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Follow us on Twitter 

twitter.com/wdcab 
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youtube.com/citizensadvice 
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Aidan Knox - Manager 
Charlie Adams - Advice Services Manager 
Ann Frogley - Office Manager 
Tim Burden - Volunteer Development 
Alison Elkin - Advice Session Supervisor/Trainer 
Liz Hindmarsh - Outreach Supervisor 
Heidi Bottomley - Healthy Homes Outreach 
Hazel Carrington - Cleaner 
Gul Singh - Macmillan Caseworker 
Hudha Chowdhury - Macmillan Case Support  
Ruth Charsley - Money Adviser 
Michelle Clement - Money Adviser 
Jenny Harding* - Money Adviser 
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Working together 
and expanding  
delivery in 2015-16 

Life can feel very complicated and difficult for 

many of our service users, who continue to 

experience the impact of welfare reforms and 

other cuts to public services due to ongoing 

austerity measures.  Whilst unemployment is 

falling, many of clients are in poorly paid or 

unsecure jobs or on zero hours contracts, and 

the cost of renting or buying property locally 

remains exceptionally high.  It is unsurprising 

that debt and welfare benefits remain our most 

common advice issues, followed by employment 

and housing.  This year we gave out almost 200 

food vouchers to local individuals or families 

who otherwise couldn’t afford to buy food. 

Our main ambition in 2015-16 was to increase 

our main office and outreach advice capacity in 

order to help more local people facing these 

difficulties, whilst maintaining the excellent 

standards that we achieved in our 2015 quality 

of advice audit as well as our high client 

satisfaction levels.  We also focussed on 

providing advice in innovative ways and on 

strengthening our partnership working with 

other organisations and agencies. 

In November 2015, we set up 2 new advice 

clinics in partner community hubs in 2 of the 

areas with the highest levels of social and 

financial exclusion in the district (Sydenham and 

Brunswick), staffed mainly by volunteers.  In 

partnership with Orbit, Warwick Town Council 

and the Henry viii Endowment Trust in 

September 2015, we also launched a ’Warwick 

Advice’ outreach project, delivering home visits 

to those in need in CV34 (see page 9 for more 

details).   

In March 2016 we launched a South 

Warwickshire British Gas funded ’Healthy  

Homes’ project in partnership with Prime GP, 

targeting people with health problems 

exacerbated by poor housing conditions. 

We are very committed to maintaining our 

outreach and community-based advice 

services as we are acutely aware that they help 

us meet the needs of our diverse community, 

including those in greatest need who do not 

present at our main drop-in services. 

In November 2015 we also joined the national 

Citizens Advice web chat and e-mail advice 

service, allowing us to provide advice and 

information for those who wish to contact us 

online. 

We are in the process of exploring a merger 
between Warwick and Stratford upon Avon & 
District Citizens Advice services. Over the last 
two years we have been working increasingly 
closely with Stratford including running an 
innovative South Warwickshire project, sharing 
best practice and resources.  We feel positive 
about the collaborative work we have thus far 
undertaken and can see the increased financial 
and operational resilience that a merger could 
bring to both of our services. For further 
information about our progress to merger 
please see the Chair’s Report on page 10. 

Once again I wish to express my thanks to our 

funders, to our 17 paid staff members and to 

our 70-plus volunteers who, between them, 

give us over 648 hours of their unpaid time 

every week.  If we were to pay them, it would 

cost us over £580,000, and we simply could not 

do it without them. 

Aidan Knox 

Manager 
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Words from 
the Chair 

This has been another busy year for our 

service with the number of enquiries up by 

over 15% from last year.  Many of these 

enquiries are becoming increasingly 

complex so I am very grateful to all the staff 

and volunteers who put in so much time and 

effort to help clients.  We are also very 

appreciative of the level of support we have 

received from our funders in difficult 

economic times. 

This increasing demand for the service and 

the backdrop of continuing financial 

pressure on our funders has led the Trustee 

Boards of Warwick District Citizens Advice 

and Stratford upon Avon Citizens Advice to 

explore the merits of merging to form a 

South Warwickshire Citizens Advice Service.     

With the support of the County Council we 

have engaged consultants to see how this 

might work and what the risks might be.  We 

have agreed in principle that merging our 

services is likely to be the best way to sustain 

and develop services to clients in the future.   

At the moment we are working towards a 

merger date of 1 April 2017 subject to the 

approval of members at our AGM in November 

2016 and EGM in early 2017. 

In recommending this merger we are 

committed to continuing our provision of high 

quality face to face advice services in both 

Warwick and Stratford Districts whilst also 

improving phone and digital access to advice.  

Richard Brooks 

Chair of WDCA Trustee Board 

With thanks to our 
funders 
We would like to thank all of our funders, listed below, for their continued and robust 
support for our work.  For funding detail this newsletter should be read in conjunction 
with the Financial Statements 2015/16 on our website. 

Funders and donors in 2015/16: Warwick District Council, Warwickshire County Council, 
Royal Leamington Spa Town Council, Warwick Town Council, Warwick Relief in Need, 
Kenilworth United Charities, King Henry VIII Endowment Trust, Action for Children, British 
Gas, The Money Advice Service, Orbit Housing, Macmillan Cancer Support and 
Healthwatch Warwickshire. 

Warwick District Citizens Advice is an independent charitable organisation that needs to 
raise all of its own funding in this difficult financial climate to ensure it continues to deliver 
its excellent services to the people of Warwick District. Please consider a one-off or regular 
Gift Aid contribution to Warwick District Citizens Advice.  You can donate to us by sending 
a text message to 70070 containing the message “WCAB10” followed by the amount you 
want to donate, e.g. WCAB10£5. 

10 
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Wendy Abdulkarim has been 

working on our Warwick 

Advice Outreach Project, as 

funded by King Henry VIII 

Endowment Trust, Orbit 

Housing and Warwick Town 

Council, since September 

2015.   

 

 

What types of enquiry do you get, and have any 
surprised you? 

25% of the clients I’ve seen have mental ill health 
and another 23% have physical disability, so I am 
often involved in claiming or challenging a 
benefit decision especially Employment Support 
Allowance and Personal Independence Payment, 
with a 75% success rate in obtaining sickness 
and disability benefits for clients.  

Many are complex cases with benefit, debt, 
housing problems and relationship issues 
intertwined.  A fair  proportion are in crisis 
sometimes going for months with nil income, 
bailiff action and deteriorating health.  

What has surprised me is the number of people 
who struggle alone often with ill health, unable 
to manage and unaware that help is available.  
 

How are clients identified/ referred to you? 

Referrals come from health visitors, social 
workers, priority families and children’s centres.  
If the client is willing, I can work closely with their 
other support workers and I sometimes do joint 
visits with them.    

To try to reach vulnerable clients I also do door 
knocking, visiting community venues and 
leafleting: clients are invited to leave my leaflet 
in their window the following day if they would 
like some help. There is a growing number of 
self referrals from word of mouth.  

 

What is the real value of being able to do a home 
visit? 

I have found that here is a huge difference from 
the advice session in the Leamington office. 

At home clients are in their comfort zone and 
can open up about real causes of the problems 
underlying how they got into a situation. 
Sometimes I am told things they say they have 
never told anyone before such as  abuse in their 
past - detail which can be crucial in giving advice 
that makes a real difference.   

Home visits help me to get the full picture, see 
problems that clients don’t initially disclose such 
as mould and damp or disrepair or post that 
they had dismissed as irrelevant, difficulties in 
coping at home.   A big benefit is that all their 
paperwork is immediately to hand.  

Many clients tell me how much they value the 
service of home visits when they are 
housebound  or not comfortable with phones 
and email or perhaps because mental health 
problems prevent them facing the crowds and 
waiting rooms in a Citizens Advice office. They 
would have no other way of getting help.  

 

Which parts of the role do you enjoy most? 

I absolutely love this job and it is such a privilege 
to be able to do it.  

I have met some really wonderful clients and 
never take for granted the fact that they have 
invited me into their home and told me about 
issues they often find difficult and have 
struggled to manage. 

I get  to action and try to solve something that 
has been intractable to them.  I am tenacious in 
trying to get the best outcomes wanted by 
clients.  Because I can follow up cases  I get to 
see the impact and changes from  the advice and 
help given and the improvement in the clients’ 
wellbeing and ability to cope.  The feedback from 
clients and seeing the results and changes in 
them is so motivating. 

In focus: Warwick 
Advice Project 

Advice in  

numbers  

2015-16 

2 

Types of advice issue 

13,225 
advice issues 
addressed 

4,550 
enquiries from 

3,875 
clients 

Debt 

Benefits 

Employment 

Housing 

Family and Relationships 

Consumer and utilities 

Legal 

Other 

15% 

33% 

25% 

7% 

7% 

5% 

5% 

3% 

Our aims and principles 
 We aim to provide the advice people need for the problems they face 

and  improve the policies and practices that affect people’s lives 

 We offer free, independent, confidential and impartial advice to 

everyone on their rights and responsibilities.  We value diversity, 

promote equality and challenge discrimination.  



Impact of the Warwick 
District Service 
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£1.85 In fiscal benefits 
(saving to government), e.g. 

reduction in health service 

demand, local authority 

homelessness services and 

out-of-work benefits for 

clients and volunteers 

Total: £805,000 

£10.27 in public value 
(wider economic and social 

benefits), e.g. improvements 

in participation and 

productivity for clients and 

volunteers 

Total: £4,456,000 

£13.43 in benefits to 

individuals (value to our 

clients), e.g. income gained 

through benefits claimed, 

debts written off and 

consumer problems 

resolved. 

Total: £5,827,000 

We resolve 2 out of 3 client problems1 

66% resolved 

19% need more time 

15% not resolved 

Our value to society in 2015-16 
We prevent detriment occurring or escalating and help maintain or improve the health and 

wellbeing of both our clients and our volunteers.   

New Economy Manchester has created a cost benefit tool which was developed with and approved 

by HM Treasury economists and has been adopted by National Citizens Advice.  This tool, combined 

with real client information from our case recording system Petra, has shown that for every £1 

invested in Warwick District Citizens Advice, we generate at least the following benefits: 

1  Citizens Advice National Outcomes and Income Research, 2014 
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Warwick District Citizens Advice continues to be a 

Healthwatch Warwickshire reporting centre 

which means that we ask clients to tell us about 

their positive and negative experiences of health 

and social care in the local area.  Healthwatch 

monitors this information and where appropriate can recommend investigation or special review of 

services to the Care Quality Commission. 

 

Other Outreach  

We deliver full generalist advice on all advice issues at the following times and venues: 

 SYDNI Centre, Sydenham - Mondays 10am - 1pm 

 Brunswick Hub - Wednesdays 9.30am - 12.30pm 

 Shire Hall, Warwick - Wednesdays 9.15am - 3.15pm 

 Kenilworth Library - Thursdays 9.15am - 3.15pm 

We plan to set up 2 further advice clinics, in West Warwick and in Lillington, in the coming months.  

Our Clients 
Our work makes a difference for those most in need.  

Local Citizens Advice clients are almost five times as 

likely to live on a low income than an average member 

of the England and Wales population. 

37% of our clients reported long-term health 

problems or disabilities compared with 21% of the 

England and Wales population (EW pop).  22% 

reported a mental health problem.  

Whilst WDCA clients came from all LA wards in the 

district, 41% of all advice issues were brought to us by 

clients from the areas with the highest levels of social 

and financial exclusion: namely Aylesford, Brunswick, 

Crown, Saltisford, Sydenham and Woodloes.  

 

Other client stats 2015-16: 

 57% of clients were female, 43% male 

 87% of clients were white (75% White British), 7% 

Asian or Asian British, 2% Black or Black British, 

2% mixed.  Clients represented over 45 

nationalities. 

 Our clients were aged between 15 and 95, the biggest age category being 50-54 

 50% of working-age clients were employed (74% EW pop) 

 56% were in rented accommodation (36% EW population), 32% were owner-occupiers (64% EW 

pop) 7% were homeless 
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Specialist Debt Advice Project 

The staff and volunteers working under our Money Advice Service 

funded specialist debt advice project supported 386 clients with over 

£2.4 million worth of debt in 2015-16.  We help clients maximise 

their income, set up a realistic budget, understand which bills to 

prioritise and explain the pros and cons of different debt 

management options including pro rata payments, Debt Relief 

Order, IVA or bankruptcy.  We then support clients by negotiating 

with creditors, filling out forms, taking them through the DRO or bankruptcy process and 

sometimes representing them in Court if required. 

 

Macmillan Welfare Benefits Service 

In 2015-16 our Macmillan Team provided information, advice and 

support to 316 people affected by cancer across South 

Warwickshire.  We work closely with staff at Warwick Hospital’s 

Cancer Unit, Macmillan Nurses and other health professionals, 

and are able to ease the financial worries that are often caused by 

loss of income and additional care and transport costs.  This year 

we secured £828,653 in welfare benefit payments and £13,743 in 

grants for those affected by cancer in South Warwickshire. 

 

Healthy Homes 

This exciting new project, funded by British Gas, is a partnership between 

Citizens Advice in Warwick District and in Stratford upon Avon District, Prime 

GP and Act on Energy.  Health Workers based at 4 GP surgeries refer patients 

to our advisers where the patient has advice needs which may be exacerbating 

their physical or mental health issues - for example debt, a low income, an 

inability to heat their home properly, damp, disrepair or a need for disability 

adaptations.  We then refer to Act on Energy for access to energy-saving 

measures such as insulation or a new boiler. 

 

Money Saving Advice 

Our Financial Capability Team, otherwise known as Money Saving Advisers, 

help clients with money management skills such as budgeting, finding the 

best deals and borrowing wisely and help clients get access to utility grants 

and discounts to help them reduce their bills.  

Energy Best Deal Extra sessions aim to tackle fuel poverty by helping people 

reduce energy costs by switching tariff, payment method or supplier.  Typical savings made by 

people who had not considered changing supplier or tariff for some time were between £200 and 

£500 a year!   

 

Warwick Advice For details of this outreach project please see page 9. 

Our Projects 

4 

Client feedback 

Very efficient.  Sorted my most worried 

problems.  Very pleased with the outcome 

Case study 

100% 
of our clients 
say they would 
recommend us 

100% 
reported 
satisfaction with 
the overall service 
they received 

This case study is described by an outreach 

worker who visited a client at home. 

This client was referred to me by the Priority 
Families Team for debt advice.  They carried out 
a joint home visit with me as I was told that the 
client was very anxious and could put on an 
aggressive front.   

Her rented house was in disarray and disrepair.  
She had no paperwork and with no bank account 
all her money was managed via friends and her 
sister.  She was very anxious and told us that she 
rarely leaves the house.  After 2 visits she 
confided in me about abuse she had suffered in 
her past and told me about her history of self-
harming.  

I have now worked with her for 10 months 
including initiating the intervention of her GP 
and a referral to mental health support services, 
helping her claim disability benefits, arranging 
transport and practical support for her to attend 
psychiatric assessments and benefit 
assessments, challenging benefit decisions, 
helping her manage her debt, advising on 
budgeting, getting repairs to her property sorted 
out, applying for grants.   

At her PIP assessment it was upsetting when she 
was asked by the interviewer what her hobbies 
were and she replied that she saw other people 
doing things but she didn’t know what she liked 
because she had never had a chance to find out.   

Today her weekly household income has more 
than trebled.   Priority Families are no longer 
involved.  She says she is feeling much better 
and improving on new medication and with 
assistance from a mental health support worker.  
She smiles.  She no longer shakes.  She keeps all 
her paperwork, pays bills on time and has money 
left in her purse.  She asked me for help to open 
her own bank account.  She has totally cleaned 
her house and obtained second hand furniture.  
Her house has been rewired and she has a new 
cooker, new carpets and soft furnishings.  She is 
starting to make supported visits out and about 
and is making plans for her future; with 
trepidation but determination and help from her 
sister she is planning to take her children on 
their first holiday to Butlins next year.   

On my most recent visit she was talking excitedly 
about being able to buy Christmas presents for 
her children this year and have a Christmas like 
everyone else.  

I think the people at CAB are great.  They were 

there when I had no-one else. 

(Text from client’s sister): she used phone me a 

lot, quite hysterical at times.  I think she is calm 

now and feels safe with the support. 
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Wendy Abdulkarim has been 

working on our Warwick 

Advice Outreach Project, as 

funded by King Henry VIII 

Endowment Trust, Orbit 

Housing and Warwick Town 

Council, since September 

2015.   

 

 

What types of enquiry do you get, and have any 
surprised you? 

25% of the clients I’ve seen have mental ill health 
and another 23% have physical disability, so I am 
often involved in claiming or challenging a 
benefit decision especially Employment Support 
Allowance and Personal Independence Payment, 
with a 75% success rate in obtaining sickness 
and disability benefits for clients.  

Many are complex cases with benefit, debt, 
housing problems and relationship issues 
intertwined.  A fair  proportion are in crisis 
sometimes going for months with nil income, 
bailiff action and deteriorating health.  

What has surprised me is the number of people 
who struggle alone often with ill health, unable 
to manage and unaware that help is available.  
 

How are clients identified/ referred to you? 

Referrals come from health visitors, social 
workers, priority families and children’s centres.  
If the client is willing, I can work closely with their 
other support workers and I sometimes do joint 
visits with them.    

To try to reach vulnerable clients I also do door 
knocking, visiting community venues and 
leafleting: clients are invited to leave my leaflet 
in their window the following day if they would 
like some help. There is a growing number of 
self referrals from word of mouth.  

 

What is the real value of being able to do a home 
visit? 

I have found that here is a huge difference from 
the advice session in the Leamington office. 

At home clients are in their comfort zone and 
can open up about real causes of the problems 
underlying how they got into a situation. 
Sometimes I am told things they say they have 
never told anyone before such as  abuse in their 
past - detail which can be crucial in giving advice 
that makes a real difference.   

Home visits help me to get the full picture, see 
problems that clients don’t initially disclose such 
as mould and damp or disrepair or post that 
they had dismissed as irrelevant, difficulties in 
coping at home.   A big benefit is that all their 
paperwork is immediately to hand.  

Many clients tell me how much they value the 
service of home visits when they are 
housebound  or not comfortable with phones 
and email or perhaps because mental health 
problems prevent them facing the crowds and 
waiting rooms in a Citizens Advice office. They 
would have no other way of getting help.  

 

Which parts of the role do you enjoy most? 

I absolutely love this job and it is such a privilege 
to be able to do it.  

I have met some really wonderful clients and 
never take for granted the fact that they have 
invited me into their home and told me about 
issues they often find difficult and have 
struggled to manage. 

I get  to action and try to solve something that 
has been intractable to them.  I am tenacious in 
trying to get the best outcomes wanted by 
clients.  Because I can follow up cases  I get to 
see the impact and changes from  the advice and 
help given and the improvement in the clients’ 
wellbeing and ability to cope.  The feedback from 
clients and seeing the results and changes in 
them is so motivating. 

In focus: Warwick 
Advice Project 

Advice in  

numbers  

2015-16 

2 

Types of advice issue 

13,225 
advice issues 
addressed 

4,550 
enquiries from 

3,875 
clients 

Debt 

Benefits 

Employment 

Housing 

Family and Relationships 

Consumer and utilities 

Legal 

Other 

15% 

33% 

25% 

7% 

7% 

5% 

5% 

3% 

Our aims and principles 
 We aim to provide the advice people need for the problems they face 

and  improve the policies and practices that affect people’s lives 

 We offer free, independent, confidential and impartial advice to 

everyone on their rights and responsibilities.  We value diversity, 

promote equality and challenge discrimination.  
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In focus: our new 
volunteer outreach 

Rachel Hopkins is one of a team of volunteers 

who deliver advice at our new weekly outreach 

sessions in 2 Community Centres in the district. 

 

What are the benefits of working in partnership 

with the SYDNI Centre? 

The SYDNI Centre is a community centre at the 

heart of the Sydenham Estate which has high 

levels of social and financial exclusion.  By 

hosting weekly Citizens Advice outreach 

sessions, the SYDNI Centre enables wider access 

to our advice services for people in greatest 

need who might not be able to attend our offices 

in town due to reasons of vulnerability, mobility 

and transport costs.  Centre staff also refer their 

service users to us and can support them in 

taking follow-up action following advice.  

 

What challenges do you face in your role? 

We have a higher proportion of clients who are 

vulnerable and who struggle to organise 

themselves to come to appointments and bring 

the paperwork they need.  The rich diversity of 

clients in the area who come from many different 

countries also means that some struggle with the 

English language and this can lead to difficulties 

in communication and understanding.   

 

Many clients cannot afford a mobile phone and 

are not computer literate which also cause 

communication problems for them in a world 

which expects people to be able to provide a 

mobile number or to be online, even in order to 

claim and manage their benefit entitlement.  
 

What are the most rewarding parts of the role? 

It is perhaps most rewarding when someone has 

been overwhelmed with worry and we are able 

to support them so that they no longer feel they 

are facing their problems alone.  
 

Can you give us an example of where your 

advice made a significant difference to a client? 

A case that springs to mind concerns a tearful 

lone parent, herself suffering anxiety and 

depression, who supports two teenage sons, 

both of whom have multiple disabilities.  Her 

elder son aged 17 is in the process of being 

transferred from child to adult mental health 

services and his child benefits have been 

stopped so that he now has to apply for 

Employment Support Allowance (ESA) and 

Personal Independence Payment (PIP).   

The mother was struggling with the 

requirements of the benefit claims and couldn’t 

afford to use her mobile phone to contact DWP.  

I supported her in contacting the DWP to clarify 

what further information was required, I helped 

her contact the GP to obtain medical notes to 

support her son’s ESA claim and literally held her 

hand for reassurance and encouraged her while 

she made the initial PIP application.  The mother 

wants help completing the PIP form when it 

arrives but is too anxious to come into town to 

see us at our main office so I have arranged a 

further appointment at the SYDNI Centre to help 

her fill out the PIP form.  The client says she is 

really grateful for the practical and emotional 

support, which will also hopefully result in her 

son’s benefits being set up sooner rather than 

later.   
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Volunteering with us 
Our dedicated volunteers 

form the backbone of our 

service.  They work hard 

on behalf of clients and 

the service but the 

volunteering roles they 

perform bring many 

rewards.   

We are always on the look 

out for volunteers; 

especially to join our 

advice team.  If you are a 

non-judgemental, people 

person with good 

research, IT and 

communication skills and you have a day or two a week spare please get in touch!    

Our volunteers tell us that they enjoy learning new skills, staying connected with their local 

community and the feeling of being part of a friendly and supportive team. 

If you are interested in volunteering with us, please e-mail our Volunteer Development 

Coordinator Tim Burden: info@wdcab.cabnet.org.uk or phone him on 01926 457928. 

Research and campaigns 
As well as helping clients with the advice 

issues they bring to us we also keep an 

eye on problems with local and national 

policies or practices and highlight the 

impact that they have on our clients. 

As was the case last year, the majority of 

social policy issues we raised in 2015-16 

were around benefits: the most common 

issues being around delays and 

administrative failings and the impact of 

the so-called ‘bedroom tax’ (under-

occupation charge) causing mounting 

rent arrears for some of our clients.   

We also highlighted several instances of 

poor employment practices including 

delayed or unpaid wages or failure to 

pay the National Minimum Wage.   

Housing and debt-related evidence again 

centred on the impact of the lack of 

affordable private housing locally and 

huge pressures on social housing.  

Food Bank Work: Over the past 2 years 

we have carried out detailed research 

into the profiles and circumstances of 

the clients we have given food bank 

vouchers to, in an attempt to understand 

why our clients sometimes find that they 

are unable to afford to buy food. 

We have been surprised to find that the majority of 

recipients are single men claiming, trying to claim or 

challenging a decision on sickness benefit ESA or on 

unemployment benefit JSA, or caught between the two.  

(In several cases clients were found not to satisfy the 

’limited capability for work’ eligibility criteria for ESA but 

also not the work-seeking conditions required of JSA.) 

One very worrying discovery is that almost three-

quarters of the people we have given food vouchers to 

over the last two years had long-term health problems 

or disabilities.   

This year we are also keeping tabs on the impact of the 

gradual roll-out of Universal Credit. 

If you’d like a copy of our reports please get in touch. 
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Specialist Debt Advice Project 

The staff and volunteers working under our Money Advice Service 

funded specialist debt advice project supported 386 clients with over 

£2.4 million worth of debt in 2015-16.  We help clients maximise 

their income, set up a realistic budget, understand which bills to 

prioritise and explain the pros and cons of different debt 

management options including pro rata payments, Debt Relief 

Order, IVA or bankruptcy.  We then support clients by negotiating 

with creditors, filling out forms, taking them through the DRO or bankruptcy process and 

sometimes representing them in Court if required. 

 

Macmillan Welfare Benefits Service 

In 2015-16 our Macmillan Team provided information, advice and 

support to 316 people affected by cancer across South 

Warwickshire.  We work closely with staff at Warwick Hospital’s 

Cancer Unit, Macmillan Nurses and other health professionals, 

and are able to ease the financial worries that are often caused by 

loss of income and additional care and transport costs.  This year 

we secured £828,653 in welfare benefit payments and £13,743 in 

grants for those affected by cancer in South Warwickshire. 

 

Healthy Homes 

This exciting new project, funded by British Gas, is a partnership between 

Citizens Advice in Warwick District and in Stratford upon Avon District, Prime 

GP and Act on Energy.  Health Workers based at 4 GP surgeries refer patients 

to our advisers where the patient has advice needs which may be exacerbating 

their physical or mental health issues - for example debt, a low income, an 

inability to heat their home properly, damp, disrepair or a need for disability 

adaptations.  We then refer to Act on Energy for access to energy-saving 

measures such as insulation or a new boiler. 

 

Money Saving Advice 

Our Financial Capability Team, otherwise known as Money Saving Advisers, 

help clients with money management skills such as budgeting, finding the 

best deals and borrowing wisely and help clients get access to utility grants 

and discounts to help them reduce their bills.  

Energy Best Deal Extra sessions aim to tackle fuel poverty by helping people 

reduce energy costs by switching tariff, payment method or supplier.  Typical savings made by 

people who had not considered changing supplier or tariff for some time were between £200 and 

£500 a year!   

 

Warwick Advice For details of this outreach project please see page 9. 

Our Projects 
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Client feedback 

Very efficient.  Sorted my most worried 

problems.  Very pleased with the outcome 

Case study 

100% 
of our clients 
say they would 
recommend us 

100% 
reported 
satisfaction with 
the overall service 
they received 

This case study is described by an outreach 

worker who visited a client at home. 

This client was referred to me by the Priority 
Families Team for debt advice.  They carried out 
a joint home visit with me as I was told that the 
client was very anxious and could put on an 
aggressive front.   

Her rented house was in disarray and disrepair.  
She had no paperwork and with no bank account 
all her money was managed via friends and her 
sister.  She was very anxious and told us that she 
rarely leaves the house.  After 2 visits she 
confided in me about abuse she had suffered in 
her past and told me about her history of self-
harming.  

I have now worked with her for 10 months 
including initiating the intervention of her GP 
and a referral to mental health support services, 
helping her claim disability benefits, arranging 
transport and practical support for her to attend 
psychiatric assessments and benefit 
assessments, challenging benefit decisions, 
helping her manage her debt, advising on 
budgeting, getting repairs to her property sorted 
out, applying for grants.   

At her PIP assessment it was upsetting when she 
was asked by the interviewer what her hobbies 
were and she replied that she saw other people 
doing things but she didn’t know what she liked 
because she had never had a chance to find out.   

Today her weekly household income has more 
than trebled.   Priority Families are no longer 
involved.  She says she is feeling much better 
and improving on new medication and with 
assistance from a mental health support worker.  
She smiles.  She no longer shakes.  She keeps all 
her paperwork, pays bills on time and has money 
left in her purse.  She asked me for help to open 
her own bank account.  She has totally cleaned 
her house and obtained second hand furniture.  
Her house has been rewired and she has a new 
cooker, new carpets and soft furnishings.  She is 
starting to make supported visits out and about 
and is making plans for her future; with 
trepidation but determination and help from her 
sister she is planning to take her children on 
their first holiday to Butlins next year.   

On my most recent visit she was talking excitedly 
about being able to buy Christmas presents for 
her children this year and have a Christmas like 
everyone else.  

I think the people at CAB are great.  They were 

there when I had no-one else. 

(Text from client’s sister): she used phone me a 

lot, quite hysterical at times.  I think she is calm 

now and feels safe with the support. 



Impact of the Warwick 
District Service 
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£1.85 In fiscal benefits 
(saving to government), e.g. 

reduction in health service 

demand, local authority 

homelessness services and 

out-of-work benefits for 

clients and volunteers 

Total: £805,000 

£10.27 in public value 
(wider economic and social 

benefits), e.g. improvements 

in participation and 

productivity for clients and 

volunteers 

Total: £4,456,000 

£13.43 in benefits to 

individuals (value to our 

clients), e.g. income gained 

through benefits claimed, 

debts written off and 

consumer problems 

resolved. 

Total: £5,827,000 

We resolve 2 out of 3 client problems1 

66% resolved 

19% need more time 

15% not resolved 

Our value to society in 2015-16 
We prevent detriment occurring or escalating and help maintain or improve the health and 

wellbeing of both our clients and our volunteers.   

New Economy Manchester has created a cost benefit tool which was developed with and approved 

by HM Treasury economists and has been adopted by National Citizens Advice.  This tool, combined 

with real client information from our case recording system Petra, has shown that for every £1 

invested in Warwick District Citizens Advice, we generate at least the following benefits: 

1  Citizens Advice National Outcomes and Income Research, 2014 
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Warwick District Citizens Advice continues to be a 

Healthwatch Warwickshire reporting centre 

which means that we ask clients to tell us about 

their positive and negative experiences of health 

and social care in the local area.  Healthwatch 

monitors this information and where appropriate can recommend investigation or special review of 

services to the Care Quality Commission. 

 

Other Outreach  

We deliver full generalist advice on all advice issues at the following times and venues: 

 SYDNI Centre, Sydenham - Mondays 10am - 1pm 

 Brunswick Hub - Wednesdays 9.30am - 12.30pm 

 Shire Hall, Warwick - Wednesdays 9.15am - 3.15pm 

 Kenilworth Library - Thursdays 9.15am - 3.15pm 

We plan to set up 2 further advice clinics, in West Warwick and in Lillington, in the coming months.  

Our Clients 
Our work makes a difference for those most in need.  

Local Citizens Advice clients are almost five times as 

likely to live on a low income than an average member 

of the England and Wales population. 

37% of our clients reported long-term health 

problems or disabilities compared with 21% of the 

England and Wales population (EW pop).  22% 

reported a mental health problem.  

Whilst WDCA clients came from all LA wards in the 

district, 41% of all advice issues were brought to us by 

clients from the areas with the highest levels of social 

and financial exclusion: namely Aylesford, Brunswick, 

Crown, Saltisford, Sydenham and Woodloes.  

 

Other client stats 2015-16: 

 57% of clients were female, 43% male 

 87% of clients were white (75% White British), 7% 

Asian or Asian British, 2% Black or Black British, 

2% mixed.  Clients represented over 45 

nationalities. 

 Our clients were aged between 15 and 95, the biggest age category being 50-54 

 50% of working-age clients were employed (74% EW pop) 

 56% were in rented accommodation (36% EW population), 32% were owner-occupiers (64% EW 

pop) 7% were homeless 



5                                                                                                                                          WARWICK DISTRICT CITIZENS ADVICE ANNUAL REPORT 2015/16 

In focus: our new 
volunteer outreach 

Rachel Hopkins is one of a team of volunteers 

who deliver advice at our new weekly outreach 

sessions in 2 Community Centres in the district. 

 

What are the benefits of working in partnership 

with the SYDNI Centre? 

The SYDNI Centre is a community centre at the 

heart of the Sydenham Estate which has high 

levels of social and financial exclusion.  By 

hosting weekly Citizens Advice outreach 

sessions, the SYDNI Centre enables wider access 

to our advice services for people in greatest 

need who might not be able to attend our offices 

in town due to reasons of vulnerability, mobility 

and transport costs.  Centre staff also refer their 

service users to us and can support them in 

taking follow-up action following advice.  

 

What challenges do you face in your role? 

We have a higher proportion of clients who are 

vulnerable and who struggle to organise 

themselves to come to appointments and bring 

the paperwork they need.  The rich diversity of 

clients in the area who come from many different 

countries also means that some struggle with the 

English language and this can lead to difficulties 

in communication and understanding.   

 

Many clients cannot afford a mobile phone and 

are not computer literate which also cause 

communication problems for them in a world 

which expects people to be able to provide a 

mobile number or to be online, even in order to 

claim and manage their benefit entitlement.  
 

What are the most rewarding parts of the role? 

It is perhaps most rewarding when someone has 

been overwhelmed with worry and we are able 

to support them so that they no longer feel they 

are facing their problems alone.  
 

Can you give us an example of where your 

advice made a significant difference to a client? 

A case that springs to mind concerns a tearful 

lone parent, herself suffering anxiety and 

depression, who supports two teenage sons, 

both of whom have multiple disabilities.  Her 

elder son aged 17 is in the process of being 

transferred from child to adult mental health 

services and his child benefits have been 

stopped so that he now has to apply for 

Employment Support Allowance (ESA) and 

Personal Independence Payment (PIP).   

The mother was struggling with the 

requirements of the benefit claims and couldn’t 

afford to use her mobile phone to contact DWP.  

I supported her in contacting the DWP to clarify 

what further information was required, I helped 

her contact the GP to obtain medical notes to 

support her son’s ESA claim and literally held her 

hand for reassurance and encouraged her while 

she made the initial PIP application.  The mother 

wants help completing the PIP form when it 

arrives but is too anxious to come into town to 

see us at our main office so I have arranged a 

further appointment at the SYDNI Centre to help 

her fill out the PIP form.  The client says she is 

really grateful for the practical and emotional 

support, which will also hopefully result in her 

son’s benefits being set up sooner rather than 

later.   
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Volunteering with us 
Our dedicated volunteers 

form the backbone of our 

service.  They work hard 

on behalf of clients and 

the service but the 

volunteering roles they 

perform bring many 

rewards.   

We are always on the look 

out for volunteers; 

especially to join our 

advice team.  If you are a 

non-judgemental, people 

person with good 

research, IT and 

communication skills and you have a day or two a week spare please get in touch!    

Our volunteers tell us that they enjoy learning new skills, staying connected with their local 

community and the feeling of being part of a friendly and supportive team. 

If you are interested in volunteering with us, please e-mail our Volunteer Development 

Coordinator Tim Burden: info@wdcab.cabnet.org.uk or phone him on 01926 457928. 

Research and campaigns 
As well as helping clients with the advice 

issues they bring to us we also keep an 

eye on problems with local and national 

policies or practices and highlight the 

impact that they have on our clients. 

As was the case last year, the majority of 

social policy issues we raised in 2015-16 

were around benefits: the most common 

issues being around delays and 

administrative failings and the impact of 

the so-called ‘bedroom tax’ (under-

occupation charge) causing mounting 

rent arrears for some of our clients.   

We also highlighted several instances of 

poor employment practices including 

delayed or unpaid wages or failure to 

pay the National Minimum Wage.   

Housing and debt-related evidence again 

centred on the impact of the lack of 

affordable private housing locally and 

huge pressures on social housing.  

Food Bank Work: Over the past 2 years 

we have carried out detailed research 

into the profiles and circumstances of 

the clients we have given food bank 

vouchers to, in an attempt to understand 

why our clients sometimes find that they 

are unable to afford to buy food. 

We have been surprised to find that the majority of 

recipients are single men claiming, trying to claim or 

challenging a decision on sickness benefit ESA or on 

unemployment benefit JSA, or caught between the two.  

(In several cases clients were found not to satisfy the 

’limited capability for work’ eligibility criteria for ESA but 

also not the work-seeking conditions required of JSA.) 

One very worrying discovery is that almost three-

quarters of the people we have given food vouchers to 

over the last two years had long-term health problems 

or disabilities.   

This year we are also keeping tabs on the impact of the 

gradual roll-out of Universal Credit. 

If you’d like a copy of our reports please get in touch. 



Working together 
and expanding  
delivery in 2015-16 

Life can feel very complicated and difficult for 

many of our service users, who continue to 

experience the impact of welfare reforms and 

other cuts to public services due to ongoing 

austerity measures.  Whilst unemployment is 

falling, many of clients are in poorly paid or 

unsecure jobs or on zero hours contracts, and 

the cost of renting or buying property locally 

remains exceptionally high.  It is unsurprising 

that debt and welfare benefits remain our most 

common advice issues, followed by employment 

and housing.  This year we gave out almost 200 

food vouchers to local individuals or families 

who otherwise couldn’t afford to buy food. 

Our main ambition in 2015-16 was to increase 

our main office and outreach advice capacity in 

order to help more local people facing these 

difficulties, whilst maintaining the excellent 

standards that we achieved in our 2015 quality 

of advice audit as well as our high client 

satisfaction levels.  We also focussed on 

providing advice in innovative ways and on 

strengthening our partnership working with 

other organisations and agencies. 

In November 2015, we set up 2 new advice 

clinics in partner community hubs in 2 of the 

areas with the highest levels of social and 

financial exclusion in the district (Sydenham and 

Brunswick), staffed mainly by volunteers.  In 

partnership with Orbit, Warwick Town Council 

and the Henry viii Endowment Trust in 

September 2015, we also launched a ’Warwick 

Advice’ outreach project, delivering home visits 

to those in need in CV34 (see page 9 for more 

details).   

In March 2016 we launched a South 

Warwickshire British Gas funded ’Healthy  

Homes’ project in partnership with Prime GP, 

targeting people with health problems 

exacerbated by poor housing conditions. 

We are very committed to maintaining our 

outreach and community-based advice 

services as we are acutely aware that they help 

us meet the needs of our diverse community, 

including those in greatest need who do not 

present at our main drop-in services. 

In November 2015 we also joined the national 

Citizens Advice web chat and e-mail advice 

service, allowing us to provide advice and 

information for those who wish to contact us 

online. 

We are in the process of exploring a merger 
between Warwick and Stratford upon Avon & 
District Citizens Advice services. Over the last 
two years we have been working increasingly 
closely with Stratford including running an 
innovative South Warwickshire project, sharing 
best practice and resources.  We feel positive 
about the collaborative work we have thus far 
undertaken and can see the increased financial 
and operational resilience that a merger could 
bring to both of our services. For further 
information about our progress to merger 
please see the Chair’s Report on page 10. 

Once again I wish to express my thanks to our 

funders, to our 17 paid staff members and to 

our 70-plus volunteers who, between them, 

give us over 648 hours of their unpaid time 

every week.  If we were to pay them, it would 

cost us over £580,000, and we simply could not 

do it without them. 

Aidan Knox 

Manager 
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Words from 
the Chair 

This has been another busy year for our 

service with the number of enquiries up by 

over 15% from last year.  Many of these 

enquiries are becoming increasingly 

complex so I am very grateful to all the staff 

and volunteers who put in so much time and 

effort to help clients.  We are also very 

appreciative of the level of support we have 

received from our funders in difficult 

economic times. 

This increasing demand for the service and 

the backdrop of continuing financial 

pressure on our funders has led the Trustee 

Boards of Warwick District Citizens Advice 

and Stratford upon Avon Citizens Advice to 

explore the merits of merging to form a 

South Warwickshire Citizens Advice Service.     

With the support of the County Council we 

have engaged consultants to see how this 

might work and what the risks might be.  We 

have agreed in principle that merging our 

services is likely to be the best way to sustain 

and develop services to clients in the future.   

At the moment we are working towards a 

merger date of 1 April 2017 subject to the 

approval of members at our AGM in November 

2016 and EGM in early 2017. 

In recommending this merger we are 

committed to continuing our provision of high 

quality face to face advice services in both 

Warwick and Stratford Districts whilst also 

improving phone and digital access to advice.  

Richard Brooks 

Chair of WDCA Trustee Board 

With thanks to our 
funders 
We would like to thank all of our funders, listed below, for their continued and robust 
support for our work.  For funding detail this newsletter should be read in conjunction 
with the Financial Statements 2015/16 on our website. 

Funders and donors in 2015/16: Warwick District Council, Warwickshire County Council, 
Royal Leamington Spa Town Council, Warwick Town Council, Warwick Relief in Need, 
Kenilworth United Charities, King Henry VIII Endowment Trust, Action for Children, British 
Gas, The Money Advice Service, Orbit Housing, Macmillan Cancer Support and 
Healthwatch Warwickshire. 

Warwick District Citizens Advice is an independent charitable organisation that needs to 
raise all of its own funding in this difficult financial climate to ensure it continues to deliver 
its excellent services to the people of Warwick District. Please consider a one-off or regular 
Gift Aid contribution to Warwick District Citizens Advice.  You can donate to us by sending 
a text message to 70070 containing the message “WCAB10” followed by the amount you 
want to donate, e.g. WCAB10£5. 
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Warwick District Citizens Advice 
10 Hamilton Terrace 
Leamington Spa 
CV32 4LY 
 

Website: www.cableamington.org.uk 
 

Warwickshire Adviceline: 0844 855 2322 
 

www.citizensadvice.org.uk 
 

 

Produced by Warwick District Citizens Advice Oct 2016 
Registered charity number: 1106631 

Registered company number: 5752247 

Financial Conduct Authority registration: 617786  

 

Main Office Drop-in Sessions: 

 

Monday  10am—3.30pm 

Wednesday  10am—2pm 

Thursday  10am—2pm 

Friday  10am—2pm 

We are grateful for the hard work and dedication 
of all of the following volunteers in 2015/16: 
 

John Boden - Advice Session Supervisor 
Jane Beckett - Grants Administrator 
Nigel Milne - IT Support 
Peter Blackledge - Webmaster 
 

Money Advisers: Andy Bolam, Paul Hobday 
 
Money Saving Advisers/Financial Wellbeing 
Assessors: Chris Barker, Robert Bicker, Margaret 
Green, Chris Haylock*, David Ndolo*, Charlotte 
Blower, Emmeline Cockshutt, Cari Sweeney*  
 

Gateway Assessors: Margaret Bold, Angela 
Fielding*, Sergia Hadjitofi, Sam Halliwell, Sally 
Harrison, Sarah Kingsley-Fried*, Roger Laws, Jim 
Loughran, Lara Moir*, Steve Nicholls, Ada 
Onunkwo*, Andrew Patrick, Mike Slater, Ian 
Stevens, John Thomas 
 

Generalist Advisers and Trainee Advisers: Hugh 
Beale, Kathy Blackledge, Karen Brogan, Sara 
Coldicott, Jackie Cranmer, Hugh Gilmore, Randolph 
Hill, Rosa Gilham, Celia Hilgenberg, Rachel Hopkins, 
Nick Hoten*, Helen Lord, Bill Lowe, Alan Markless, 
Alex Mellon, June Newton, Paul Newton, Kevin 
Payne, Nigel Phipps, Lindsey Popplewell, Karen 
Ralph, Yemima Safra, Gary Shields, Robert 
Stockdale, Sarah Strachan, Ann Such, Marilyn 
Waters 
 

Receptionists and Administrators: Abbey Alcock*, 
Rebecca Ashby*, Elizabeth Collins*, Marion de 
Beer, Louisa Helliker, Patty Icke, Moira Jones*, 
Oxana Jones, Margaret Lawson*, Ivanna Liepina, 
Hassan Malik*, Helen Papadopoulos, Jean Perry*, 
Hayley Pitifield, Ashley Robertson*, Trish Sear, 
Jackie Walker*, Anne Wood 
 

Research and Campaigns Team: Kate Booty, Mike 
Slater, Ian Stevens, Marianne Pitts 
 

Trustees 
Richard Brooks - Chair 
John Plumb - Treasurer 
Marilyn Bates, Alison Berry, Geoff Brooke-Taylor, 
John Daly, Nicola Davies, Kate Dickson*, David 
Greenwood, Gerald Guest, John Knight, Yvonne 
Moore*, Phil Parker, Antony Townsend, Alan 
Wilkinson 
 
*left the service during the year 
 

 

Follow us on Twitter 

twitter.com/wdcab 

Watch our films on YouTube 

youtube.com/citizensadvice 

Paid staff members 2015/16: 
Aidan Knox - Manager 
Charlie Adams - Advice Services Manager 
Ann Frogley - Office Manager 
Tim Burden - Volunteer Development 
Alison Elkin - Advice Session Supervisor/Trainer 
Liz Hindmarsh - Outreach Supervisor 
Heidi Bottomley - Healthy Homes Outreach 
Hazel Carrington - Cleaner 
Gul Singh - Macmillan Caseworker 
Hudha Chowdhury - Macmillan Case Support  
Ruth Charsley - Money Adviser 
Michelle Clement - Money Adviser 
Jenny Harding* - Money Adviser 
Graham Weston - Money Adviser 
Hannah Beaumont* - MAS Case Support 
Natasha Hope - MAS Case Support 
Wendy Abdulkarim - Warwick Advice Outreach 
Janine Earl - Outreach Worker/Healthy Homes 
Jonathan Hattersley* - Money Saving Adviser 
Chet Naik - Money Saving Adviser 

Annual report  

2015-16 

Helping local people 

find a way forward 

http://www.cableamington.org.uk
http://www.citizensadvice.org.uk

