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National Health and Wellbeing OutcomesAppendix 1

The National Health and Wellbeing Outcomes are 
high-level statements of what health and social 
care partners are attempting to achieve through 
integration, and ultimately through the pursuit of 
quality improvement across health and social care.

They are important to CABx in Scotland because 
these outcomes are likely to be included as part of 
performance measurement frameworks for contracts 
or service level agreements with bureaux:

  To deliver advice services in health and social care 
settings

  For services funded by the NHS

  For services procured through joint commissioning 
between the NHS and local authorities. 

There are nine outcomes in total and this paper 
seeks to describe in broad terms how bureaux can 
contribute to the achievement of each and how they 
might provide evidence of this.

NATIONAL OUTCOME CAB CONTRIBUTION EVIDENCE

Outcome 1. 

People are able to look 
after and improve their own 
health and wellbeing and live 
in good health for longer.

Provision of information about health 
services and social care services and how 
to access them. Referrals to community 
and third sector organisations which can 
provide support in relation to particular 
conditions or effects of conditions such 
as loneliness. Provision of advice and 
support services that maximise people’s 
incomes; reduce stress and anxiety; help 
people to get adaptations in their homes; 
reduce family tensions and breakdowns; 
enable people to avoid evictions and 
homelessness; amongst other things. 
Enabling people to access reliable and 
trustworthy sources of information 
and advice about health and particular 
conditions.

Statistics for advice services, 
client financial gains, referrals 
made and received.

Surveys of clients based on 
health related outcomes.

Surveys of external 
organisations and partners 
about the difference that the 
CAB service makes to patient/
user outcomes.

External, independent 
evaluations of projects and 
services.

Outcome 2. 

People, including those 
with disabilities or long 
term conditions, or who are 
frail, are able to live, as far 
as reasonably practicable, 
independently and at home 
or in a homely setting in their 
community.

Provision of advice, support and 
representation services to enable people 
to claim the welfare benefits to which 
they are entitled, to manage their money, 
to access the services that they require 
to support them (NHS and Council), to 
get adaptations to their home, to access 
support services delivered by the third 
sector and to exercise their rights.

Statistics for advice and 
representation services. Client 
testimonials and surveys.

Surveys of external agencies 
concerning patient/user 
outcomes.

Project or service evaluation 
reports.

Outcome 3. 

People who use health and 
social care services have 
positive experiences of those 
services and have their 
dignity respected.

Patient Advice and Support Service 
(PASS) provides feedback, comments, 
concerns and complaints information to 
enable services to improve and respond 
to people’s needs. People can exercise 
their rights and challenge inappropriate 
behaviours.

PASS statistical reports and 
case studies.

Patient surveys.

Evidence of service 
improvements contained in 
NHS performance reports.

Discussions at local and national 
PASS advisory group meetings.

http://www.cas.org.uk/about-us/partnerships-services/cab-service-partners/patient-advice-and-support-service
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NATIONAL OUTCOME CAB CONTRIBUTION EVIDENCE

Outcome 4. 

Health and social care 
services are centred on 
helping to maintain or 
improve the quality of life 
of people who use those 
services.

CABx provide services to which health and 
social care professionals can refer their 
users for a holistic service that is person 
centred and which improves people’s 
incomes, reduces stress and anxiety and 
builds confidence and self-esteem, helps 
people to manage their money and to 
remain in their homes, reduces family stress 
and relationship breakdown and so on.

PASS helps to provide feedback on the 
extent to which people feel that their 
quality of life has improved.

Statistical reports.

Client survey.

External agency surveys.

PASS reports.

Outcome 5. 

Health and social care 
services contribute to 
reducing health inequalities.

Provision of social policy information both 
nationally and locally about the impacts of 
particular policies and practices.

Social policy reports, lobbying, 
campaigns and other activities.

Outcome 6. 

People who provide unpaid 
care are supported to look 
after their own health and 
wellbeing, including to 
reduce any negative impact 
of their caring role on their 
own health and wellbeing.

Provision of advice and information to carers 
to enable them to access welfare benefits, 
manage their finances, remain in employment 
and access the support services to which they 
are entitled. Information about local support 
services, including respite. Provision of access to 
reliable information about health and social care 
services and about particular health conditions.

Statistics.

Outcomes based client surveys.

Outcomes based external 
agency surveys.

Client testimonials.

Outcome 7. 

People who use health and 
social care services are safe 
from harm.

PASS provides feedback and raises issues 
directly with providers of health and 
social care and also with regulatory and 
professional bodies as required.

PASS statistical reports, case 
studies and client testimonials.

NHS performance reports 
showing changes made as a 
result of PASS interventions.

Outcome 8.

People who work in health 
and social care services feel 
engaged with the work they 
do and are supported to 
continuously improve the 
information, support, care 
and treatment they provide.

Provision of information, advice, support and 
representation services to which health and 
social care professionals can refer patients/
users so that they can concentrate of patient/
user care at the same time as ensuring that 
that patient/user gets the full range of support 
and assistance that they need to improve and 
maintain their health and wellbeing.

Health and social care 
professional surveys.

Outcome 9. 

Resources are used effectively 
and efficiently in the 
provision of health and social 
care services.

PASS provides feedback about the efficacy 
of services that is used to improve those 
services.

PASS statistics, client 
testimonials, case studies, NHS 
performance reports.
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Short term outcomes Personal outcomes Longer term outcomesInputs

CAB 
Locally

Management 
Committee 

Staff
 Volunteers 
Buildings 

IT 
Funding
Partner

Organisations

CAS
Nationally

provide

Information
system and advice 

guide / updates
Database
(some BX)

Quality control / 
audit 

Training support
IT support

Broad activity Specific activity Reach

People feel empowered 
to address other legal and 

financial issues

Increased awareness of 
rights and responsibilities

People feel empowered to claim 
rights / uphold responsibilities

Relevant body called to account

Client feels 
listened to 

CAB gains 
client’s trust

Client gets 
a positive 

legal 
outcome

Client gets 
a negative 

legal 
outcome

Client knows 
rights / 

responsibilities 
or where to go 

for help

Client can 
make 

informed 
choices / take 

action

Better 
practice / 
decisions 
(access / 

approach / 
consistency)

Change in 
policy / law

Better 
guidance for 
decision and 

policy makers

Depends on issue

Housing / job / 
environmental 

conditions improved

Relationship issue 
addressed

Gets service / good 
paid for or entitled to

Keeps job or 
better conditions

Keeps / 
gets / 

improves 
house

Increases 
income

Debt 
managed

Compensation
Right to 
remain

Reduces 
stress

Can eat 
and live 
better

Improved 
family 

relationships

Improved 
health and 
wellbeing

Feels able 
to address 

other issues 
/ seek 

support

Better 
outcomes 
for other 
people

More money in local 
economy

Better society 
outcomes

Less need for social 
work and police 

involvement

More equal access 
to rights

Advice
Bureaux drop

in service

Outreach 
surgeries

Appointments

Telephone

Email

Home visits

Bureaux / CAS look for trends

Compile  evidence

Identify awareness campaign

Feedback to / challenge 
relevant bodies

Deliver national campaigns locally

Talks / Stalls / 
Information points

Listening ear

Information

Signposting

Advice given

Negotiation 
with third 

party

Representation

Initial
assessment

CAB 
identifies 
nature of 
problem 

and level of 
support 
needed

Volunteers increased skills

CAB represents local community

Chance to contribute

Increased employability
Stronger

community
Training and 

support to 
volunteers

Core training
Update training

Ongoing supervision
Community members

*1

Community 
members *3

Local agencies

CAS

Individuals 
seeking advice *2

Recording

Community 
Engagement

Social policy
Feed figures into 

national social 
policy

Challenge unfair 
practice locally

Less use of health 
and social care 

services

Situation: Glasgow SOA prioritises three issues: Alcohol, Youth employment, Vulnerable people. It emphasises the need for an intensive 
neighbourhood approach to tackle inequalities. It identifies underlying principles around prevention, equality and sustainable change.

*1 We provide volunteer opportunities for all groups.
*2  The CAB sees a large number of people from SIMD areas. Key areas of advice are around benefits (in work poverty, sick, retired and unemployed people), debt and 

housing (for those in poor housing or at risk of homelessness). We tackle inequality by helping people to access the services and support they need.
*3  CAB undertake proactive work. We contribute to prevention by encouraging people to access advice early on. We highlight problems which might affect other 

people, thus preventing problems from arising. 
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