.navca.org.uk/

National Council for Voluntary Organisations (NCVO)
http://www.ncvo-vol.org.uk/

London Council for Voluntary Services (LVSC)
http://www.lvsc.org.uk/
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ANNEX B — CASE ANALYSIS FRAMEWORKS

The following diagrams provide our:

- Framework of Fundamental Principles
- Business Case Determinants

These include issues and topics reflected in the preceding case, and they are further used in our
overall analysis (see project documents D2.2. and D2.3).
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