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An open letter.
As I look back on the year, it is hard to recall the achievements of its first 11
months. I had thought, when I spoke of 2019/20, we would be able to focus on
the celebrations we might have had as our service in Leamington recognised its
80th year. Sadly, those celebrations have had to be put on hold. However, one
element of those celebrations that we can continue to appreciate and recognise,
is the service of our volunteers. Our volunteers are amazing and throughout the
year and since the arrival of Covid-19, they have surpassed themselves.
We would normally have about 150 volunteers but since lockdown, many of our
volunteers have had to step down. But about 60 volunteers have continued to
work from home for us and we have been able to recruit and train new
volunteers to deliver the quality of advice, which is our forte.
Looking back on the earlier part of the year covered by this report, we achieved
our objectives for the year by providing a service giving quality advice to 6,395
clients from two key offices, community outreaches and at-home projects. You
will see from the report that we were able to secure an enormous £3 million of
benefits for our clients - all of which they are entitled to. This is tremendous help
to our clients - most of whom live below the low-income thresholds in a
relatively affluent and expensive area. It is widely known that those on low
incomes are also more likely to spend locally, so that money flows straight back
into our communities.

Our organisation has had the benefit of being led by a strong management
team and I would like to express my thanks to Jeremy Vanes, our Chief Executive
for directing our service throughout this year and the turbulent times we have
encountered since March. Also, amongst those volunteers, who have continued
to give their service, are my fellow Trustees, who have been supportive and
steadfast throughout the year.
Our staff have worked brilliantly, taking on new challenges and developing our
service, evolving new relationships, in particular, our new work with the South
Warwickshire NHS Foundation Trust.
We are very grateful to our funders, without whom we could not exist. People
often forget we are a charity and that we have to constantly find ways to
maintain an income that will ensure the continuation of our service.
I am incredibly proud of the work of Citizens Advice South
Warwickshire, the need for a Citizens Advice service was set
out 80 years ago, at the start of World War II. We are seen
as an essential service which has experienced a new
heightened demand for what we offer throughout this year.
We are pleased to be in such a strong position, as the
impact of Covid-19 continues to impact on our community.

Yvonne Hunter Chair of Trustees

2

South Warwickshire in numbers

11,456

5,391

5,246

32,856

6,390

2,462

Face to face
appointments and
drop ins completed.

Issues dealt with people often have
multiple issues that
we help with.

13

Locations across
South Warwickshire
at which we gave
free, confidential
advice.

Phone calls were
made and received.

Individuals were
helped.

132+

Volunteers who help
give advice and help
in the office, along
with 29 (FTE) staff.

Emails were sent out
of the service, to
clients or different
agencies.

Letters were sent out,
to clients, to creditors
or different agencies.

17

Different topic areas
for advice were
covered, from
benefits to consumer.
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What we help with

32,856 issues
in 2019/20

The average person who contacts us for advice comes to us with 5 different
issues, which is two more than last year. As a service we will try and deal with
the most urgent ones first and then try to resolve the others or refer them to
one of out more specialised teams.
We are often seeing more and more complicated issues with the advice having
to go into more detail, as people are able to resolve the simple issues via the
internet or via friends and family.
In the “Other” category we have grouped together subjects such as Consumer
goods & services, Travel & transport, Immigration & asylum, Tax,
Discrimination & domestic abuse, Education and ones that don’t fit under the
other categories.
We have helped 789 people with applying for or challenging outcomes of their
Personal Independence Payments (PIP). We gave advice to 315 people who
were threatened with homelessness or were homeless. We assessed and gave
357 people foodbank vouchers.
Last year other issues only took up 5% of our enquiries, which means we’re
being approached for a larger range of issues than just the usual ones we deal
with. Universal credit has gone up by 8% this year which will be due to our
specific Help to Claim project, helping people apply for universal credit.
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£19.26 pp in wider economic
and social benefits
Public value e.g. Better wellbeing, participation and
productivity for clients and volunteers.

Totalling £17.57 million

For every
£1 invested
in us, we
return...

£16.15 pp in value to
the people we help
Benefits e.g. income gained through
benefits claimed, debts written off
and consumer problems resolved.

Totalling
£14.72 million
*It’s impossible to put a value on
what we do, but we try with what
we can. We’ve used a H.M.
treasury approved model to show
our impact.

£3.34 pp in savings to the
government
Fiscal benefits e.g. reducing the demand on public services,
such as health, housing and out of work benefits.

Totalling £3.04 million
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Our Volunteers
We have a total of 132 volunteers including 11
trustees throughout Citizens Advice South
Warwickshire. We wouldn’t be able to run the
service without them. If you drop into our offices
you’ll most likely meet a volunteer receptionist
and be seen by a volunteer adviser. Over this year
we have recruited 51 volunteers, of which there is
a 66% success rate of them completing training.
Our volunteers work one or two days a week,
Jane receiving her 5 year service
starting at 9.45am where they attend “weekly
certificate presented by Kate Rolfe
news.” This is where the supervisors read out all
the changes in legislation and processes that they need to know. We then open
the doors and they get on with seeing clients or helping us run the service.
They then finish their day around 4pm but sometimes it’s later depending on
what cases they have to write up!

We invest £2,720 into each volunteer every year, and £3,950 if they
are a new volunteer.
Over this year we have recruited 51 brand new volunteers. For a new volunteer
they start by going through training with the Training Supervisors. This involves
a mixture of e-learning, reading, workshops and working through workbooks,
to help an adviser have a basic understanding of all the subjects (which are a
lot!) They work closely with the Training Supervisor for around 6—12 months
before being closely supervised with clients. The commitment we ask from our
volunteers is significant and because of this we are pleased that 65% complete
the training and go on to volunteer with us for many years.

“Great advice, compassion and
understanding. Helped us get an
allowance we did not know about
and thus ease the financial
situation. Thank you all. “
Jenny and Annie getting their Adviser certificates
presented by Kate Rolfe

“I volunteer because help is
priceless and brings
happiness to your existence.”
Ana - Trainee Adviser

Client
Our volunteers donate to us
over 800 hours a week of their
time. We truly wouldn’t be
able to run our service without them!
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Our Volunteers
Claire Lomas—Advice Volunteer
Claire Lomas (pictured), a volunteer adviser with
Citizens Advice South Warwickshire
What is your role?
I give gateway advice and I am working towards
being a full adviser. My legal background helps
me to understand process, I have salient points
and negotiating and interviewing skills.
Why do you volunteer for Citizens Advice South Warwickshire [CASW]? It
feels good to give back to that community which gave so much to me. The
social aspect of CASW is also wonderful; we have a “Wednesday WhatsApp
group” to share their funny videos and motivate and support each other.
How have you adapted to working from home through the current
pandemic?
My friends are asking for advice now! And when working at CASW we are
seeing people who have never had to engage with the benefits system and are
frightened by employment queries, which are complicated and very specific.
We are also seeing some very senior people who are on contracts; the full
range of society is being affected by employment issues.
What's your background?
I have a degree in English and a Masters in cultural theory,
following that I did a law conversion and qualified as a
barrister while living in London. When we moved back to
Leamington, I qualified as a solicitor. I grew up in Leamington
and I moved back to have my family. My home life is also very
musical; I play the cello and teach and I also work in the
family business. My life is really full, but that is the way I like
it! CASW was the perfect channel for me to use my skills as I
felt helpless about what was going on in the world - it felt like
there was a lot of need. I feel far more positive now I can
help. While things are out of control, I am making a
difference.
If you’re interested in finding out more about volunteering
with Citizens Advice South Warwickshire and for more
information about the types of roles we offer visit our
website www.casouthwarwickshire.org.uk/work-with-us

7

Tom’s Story
Tom lived alone in a council rented home when we met him. He had
depression, anxiety and autism, but could use the internet. These
disabilities meant he was having difficulty managing his affairs or
finding a job. As Tom had no income he was referred to us by an NHS
Social Prescriber.
Tom spoke about his rent arrears but said that there was no
emergency action being taken. Because he had no income, we made
a claim for Universal Credit on his behalf. Due to his anxiety, our
adviser attended the Identification interview with him at the job
centre and attended his first work coach interview. Tom was also
referred to our Reach Out and Help (ROAH) Warwick Team for a
home visit to organise a full benefits check, claim for
council tax reduction and support with his debt.
The Reach Out and Help case worker provided a
food voucher to help Tom. She then helped him
get a reduced water bill and a Discretionary
Housing Payment which because Tom was paying
bedroom tax had caused his rent arrears. Our
case worker also got this Housing Payment
backdated to cover the arrears and assisted Tom
with a Personal Independence Payment
application. When it arrived, we also helped him
with his Universal Credit capability for work form.
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Our Volunteers

Every staff member at Citizens Advice receives quality advice checking and support
from a team of highly trained supervisors. At Citizens Advice South
Warwickshire (CASW) we are incredibly lucky to have two volunteers
- Kevin and Rachel - who boost our paid supervisor team.
Tell me about your background (if you are ok with sharing!)
Kevin: I have been married to Caroline for 46 years and
counting! We have four children and four grandchildren. I spent 10
years as an accountant, then 30 working for banks in various
support roles.
Rachel: I am a qualifi ed solicitor work ing in commercial
litigation. When I moved into volunteering, like many volunteers, I took on several
different roles. When my mum began to need more support, I gave up the other roles
and focussed solely on CASW. I have now been volunteering with CASW in
Leamington for over seven years. Fun fact: Kevin and I actually started on the same
day!
Why do you volunteer for CASW?
Kevin: When I retired, I realised that the less well-equipped to deal with
difficulties people are, the more difficult it is for them to do so. For example, claiming
benefits is complex and quite frightening. My career had taught me to deal with
complex situations and I thought that perhaps I could help others.
Rachel: Volunteering with CASW is hugely rewarding because it stretches and
challenges me in different ways and I enjoy the learning process. I also have the
enormous pleasure of working with friendly and hardworking people. Most of all
though, it is about supporting our clients in dealing with their
problems and feeling as if I am making a real contribution.
What's the best and worst thing about your role?
Kevin: The best thing about the role is, of course, improving
our clients’ situations. I think the worst is when we can't achieve
this, particularly when the rules aren't fair.
Rachel: I fi nd it hugely rewarding when we have successfully
supported a client who has been overwhelmed with worry, however
big or small. I also really enjoy supporting advisers and helping
them to develop the confidence and skills necessary to provide the
best possible service to our clients. The hardest part of advising and supervising is
worrying about those clients whose lives are so challenging that they struggle to
manage, even with our help. Clients who can’t navigate life in the way that is
expected of them and who find themselves in intractable situations through no fault
of their own.
What do you do outside of work?
Kevin: I don't see CA as work (the advantage of being a volunteer!) In my free
time, I am a member and treasurer of a local group undertaking conservation work in
a small local wood. We also spend a lot of time looking after family and grandchildren
as well as travelling to our holiday home in France. I also do occasional work for a
Credit Union in Coventry.
Rachel: Well, we’ve all become a little more domesticated recently haven’t we! My
husband is working from home and both of our sons have moved back home for the
time being so there’s plenty of cooking and cleaning to be done. I also spend time
supporting my parents. I do enjoy gardening, cooking, walking, and I am an avid
reader so I am lucky in being able to continue with these interests.
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Who we help
Race
42%

Disability

0%

5%

85-89
80-84
75-79
70-74
65-69
60-64
55-59
50-54
45-49
40-44
35-39
30-34
25-29
20-24
15-19

Age

10%

Gender

Female

58%

Male

15%

We help a large range of people, of different ages
and backgrounds. We collect this information to
help us understand our community and pick out
trends that might be affecting them.
35% of the clients we have seen are classed as living
in a rural area. 2 out of 3 clients we see are living in
rented accommodation and 1 out of 10 clients
would be considered homeless (e.g. sofa surfing, or
in a hostel).
63% of our clients are single, with 1 out of three of
them have children who are dependant living with
them. 8% of our clients are caring for someone full
time, 15% are retired and 31% are in work.

“Thank you, it was very helpful and
nice to have someone supporting me
when I had no one else. “
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Help To Claim
The Help to Claim service (HtC) is part of a national project created in the
winter of 2018/19 and launched in south Warwickshire during April 2019.
The scope of HtC was to help individuals sign up to claim Universal Credit
(UC) and support them up to and including their first correct payment. We
are really pleased that the project has been extended till March 2021.
Our local HtC team are engaged in both the Leamington and Stratford job
centres, from our own offices, via a national HtC telephone line and, in
exceptional circumstances, the client’s home. Over the last year they have
helped 681 individual clients with UC, 350 people in person and 347 over
the phone with 81% of these clients needing help with their initial claim.
To have the greatest impact, we designed a service founded on what we
do best - a volunteer adviser model. Our expert trainers were tasked with
devising a training package and through a marketing campaign we
attracted 18 volunteers to join us to deliver the specialist benefits advice.
They were supported by two part-time staff working on the national
adviceline (each working three days a week) and with the whole team
guided by one full-time team leader with expert knowledge in UC working
across both sites.
The team assisted some of the most vulnerable people who needed help
signing up to the new experience of UC. This included individuals who had
just been released from prison, some living with mental health conditions,
others with limited or no access to the internet and also language
barriers.
Whether over the telephone or face-to-face, each person is supported the
same way: we obtain consent, we explore the client’s circumstances, we
check if individuals are better off claiming UC, and we check that
individuals are eligible to claim UC.
When completing the application, we answer any UC questions that arise.
HtC is a holistic service and we ensure any other issues are referred on to
their local office or our internal teams.
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Deborah’s Story
Deborah’s husband had passed away a couple of months before she
came to see us. She was living on her own and received a state
pension and two private pensions.
Deborah had contacted the bereavement service to make a claim for
her husband’s state pension and had been awarded 14p per week.
Deborah felt that the decision must be incorrect. We checked our
resources (Disability Rights Handbook) and discovered that because
Deborah was already in receipt of a full state retirement pension, she
could only claim half of her husband’s additional pension, which
came to 28p per week.
However, we then carried out a benefits check and found that she
would be entitled to council tax reduction so
we supported her to make a claim. We also
applied to the 'big difference scheme' which
was granted at the highest award.
A few months later, Deborah returned,
because her daughter, who was disabled and
received Personal Independence Payment,
was moving in with her. We carried out
another benefits check and found Deborah
could claim an underlying entitlement to
carer’s allowance, which would give her
entitlement to Pension Credit in the amount
of £10 per week. We also looked at her energy
supply and found a better tariff, saving her
£356 per year.
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Projects
Money Advice Service - Specialist Debt Team
Funded by the Money and Pensions Service, (MaPs)
delivers multi-channel debt advice to 300,000 clients
nationwide a year to some of the most financially excluded
groups in society. Specialist debt caseworkers provide
clients who are unable to manage their debts with advice,
enabling them to prioritise debts, negotiate on their behalf, set up affordable
payments, and enable them to manage their finances better. Our specialist
team supported clients with debts totalling £1,088,012. Priority debts such as
rent and council tax arrears amounted to £234,766 and non-priority credit card
debts amounted to £336,112.
Reach Out to Stratford Town & District
This project supported people near to or at a crisis point in their lives, many of
who suffer from mental health issues, domestic abuse, dependent children
living in Stratford district. Caseworkers supported clients with complex issues
by providing holistic advice and support based on their individual needs and
circumstances of the client. Our caseworkers supported clients achieving
£202,824 for some of the most vulnerable clients living in
Stratford town & district. This project is set to conclude in
December 2020.
Reach Out to Warwick Town
This project supports people near to or at a crisis point in
their lives, many of who suffer from mental health issues, domestic abuse,
drug/alcohol addiction children living in Warwick town (CV34). Caseworkers
supported a high number of suicidal clients with complex needs and issues by
providing holistic advice and support based on their individual needs and
circumstances of the client to optimise their welfare and wellbeing. Our
caseworkers supported clients achieving £211,860 for some of the most
vulnerable clients living in Warwick town.
Breakthrough (Building Better Opportunities)
Money mentors support clients on a 1– 1 basis. Helping clients navigate their
way through personal issues, manage their money and become more
economically active. Many clients had personal issues (drug/alcohol addiction)
which impacted on their life choices and ability to
improve their quality of life. Our money mentors
were able to support them to overcome these
barriers by providing advice and support enabling
them to resolve these issues including accessing
training, education and employment opportunities.
Our money mentors supported clients achieving
outcomes of £169,301.
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Projects
Court Desk - Homeless prevention Stratford District
Our court desk caseworker continues to provide advice and
representation at court for clients at risk of homelessness. Precourt work action is undertaken to resolve the issues, they are
facing putting them at risk of losing their home. We have been
working closely with Orbit Housing and Stratford District Council to
ensure we provide early intervention and support to reduce the
risk of further breaches of suspended orders or new possession
action being taken. Clients presented with multiple and complex needs and
were referred on to our other projects for further support. Our court desk
caseworker supported clients with £85,133 secured for rent payments.
NHS Referrals Project (pilot) 2020
This new project aimed to integrate existing health and social care services
with advice and support services in south Warwickshire, working closely in
partnership with South Warwickshire NHS Foundation Trust (acute provider)
and Social Prescribers to ensure vulnerable clients could access our services. A
team of staff and volunteers supported this pilot project to achieve its success,
leading to a successful bid for funding until May 2021 from SWFT. This pilot
project achieved £22,234 in outcomes, in a very short period of time
supporting patients and clients at a time in their lives when they needed
someone the most. We would like to express our sincere thanks to Professor
Sir Chris Ham, who was instrumental in bringing this new partnership and
project together.
Earn It Don’t Burn It (EIDBI)
Launched in September 2019, the focus of this project is to support clients with
financial capability skills with budgeting, income maximisation,
reducing their expenditure. Clients found this to be quite challenging
as this often required a change in their behaviour and relationships,
they had with money. Many clients presented with multiple issues
outside the scope of this project and were referred to the advice
team. Of the clients who engaged with our adviser we were able to
achieve outcomes of £30,609.
Warwickshire Financial Inclusion Partnership (FISO)
This project involved two advisers covering identified wards in Stratford and
Warwick to provide financial capability advice to clients in need of this service
via referrals from CASW, external partners and organisations. Clients were
supported with budgeting skills, maximising their income, reducing their
expenditure, accessing energy savings/switching, hardship grants including
referrals to our advice teams for ongoing support. This
project supported clients via home visits and outreach
locations. Our Warwick adviser supported clients
achieving outcomes of £132,356. Our Stratford adviser
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Projects
supported clients achieving outcomes of £105,855. This project concluded in
March 2020.
Make Every Contact Count
We have continued to deliver the Making Every Contact Count
(MECC) face to face training across Warwickshire for both
Enhanced ‘Adults’ MECC and Child Accident Prevention MECC.
Part of a Public Health programme to improve health and
wellbeing and encourage the community to support each other,
including the use of quality conversations.
MS Society
This project is aimed at providing clients living with Multiple Sclerosis, their
families and their carers, with advice and support, within the defined
postcodes of Warwick, Leamington Spa and Kenilworth. Our adviser visits
clients in their own homes as many of them would have great difficulty
accessing our offices or outreaches. This project achieved £24,720 in outcomes
for clients.
Outreaches
We provide outreach advice at the Brunswick, GAP and SYDNI
community centres, plus in Shipston, Studley, Alcester, Wellesbourne,
Bidford, Shire Hall (Warwick), Kenilworth, Lillington Children's Centre
and Acorns Court.
Our dedicated team of staff and volunteers have continued to provide
advice and support at these outreach locations throughout south Warwickshire
to ensure clients are able to access advice services nearer to home. We are in
the process of completing an outreach review to better understand the needs
of our community accessing advice at these locations and to improve the
accessibility of our services. The combination of these outreaches achieved
outcomes for clients of £61,366.
We are truly grateful to all our funders for funding these projects, enabling us
to extend our services to the wider community. We give our sincerest thanks to
our staff and volunteers for the dedication and commitment they have shown,
working tirelessly throughout the year to ensure that we are able to support
our clients across south Warwickshire, often at a point in their lives when they
need someone the most.
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Reach out Older People
This project supports clients aged 65+ who live in
Stratford District. Primarily this is a home visiting
service to ensure isolated and most vulnerable
older people get help. Spencer, who runs the
project, also meets clients in Shipston at the Parish Council offices to
increase visibility and accessibility.
Spencer’s many years providing specialist advice with CASW has equipped
him with the skills to support older people and help them deal with the
increasing vulnerabilities they experience. Spencer’s expert knowledge is
coupled with his patient and practical approach which is key to
supporting older people whose needs are often complicated with
additional health and social needs. Spencer works closely with partner
organisations to ensure we provide person centred support right for each
individual.
The project, which is in its third year of delivery, provides information,
advice and support on all sorts of problems including:







Claiming hardship grants for help with essential household goods
Claiming welfare benefits, attendance allowance, personal
independence payments, housing benefit, pensions credit
Accessing support services via Silverline, AgeUK, social services, and
the Carers Trust
Reducing the cost of electricity and gas bills via energy switching/
savings

Clients needed help with making claims for attendance allowance
amounting to £189,919, personal independence payment £39,786,
housing benefit £63,676 and pensions credit £63,608, among other
benefits. The total outcomes achieved in 2019/2020 amount to £529,868.
We would like to express our gratitude to The Henry Smith Charity and
Orbit for funding this project, enabling us to support our vulnerable older
people.

16

Leonard’s Story
Leonard is a 79-year-old man who lives in private rented accommodation with
his wife, Sally, who has a diagnosis of Alzheimer's Disease. Sally receives Higher
Rate Attendance Allowance.
Leonard was also recently diagnosed with Alzheimer's, and we were contacted
at Citizens Advice South Warwickshire by the Alzheimer's Society to help
provide a benefit check as the couple were starting to struggle financially. Apart
from Sally's Attendance Allowance, the couple were not receiving any other
benefits.
Leonard is a very proud man who found it hard to accept help. Our Reach Out
to Older People adviser initially undertook a joint visit with Sharon Donnelly
from the Alzheimer's Society to build trust with Leonard. Once this had been
established, our adviser completed a benefit check which showed that although
Sally was already receiving Attendance Allowance, there was no entitlement
currently to any means tested help e.g. housing benefit.
After further investigation our adviser explored the possibility of Leonard
claiming Attendance Allowance in his own right and identified that if he were
successful, due to the rules of Severe Disability Premiums, they would become
eligible for Pension Credit Guarantee. As a result of the Pension Credit
Guarantee they would then also become eligible for full Housing Benefit and
Council Tax Reduction.
Our Reach Out to Older People adviser initially helped Leonard to claim
Attendance Allowance which was successful at the higher rate (£87 per week).
Leonard was also assisted to claim a Blue Badge making it easier for him to get
out and about with Sally, improving his mental wellbeing. Once Leonard’s
Attendance Allowance claim had been successful our adviser returned to
Leonard’s home to help him claim Pension Credit and also to put in a claim for
Carer’s Allowance. Although this could not be paid, as he receives a state
pension, it increased the Pension Credit claim due to underlying entitlement
rules. Pension Credit was awarded at £63 per week. Once the Pension Credit
award was made, our adviser returned a 3rd time to help make a claim for
Housing Benefit and Council Tax Reduction. This was successful also, including
a backdated payment worth around £3,000.
Leonard and Sally’s household income increased by over £16,000 per year.
This has meant Leonard no longer has any financial worries. It has been a huge
relief to him and has allowed him to focus on continuing to provide care for his
wife, which was always his main concern and worry.
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Research and campaigns
The Research and Campaigns Team currently includes one parttime, paid worker and a small group of volunteers and staff. They
gather information from our case reporting system and collect
evidence from our staff, our volunteer workforce and our clients
to gain an understanding of which problems are affecting people
in our local communities. This information shapes the campaigns we undertake
and the policies that need to be influenced around the issues that are most
pressing for the people we help. Throughout the year we have taken part in
National Campaigns and use our Social Media pages to share information and
support with the local community.
Making an impact In our local community
We are very fortunate that many colleagues have attended
events, both to spread the word of the great work we do and
also to learn from others, throughout 2019-20.
We attended an information giving Health and Wellbeing Day
for service users organised by ‘Change Grow Live’. Staff attended the Alcester,
Bidford, Studley & Henley and Stratford Joint Strategic Needs Assessment
Workshops, helping improve our communities. To help our clients struggling
with many aspects of Social Care, we attended the Social Care Providers
Conference, organised by WCC. We helped a local resident with research for his
dissertation around e-vehicles and volunteering in the local community,
collating information from staff and volunteers.
Further steps in co-production work
This year some of our clients to took a more active role in some of the events
we attended to help promote our service. We held an event at the RSC
focussed on resilience, a CASW display at Stratford Library assisted by one of
our co-production clients and CASW staff and co-production clients hosted a
Stratford Town Trust Community Cafe at Foundation House. We continued our
collaboration and attendance at workshops with Revolving Doors.
Involvement in national events and campaigns
Colleagues attended the National Citizens Advice Research and campaigns
Forum in Birmingham, meeting other Citizens Advice offices’ to share best
practice. We took part in the National Scams Awareness campaign, designing a
quiz that was available for all staff and volunteers to try. Throughout the year
we have been aiming to collaborate in building a supportive and informative
online community for Citizens Advice colleagues. We submitted 107 evidence
forms to national Citizens Advice, and these are helping us shape the next
campaigns.
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Being a new Trustee

Trustee in December.

Irene Stark
I finished full-time employment last year and when I
was thinking about what I would do next, I was
approached by two of our volunteers who told me
about vacancies for Trustees at Citizens Advice South
Warwickshire. I already knew about much of the work
done by Citizens Advice, and through talking to those
volunteers and doing some research I quickly realised
that the range of help offered was far wider than I was
aware of. It was an organisation that I was keen to be a
part of and so I was delighted to be appointed as a

I managed to spend a day in each of our offices before Lockdown, so at least
I have some experience of how we used to manage the operation. My first
impression was one of friendly professionalism. Volunteers were happy to
have me sit in on their client meetings and I was so impressed with their
knowledge and also their ability to put clients at their ease and draw out of
them the real issues which were of concern. The clients were happy to have
me there and all of them told me of their gratitude and appreciation for the
help they were receiving. Our volunteers come from all sorts of backgrounds
but I could clearly see that they are united in a common desire to make a
real difference to people’s lives, often at times of crisis.
There was also a sense of camaraderie in both offices and I could see how
much our people really enjoy working at CASW.
I was able to meet with the Senior Management Team who were generous
with their time and explanations which very much helped me understand
more about the organisation.
When Lockdown happened, I could not believe how seamlessly our work
moved to people’s homes on the telephone. The daily briefings on Zoom are
great at keeping everyone up to date and I have been dialling in to some of
them each week. I have always been made to feel welcome and have
enjoyed getting to know more people albeit not face to face.
As a Trustee I have become involved in some Human Resources activities
(my background is in HR) and am also part of the Trustee Team helping to
work with the Senior Management Team to plan for the future.
None of us know what will happen over the next couple of years but of one
thing I am certain - CASW will continue to offer an amazing service to our
local community and in adding real value to people’s lives in South
Warwickshire - I am proud to have become a part of it.
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Finance
7%

We received funding from over
30 different organisations, with
around 40% coming from the
County and District Councils

2%

13%

38%

Income
£935K

We also received funds from
various town and parish councils
to help towards the costs of
running outreach services across
the region.

19%
4%

17%

County and District Councils
Town and Parish Councils
National trusts and Charities
Other

National and local trusts and
charities also contributed
significantly to support both our
core work and specific projects

Government agencies
Local trusts and charities
Commercial organisations

Around 90% of our costs are staff
and premises related, with some
46% being the cost of staff for
specific projects.

2%
5%
9%
2%

36%

Outgoings
£974k
46%

As anticipated CASW's costs
exceeded its income in 2019/20,
with a £39k deficit funded by
reserves built up over previous
years.
We are confident that new fund
raising activity and ongoing cost
control will deliver more balanced
results in the future.

Staff - Core

Staff - project

Volunteer costs

Premises costs

Office expenses

Other
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Kam’s Story
Kam was referred to us from WDC Community support. He lived alone in a
rented property and his sole income was Employment and Support Allowance.
Kam had physical health problems including arthritis, which prevented him
from being able to walk around his home. As he couldn’t get to the bathroom
he spent a lot of his days in soiled clothes until his neighbour had time to go
around and help him into the shower. Diabetes had caused eyesight problems
for Kam and coupled with his other health conditions and isolation, he was
understandably feeling anxiety and loneliness.
Kam had previously been in receipt of Disability Living Allowance but was
transferred to Personal Independence Payment (PIP), although it was refused.
Kam’s low income meant that he soon got into rent arrears and he mentioned
having multiple direct debits from his bank account which he did not
understand.
We helped Kam to complete an application for PIP, helped him to get
counselling and completed a Housing Benefit application. We asked for a
backdate and completed a discretionary housing
payment application to cover the bedroom tax.
As Kam was struggling to get around his property, we
made a home choice application for supported and
adapted accommodation and a referral to Adult Social
Care with the view to putting regular care in place.
Unfortunately, the claim for PIP was turned down, but
we helped Kam to ask for a Mandatory Reconsideration,
and it was granted. We helped Kam understand his
income and expenditure so he felt in control of his
money and was less likely to overspend in the future.
We are continuing to work with Kam and help him with
rent arrears. He has been put on a waiting list for
supported and adapted accommodation and is
currently receiving care from Adult Social Care, which
has improved his life and reduced his anxiety.
Because of our help, Kam is now £13,609.98 a year
better off.
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Letter from Jeremy
The focus on this report is April 2019 to March 2020,
however, without doubt 2020 will be the most
remembered year. Indeed, in the annals of the Citizens
Advice service, it will rank with 1940.
A great deal has changed about Citizens Advice South
Warwickshire in the 80 years between 1940 and 2020,
but one very salient fact has not: the majority of local
people receiving our advice were served by local
volunteers. These are volunteers trained to interpret
and explain law, guidance and regulations, in a manner that informs and
empowers people to gain confidence to resolve the problems that affect
them and their households.
However, we only get to 2020 via 2019. This really was an
entire year of new plans, ambition and challenges for the
whole of our workforce. CASW rolled out the Help to Claim
initiative, a new service alongside our public sector Job
Centre colleagues, to help new claimants make their very
key first claims for Universal Credit (the new universal out
of work super benefit) using an especially recruited extra team of
volunteers.
Areas of our existing activity were also improved. Trustees invested in
more advice session supervisors during 2018/19 since the national
standard of advice quality was being elevated. By 2019/20 the level of
support available for frontline advice volunteers had increased and early
in 2020 the standard of our advice giving had improved to be in the top
percentage. In addition we delivered a greater volume of specialised debt
advice cases for local people resulting in our funded capacity being
increased by 50%, just in time for a larger forecasted need for
debt advice as the wider effects of the pandemic continue.
Finally, we were encouraged by support from several local
funders in extending the Reach Out & Help Stratford project
after the cessation of three years of National Lottery funding.
Together these developments and other plans resulted in a substantial
strengthening of our organisation - in the range, quality and capacity of
the advice services we offered. During the year we also saw a pleasing
improvement in the organisation’s financial results and the national body
of Citizens Advice awarded us top score in the periodic Leadership SelfAssessment, our annual benchmarking quality inspection exercise. As a
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direct result of the Covid19 pandemic CASW also switched activity to the
Adviceline telephone enquiry system. In doing so we fully adopted the
one area of universal provision across the Citizens Advice service that we
did not previously have a strong commitment to. Returning to my original
theme of notable volunteering prowess and contributions down the
decades, the delivery of Adviceline - as well as the improved Quality of
Advice and newly conceived Help to Claim service - were all achieved by
existing or additional volunteers. We have 124 volunteers, five times the
number of volunteers to paid staff and the true definition of a ‘voluntary
organisation’. Without their enthusiasm, skills and generosity, our
organisation would be simply a fraction of its range and capability.
Which brings us finally to Covid19. The biggest risk on our Risk Register
triggering a need to revise our entire business model (faceto-face interviews). In just a matter of days in mid-March
2020 we changed to rely instead on home working
volunteers and employers. And this is where I can really take
my hat off to our volunteer IT Lead (Nigel Milne), who
worked tirelessly over the course of the previous three
years to train every volunteer and member of staff and updated every
computer to ensure that if something just like this ever happened, we
would be ready. I cannot imagine where we would be without that
fortitude. The daunting task of remodelling was relatively smooth (not
painless!) because of that work. I would like to take the time to thank all
the staff and volunteers whose patience meant we remained very active
in a time when other charities could not operate and our communities
needed us the most.
I have been working in public advice services for 28 years, but I cannot
recall anything as big as Covid19. It is genuinely a once in 100 years
challenge and I am proud to see that CASW has weathered this storm with
ingenuity, perseverance and success.
I would like to humbly thank the entire workforce, my management
colleagues and the trustees for collaborating to deliver a quite
unforgettable year of activity. That foundation continues and I am pleased
to say that 2020/21 currently seems likely to be an even more successful
year.

Chief Executive Officer

Jeremy Vanes
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Thanks to
funders for
supporting us
2019—2020
Warwickshire County Council
Stratford Town Trust
Citizens Advice
European Social Fund
Warwick District Council
Stratford District Council
The Henry Smith Charity
The Charity of Thomas Oken and Nicholas Eyffler
Orbit Housing
Leamington Town Council
National Lottery
Kenilworth United Charities
King Henry VIII Endowed Trust
Warwick Relief In Need
Warwick Town Council
Wellesbourne Parish Council
Kenilworth Town Council
Councillor Kate Rolfe, Mayor of Stratford 2019/20, Mayor’s Charity
And all those who supported our work throughout the year.
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How to contact us
Citizens Advice South Warwickshire has two main offices, one in
Leamington Spa and the other in Stratford Upon Avon, as well as a
wide range of outreaches that cover different areas.
You can visit us by dropping in or making an appointment at:
10 Hamilton Terrace
Leamington Spa
CV32 4LY

Monday
Tuesday
Wednesday
Thursday
Friday

10—3.30
Appointments only
10—2
10—2
10—2

25 Meer Street
Stratford Upon Avon
CV37 6QB

Monday
Tuesday
Wednesday
Thursday
Friday

10—3
10—3
10—3
Appointments only
10—3

Call us on

0300 330 1183

for advice from 10—2

Our website www.casouthwarwickshire.org.uk has
information about us and our projects, advice, and a form
where you can Email us.
We have a lot of outreaches across south Warwickshire, see the
up to date list on our website or phone our advice line.

/CitizensAdviceSouthWarwickshire
@CASouthWarks
/CitizensAdviceSouthWarwickshire
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