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Introduction  

This document contains  in- depth guidance for all  the questions in the  

Improving Lives Through Advice monitoring, evaluation , and learning  (MEL ) 

form . 

The information you give us in your reports is vital for making the case for 

future investment  in advice provision, particularly long - term core funding, so it  

is  really important that the  data is  up to date,  comprehensive , and accurate.  

Please ensure  that you read this  guidance  carefully , and if you have any 

questions, get in touch at grants@atjf.org.uk . 

 

What should you  do if you don’t currently collect the data 

we have requested in the MEL forms?  

If you don’t currently collect data on any of the sections in the form, please 

leave it blank or with a 0. We would like to know about the data that you are 

capturing. We have provided opportunit ies  for you to offer  more context in 

relevant section s  so do let us know what you aren’t collecting, or any work  you 

are doing  to improve data capture.  

Where possible, we encourage you to build towards capturing accurate 

demographic information  about your clients , including equalities monitoring , as 

this will help you understand who you are supporting  an d if you  are reaching 

those most in need.   

 

 

mailto:grants@atjf.org.uk
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Section 2: Sustainability, Reach, and 
Breadth of Support to Legal Advice 
Services  

Who  and what should you  be counting in the quantitative 

data questions?  

We only want to capture information on the numbers of people who  are 

accessing social welfare legal advice  or being supported to access legal 

advice . This includes legal aid work, where applicable. However, please note 

that  you cannot use  ILTA funding to fund legal aid work. When counting 

beneficiaries, we want to know the number of unique clients that apply in each 

category, unless otherwise stated.  

P lease don’t provide the numbers of people your  organisation is supporting 

for any other services/activities (especially relevant where legal advice is 

only part of what you offer).  

For clarity , social welfare legal advice  includes Asylum, Community Care, 

Debt, Disability, Discrimination, Education, Employment, Family, Housing, 

Immigration, Mental H ealth, Public and Administrative law,  and  Welfare 

Benefits.  

It does not  include Criminal work or emotional/practical support (please see 

definitions of providing legal advice, supporting access to legal advice , and 

online service delivery  below ).  

 

Our definition of legal advice:  

The legal advice  provided to beneficiaries must relate to a legal problem  or the 

resolution of a legal problem  (i.e. progressing the case for a beneficiary, acting 

for a client in a homelessness or eviction case, appealing a refusal of benefits 

(after the initial application), applying for debt relief orders/insolvency, advising 

on immigration and asylum applicati ons and appeals , or advising on 

employment rights or disputes).  
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Our definition of supporting access to legal advice:  

If you refer  a person to another organisation to receive legal advice, we 

classify this referral as supporting access to legal advice .  

 

2.1  Total Unique Clients Served  

2.1.1  Number of Unique Clients Accessing Legal Advice  

These a re c lients  to whom you have provided direct, tailored legal advice  

relating to their specific legal proble m . The advice must be specific to the 

client’s circumstances and legal issue (not general information or guidance). A 

case does not need to be resolved for the client to be counted, provided legal 

advice was given.  

Examples include (non - exhaustive):  

• Acting for a client in a homelessness or eviction matter  

• Progressing a case on behalf of a clien t 

• Appealing a refusal of benefits (after the initial application stage)  

• Applying for debt relief orders or insolvency remedies  

• Advising on immigration or asylum applications and appeals  

• Advising on employment rights or employment disputes  

Accessing legal advice does not include:  

• Making initial benefits applications  

• General money or debt management support (unless arising from active 
creditor threats)  

• General information about rights or obligations (e.g. data access rights, 
leave entitlements)  

We classify these activities as general advice and information , not legal 

advice delivery.  
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2.1.2  Number of Unique C lients Supported to Access Legal Advice  

These a re clients  for whom you do not provide legal advice directly  but  

instead identify a legal issue and support the client to access legal advice  

elsewhere .  

This  includes:  

• Identifying that a client has a legal issue  

• Referring or signposting them to a legal  advice provider  (could be through 
an established referral pathway)  

 

2.2  Legal Advice  

2.2.1  Does your organisation provide legal advice to clients?  

Select:  

• “Yes”  if you provide direct, case - specific legal advice  

• “No”  if you support clients to access legal advice  

2.2.2  Total Number of Legal Advice Issues  

Count each distinct legal issue  that you  provided direct, case - specific legal 

advice on  (e.g. housing, welfare benefits, debt, immigration, employment).  

One client may have more than one legal issue . 

The total number of legal advice issues must be equal to or greater than  the 

total number of unique clients  accessing legal advice  in 2.1.1. It can never be 

lower .  

 

2.3  Online Service Delivery  

Question 2.3 applies only if you provide online service delivery . If you do not, 

you will proceed directly to Question 2.4.  
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Our  definition of online service delivery : 

Online service delivery  includes any service delivered through digital or online 

channels . This could take the form of live chats, video appointments,  self - help 

tools, downloadable guides , etc.  

This does not  include general organisational communications or digital 

activities that do not provide legal advice or support, such as marketing or 

promotional content , newsletters, or online appointment booking systems . 

For organisations delivering online services, we classify delivery  as interactive  

and non - interactive  online  delivery.  

2.3. 2  Interactive Online Services  

• Clients are engaging  directly with staff members  or trained AI  

• Examples: live chat, video calls, online appointments  

2.3.3  Non - Interactive Online or Self - Hel p Resources   

• Clients are access ing  resources without interaction  with staff or trained 
AI  

• Examples: self - help webpages, FAQs, downloadable guides, 
self - completed tools  

2.3.4  Quality and Efficacy of Online Offering  

You must also explain how you ensure the quality and effectiveness  of your 

online services.  

Provide  details of any feedback mechanisms you’ve implemented to 

understand client engagement and experience. S ummarise any key insight s  

and how you are implementing this learning.  

Maximum 150 words.  
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2.4  Pathways into Services  

This question asks for information on how clients arrive at your services to 

seek legal support, i.e. which referral method they used . 

Please enter whole numbers only  (no decimals).  

Your figures  must total exactly 100% . 

If the total does not equal 100%, you will receive a warning and will not be able 

to proceed to another page  until this is corrected.  

 

2.5  Demographic Data Collection and Validation  

At the top of each demographic category, you will see a dropdown asking 

whether you consistently collect data  for that category. This helps us assess 

the reliability and completeness of the data you have provided . 

Gender, Age, and Ethnicity  fields include validation to ensure that totals 

cannot exceed the total number of clients  reported on the previous page.  

We exclude disability data from this validation , as clients may have more than 

one disability , so please  record it accordingly . 

Please ensure the figure s you enter  accurately reflect the data you collect on a 

consistent basis.  

 

2.6  Observations on Data  

This question is critical to help ing  us understand the context behind the 

numbers  you have  provided in Section 2 and to interpret the data accurately.  It 

helps us understand who is being supported, how many people are being 

reached, and the demographics of those accessing your services.  

Please use this section to:  

• Explain any key trends  across the whole of Section 2, including notable 
increases or decreases  in client numbers, legal issues, or demographics  
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• Highlight any data gaps , limitations, or inconsistencies (for example, 
changes in data collection methods or incomplete demographic 
information)  

• Describe any external factors  that may have influenced the data, such as 
policy changes, cost - of - living pressures, service closures, capacity 
constraints, or changes in referral pathways  

• If you do not collect certain data , clearly explain why and outline any 
plans to improve data collection in future  

Note any anomalies or one - off spikes  and provide context for why these 

occurred.  

This section should help us understand what sits behind the numbers , rather 

than repeat them.  

Maximum 200 words.  

 

2.7  Sustaining and Expanding Services and ILTA’s Role  

This question is particularly important in understanding how ILTA funding is 

supporting increased access to legal advice  for marginalised or underserved 

communities.  

Please outline:  

• How you identify and engage people  who are most in need of legal 
advice (e.g. through outreach, trusted intermediaries, lived experience 
groups, or community partnerships)  

• The specific barriers  to accessing legal advice faced by the communities 
you support (e.g. language, digital exclusion, stigma, disability, 
immigration status, poverty, or rural isolation), and how your service 
responds to these barriers  

• Any targeted or adapted approaches  used to reach marginalised groups 
(e.g. culturally competent services, community - based delivery, 
co - location, or flexible appointments)  

• How ILTA funding has enabled or strengthened  this work, for example by 
expanding capacity, piloting new approaches, improving referral 
pathways, or deepening community engagement  
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• How you use data, insight, or community feedback  to refine your 
approach and ensure services remain accessible and effective  

Focus on practical approaches and impact , rather than general statements of 

intent.  

Maximum 200 words.  
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Section 3 : Client Empowerment, 
Satisfaction, and Long -Term Impact  

3.1  Number of Clients Providing Feedback  

What to provide : 

• An estimated number  of clients who gave feedback during the reporting 
period  

• Feedback can include surveys, interviews, follow - ups, emails, or informal 
feedback  

Key points : 

• We know  that organisations are  un likely to receive  100% response rates  

• This helps us understand how representative your feedback is  

 

3.2  Client Feedback and Follow - Up  

What to focus on : 

• Identify up to three key insights  from client feedback  

• Explain how you are embedding this learning (or what you plan to 
change) as a result  

Good answers will : 

• Highlight patterns  (e.g. accessibility, understanding of rights, confidence 
to act)  

• Show how feedback is used to improve services  

• Link changes to better outcomes for marginalised clients  

Tip:  Avoid listing feedback only  – tell us what you learned and what you did  as 

a result . 

Maximum 150 words.  
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3.3   ILTA’s Contribution  

What we  are looking for : 

• If and how ILTA  funding  and the Funded Partner Support Programme  
directly contributed  to outcomes  of clients being empowe red to identify, 
understand, and resolve their legal problems  

• If and how ILTA funding  directly contributed  to improv ing  how you 
measure  client empowerment outcomes  

Examples include : 

• Developing or improving feedback tools  

• Allocating staff time to follow - up or analyse feedback  

• Piloting new approaches to capture long - term impact  

Key message : 

• Make the connection clear between ILTA funding  and the improvements 
described in 3.2  

Maximum 150 words.  
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Section 4 : Resolution of Legal Issues and 
Client Outcomes  

4.1  Number of Legal Issues Resolved at an Early Stage  

Not all  legal  advice issues will reach resolution within the reporting period.  

We expect  this number to be lower than the total legal advice issues  reported 

in Section 2 , and this is acceptable . 

If your organisation does not  directly provide legal advice, you should leave 

this field blank.  

What counts as an ‘early resolution’?  

Early - stage resolutions  occur  before  legal issues escalate to casework  or  

formal court /tribunal processes, often through initial advice or mediation .  

We do not  expect you to record all  outcomes from every case you are dealing 

with and appreciate some may take longer to resolve.  

 

4.2  Total Financial Gains Achieved  

What to include : 

• The total financial value  secured for clients during the reporting period  

• This can include backdated benefits, compensation, debt write - offs, 
savings from prevented enforcement, or other quantifiable gains  

Key point : 

• Only include financial gains where there is a clear outcome achieved  

• Enter £0 if no financial gains were secured.  We appreciate that this  
question  will not be applicable  across all areas of law  
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4.3  Client Outcomes -  Case Study /Story  

The Client Outcomes section focus es  on depth and impact  rather than volume.  

What we are asking for : 

• Provide one case study or client story  that demonstrates one or more of 
the following:  

• Early support preventing escalation or crisis  

• Increased client knowledge, confidence, or independence  

• Meaningful and sustained change as a result of your intervention  

• This could include improvements to wellbeing, financial stability, 
housing security, or ability to advocate for legal rights  

Additional fields : 

• Area of law (dropdown):  Select the primary legal issue involved in the 
case study  

• Financial gains secured:  Record any financial gain associated with the 
case study (if applicable)  

Focus on the client’s situation before and after  your intervention.  

Clearly describe the role your service played  in achieving the outcome.  

You can include quotes where appropriate . 

Keeping to the word count helps your answer stay focused . 

Maximum 200 words.  
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Section 5 : Community Engagement, 
Partnerships , and Influencing  

5.1  Engagement with Community Partners and Impact on 

Communities  

Describe how you have worked with community partners or organisations  

during the reporting period.  

Explain the impact of this on communities  and  your  ability to increase access 

to legal advice . 

What to explain : 

• The nature of partnership s  (e.g. referral  arrangements , co - hosted 
workshops, joint advocacy, health justice partnerships, co - location) , how 
frequently  you engage , any formal arrangements  in place , and the 
impact  

• How the partnership s  ha ve :  

• improved access to legal advice  

• strengthened referral pathways  

• increased community legal knowledge  

• built capacity within community organisations  

• empowered individuals or groups  

Tip for strong answers : 

• Focus on outcomes and added value , not just listing partners  

• Specific  examples are helpful  

We want to know how this has improved access to legal advice  for 

marginalised or underserved communities . 

Maximum 150 words.  
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5.2  What’s Working and What’s Been a Challenge ? 

This question helps us understand what it actually takes  to reach and support 

underserved or marginalised communities.  

• What approaches to engagement and service delivery have worked well , 
and why  

• What has been challenging or less successful , and why  

• Any barriers  encountered (e.g. trust, language, capacity, digital 
exclusion, geography)  

Where relevant, explain:  

• How ILTA funding and the Funded Partner Support Programme  ha ve  
enabled you to address challenges, test new approaches, or strengthen 
partnerships  

• What you have learned and how this is shaping future delivery  

Tip  for strong answers:  

• We value honest reflection , including  what hasn’t worked , not just 
success stories . T his is valuable learning . 

Maximum 250 words.  
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Section 6 : Staffing, Service Delivery, 
Leadership, and Governance (Annual 
Only)  

Sections 6 and 7  are about context, learning, progress, intent , and support . 

There are no “right answers” . We do not expect o rganisations to have 

experienced change in every area, and we know organisations are at very 

different starting points.  

 

6.1  Staffing Changes  

This question asks whether there have been any notable staffing changes  

during the reporting period. This may include new roles, vacancies, turnover, 

promotions, or restructures.  

What to focus on : 

• The reasons  for any changes  

• The impact on service delivery, capacity, quality, or organisational 
resilience  

• Where relevant, steps taken to support staff wellbeing, development, or 
diversity  

If there have been no significant changes , it is fine to say so and explain 

briefly.  

Maximum 150 words.  

 

6.2  Leadership and Governance  

This question asks w hether there have been any changes to leadership or 

governance structures , or any key developments in how these operate.  
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What to include : 

• How leadership or governance arrangements support long - term 
sustainability  and progress towards ILTA outcomes  

• Any actions taken to improve representation, accountability, or 
effectiveness  

• Where relevant, how ILTA funding  and the Funded Partner Support 
Programme  ha ve  influenced or enabled change (e.g. capacity, 
confidence, or stability)  

Maximum 150 words.  

 

6.3  Organisational Challenges or Risks  

F lag any current or emerging risks or challenges  that it would be helpful for 

the Access to Justice Foundation to know about . 

Key point : 

• Honest transparency helps us understand the operating environment and 
provide appropriate support  

• You must tell us about r isks that may put your organisation in breach of 
your grant agreement at the earliest opportunity,  not in MEL returns  

Maximum 150 words.  

 

6.4  Additional Support  

This question asks whether there are specific areas where you would welcome 

additional support, resources, or shared learning  through the Funded Partner 

Support Programme . 

Tip  for strong answers:  

• Be practical and forward - looking (e.g. peer learning, evaluation support, 
governance development, partnership working)  

Maximum 150 words.  
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Section 7: EDI Improvements (Annual 
Only)  

7.1  Progress on Equity, Diversity , and Inclusion (EDI)  

Describe any progress or learning  your organisation has made on EDI  during 

the reporting period.  

This can be progress at any stage , from early discussions  to more embedded 

practice.  

What you can include : 

• Staff or trustee training and development  

• Changes to policies, procedures, or ways of working  

• Engagement with communities with lived experience  or progress towards 
becoming led by and for  

• Improved accessibility, inclusion, or representation  

• Reflections on what you’ve learned and what’s next  

Key info : 

• P ractical steps and honest reflection are valued  

• If progress has been limited, it is fine to explain why and what you are 
working towards  

Maximum 150 words.  
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Section 8 : ILTA Support and Feedback 
(Annual Only)  

8.1  Areas of Change  

Important note on scoring:  

• In this section, you are asked to rate each statement independently  on a 
scale of 1 to 5 , where 1 = S ignificant C ontribution and 5  = No C ontribution  

• More than one area can receive the same score  

• It’s fine if ILTA funding and the Funded Partner Support Programme  
ha ve n’t contributed to a particular area of your organisation  

 

8.2  Overall Experience  with the Access to Justice 

Foundation  

Important note on scoring:  

• In this section, you are asked to rate each aspect independently on a 
scale of 1 to 3 , where 1 = Needs Improvement, 2 = Satisfied , and 3  = Very 
Satisfied  

 

8.3  Additional Comments/Suggestions  

Use this section to:  

• Add context to your ratings  

• Explain particularly high or low scores  

• Share suggestions for improvement  

This feedback is highly valuable  and helps us act on what you’ve shared.  
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Section 9: Expenditure and Forecast 
Budget (Annual Only)  

What should you include?  

We would like you to tell us how you are spending the funding . If applicable, 

this may include staffing costs, delivery (e.g. setting up a new service or 

partnership), or costs involved in delivering a service such as outreach 

projects, staffing , etc. Please note that you cannot use this funding to  fund 

legal aid work , but you may use it to  fund legal aid infrastructure support . 

• This is core, flexible funding  so you can carry over any funding you 
receive into the next financial year, so long as it is completely spent  at 
the end of the five - year period and by the end date for your grant (as per 
the grant agreement)  

• We ’re asking for high - level figures only , focused specifically on how ILTA 
funding has been spent for the funding period April  to March  each  year  

• Report only expenditure and forecasts for ILTA funding  

The aim is to understand how  funded organisations are  allocating and 

spending  ILTA funding . 

 

9.1  Expenditure  

What to provide : 

• Enter total spend of ILTA funding  during the reporting period under each 
category  

Key points : 

• Categories are intentionally broad  

• Allocate costs where they most appropriately  fit 

• If no ILTA funding was spent in a category, enter £0  

• The total will auto - calculate  
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Expenditure Comments : 

Use this box briefly to explain:  

• Any significant changes  from your previous ILTA forecast  

• Any underspend or re - profiling  of ILTA funding  

• Any issues  affecting delivery or spend of ILTA funding  

• Any other context or detail on figures you have provided  

• Short narrative context is sufficient  

 

9.2  Forecast Budget  

What to provide : 

• Your best estimate  of how ILTA funding will be spent in the next period  
(financial year April to March)  

• This is a forecast , not a fixed commitment . T he funding can be used 
flexibly to meet the outcomes for this grant programme  

Key points : 

• Figures can reflect current plans and assumptions  

• It is acceptable if the y  change later due to staffing, delivery, or external 
factors  

• Include  only  ILTA - funded activity  

Forecast Comments : 

• Note known uncertainties or risks  affecting spend  

• Provide a ny other context or detail on the forecast  

We are looking to understand how ILTA funding supports your work now and  
in the future,  using headline figures plus light narrative.  You must tell us about 
risks that may put your organisation in breach of your grant agreement at the 
earliest opportunity , not in the  forecast budget . 


