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INTRODUCTION
This report provides an overview of the impact,
value and learning of the deafPLUS Adviceline
and infoHUB, as identified through an
independent evaluation of the service
completed between January and March 2022.
The Adviceline is funded on a threeyear basis by The National Lottery,
under its UK Portfolio programme and
is delivered by deafPLUS, who provide
the service to clients in England and
Wales, and Deaf Action, who assist
clients in Northern Ireland and
Scotland.
External Practioners
11

The full Adviceline evaluation
report can be found here:
www.deafplus.org/media/1477/deafplusadviceline-evaluation-report-april-2022-rmc.pdf

Clients
31
deafPLUS & Deaf Action Members
15

56 STAKEHOLDERS CONSULTED

OBJECTIVES
Establish how well the Adviceline service has met the project
outcomes and identify and capture learning throughout the
project thus far.
Assess the impact on service delivery of partnership working.
Identify the overall impact of the service.
Produce a report of learning which can be shared with DDPOs
and on the National Lottery Knowledge Bank.
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DEAFPLUS
ADVICELINEBACKGROUND
The overall aim of the Adviceline is
to provide a holistic and
comprehensive information, advice
and follow up service for Deaf
people living in the UK aged 18 and
over, in British Sign Language and
plain English text. Native BSL
advisers deliver social welfare
advice to clients on a range of
issues including housing, debt and
welfare benefits.

"I like the accessibility and the ease of
booking of the Adviceline service. It is very
adaptable and flexible in delivering
information."
- Adviceline client via BSL interpreter

THE TARGET
OUTCOMES
OUTCOME 1
Deaf people will have improved
access to information and advice
through an expanded helpline and
web-based digital resources.

OUTCOME 2
The deafPLUS Adviceline will
become a sustainable service
beyond the lifetime of the Big
Lottery Fund grant.

The Adviceline also offers a digital
information service -an 'infoHUB'that provides information in plain
English text and BSL video covering
a range of topics, including those
that arise as a result of the
changing welfare landscape, for
example, fuel poverty.

OUTCOME 3
Learning will be disseminated
amongst interested partners such
as hearing loss organisations and
members of Advice UK to develop
excellent links in the sector.
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"Online (access to BSL advice) is fantastic
because I don't have to go to meet the
advisor in person. It saves a lot of time and
travelling too."
- Adviceline client via BSL interpreter

KEY FINDINGS
89% of clients agreed that they
received the advice, information
or help that they needed.
87% of clients confirmed that in
future they would still prefer to
receive advice from a BSL- using
Adviser.

There is an ongoing need to sustain
and ideally expand the capacity of
the Adviceline in order that its
potential value and impact as a
free, nationwide resource for Deaf
people can be more fully realised.

3,100 CONTACTS
510 FOLLOWED UP CLIENTS

81% of clients that needed help to reach
and communicate with other services felt
that the Adviceline worker had helped
them to do this well.
84% of clients said that they are likely to
use the Adviceline services in future and
to recommend them to other Deaf people.

THE QUALITY OF THE ADVICE
PROVIDED IS INDICATED AND
ASSURED BY DEAFPLUS'
ATTAINMENT AND ONGOING (AUDIT
CHECKED) COMPLIANCE WITH THE
ADVICE QUALITY STANDARDS (AQS)
QUALITY MARK.

4,240 WEBSITE VISITORS
4,934 VIEWS OF THE
INFOHUB VIDEOS
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"I have referred many Deaf people to the
Adviceline over the years since its launch. It is a
fantastic resource for Deaf people by Deaf people
who are fully trained advisers. It’s like a deaf
Citizens Advice service in my eyes and fully
accessible in BSL, the language of Deaf people."
- External Stakeholder

FURTHER IMPACT AND
VALUE OF THE ADVICELINE
Supporting
campaigning
and awareness

Link between
clients and
other services

Crisis
management

Resource
for other
organisations

Digital
accessibility
People
empowerment

Geographic
accessibility

Isolation
reduction

Where I am based in Milton Keynes, there is
huge limitation in accessibility for the service.
Direct payments are difficult to obtain and
there isn't really a deaf advice service here. The
Adviceline solves that problem.
- Adviceline Client via BSL interpreter
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FUTURE DEVELOPMENT AND
IMPROVEMENT
The enactment of the BSL Bill and increased requirements for organisations to
improve access to information and support for Deaf people will strengthen the
value of and need for a national advice line service in BSL such as that provided
by deafPLUS.

STAKEHOLDERS' SUGGESTIONS

Developing further
partnerships with
other
organisations

Improving the
availability of
appointment slots

Increasing the
promotion of the
Adviceline

Increased BSL
videos on the
Adviceline website

Increasing the
capacity of the
Adviceline

Developing
resources on the
infoHUB
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CONTACT
Trinity Centre Key Close Whitechapel
London E1 4HG
Email: adviceline@deafplus.org
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