
 
 

 
Advice Service for 

Patients of Wandle GPs 
Evaluation 

 
 
 

A Final Report to  
Wandsworth Citizens Advice Bureaux 

 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 
 

 
 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

January 2015 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

CONTACT 

 
Andy Perry 

Director 
 
andy.perry@communitysense.co.uk 
 
 
 
 
 
 
 
 
 
 
 
 
Community Sense Ltd 
London and Newcastle 
Head Office: 71-75 Shelton Street, London WC2H 9JQ 
 
www.communitysense.co.uk

100% recycled 
This report is printed on 
post-consumer recycled paper 



 

 
 

Advice Service for Patients of Wandle GPs Evaluation 
 

CONTENTS 
 

 

PART 1  EXECUTIVE SUMMARY 1   
 

PART 2  INTRODUCTION 4   
 

  2.1 Purpose of the Evaluation  4 
2.2 Methodology   4 
2.3 Report Structure   5  

  

PART 3 ADVICE SERVICE CONTEXT   6   
 

  3.1 Background and Evolution of the Service  6 
  3.2 Support for the Original Rationale  6 
  3.3 Aims and Objectives   7 
  3.4 The Service Offer   7 
  3.5 The Patient Journey   8 
     

PART 4  DELIVERY AND REFERRAL   10    
  

  4.1 Delivery Structure   10 
  4.2 Referral Process   10 
 

PART 5 OUTPUTS AND PERFORMANCE  13 
 

   5.1 Accepted Cases and Support Type  13 
   5.2 Onward Referral   15 
  

PART 6 IMPACTS AND ACHIEVEMENTS  16   
 

   6.1 Progress   16 
   6.2 Key Attributes   20 
   6.3 Meeting Needs   34 
   6.4 Service Improvements  35 
 

PART 7 RESPONDING TO THE EVALUATION  38 
 

   7.1 Strengths to Build On  38 
   7.2 Improvements and Recommendations  39 
 

APPENDICES   42 
    



1 

 
 

Advice Service for Patients of Wandle GPs Evaluation 

 

“Simply brilliant!  I am extremely positive about my experience and the 
help and support I received through the Advice Service”. 
 

1.0  EXECUTIVE SUMMARY 
 
Since commencing delivery on the 1 July 2014 the Advice Service for 

Patients of Wandle GPs (the Advice Service) has been positioned as an 

innovative approach to prescribing CAB advisory support and community 

referral for patients presenting social needs to their GP, intended to help 

achieve resource savings for GPs and promote better patient health in the 

Wandle locality. The pilot project was intended to run for a period of 9 

months and has been funded by Wandle Locality CCG under the 

Investment Budget, with performance management led by Wandsworth 

CCG.  

 

The Advice Service was developed against a contextual background 

where comparatively little had altered in the way social support needs of 

patients was addressed and managed while the time and resource 

expended by GPs connected to patients’ social needs and the effect on 

their health was increasing. The rationale for the project was rooted in a 

determination to redirect patient demand for social support from GPs to 

appropriate community provision. By supporting patients with social 

support needs the Advice Service aimed to reduce the number of frequent 

attenders presenting to Wandle GPs, so achieving resource savings for 

GPs and providing a gateway to the myriad of community provision and 

health-aspected support available.  

 

Service delivery was led by Wandsworth Citizens Advice Bureaux (WCABx) 

using a directly employed a CAB trained Advice and Community Referral 

Assistant (ACRA) to lead patient engagement and advisory support 

activity. The delivery model has succeeded in providing timeliness of 

advice to patients through a range of channels including telephone 

support and more intensive appointment based advisory and casework, 

which is tailored to each patient’s particular needs.  

 

 

 

 

 

A New Offer 

Wandsworth CABx helps over 8000 Wandsworth residents a year. The 

WCABx receive council funding to support local residents in Wandsworth, 

providing information and signposting guidance on a range of issues 

such as welfare benefits, debt, housing, employment, immigration and 

family and personal matters. Recent cuts to WCABx funding coupled with 

the Government’s welfare reforms means that demand for these services 

far outstrips supply and drop-in advice sessions are heavily over 

subscribed, with individuals securing a follow-on appointment with an 

advisor typically having to wait up to a month before being seen. While 

WCABx also delivers some specialist projects, e.g. providing advice to 

cancer patients and debt advice to housing association tenants, unless 

an individual qualifies for this type of support it is not available to them.  

 

The Advice Service offers the key advantages that it is open to any patient 

referred by their GP and provides individuals easy access to responsive 

and more in-depth help and advice from the outset.  

 

Use of the Service 

A simple patient referral process and eligibility criteria has served to 

minimise the number of inappropriate referrals to the Advice Service and 

help encourage GP engagement with the pilot. The Service has supported 

a total of 147 patients, equivalent to 74% of the original target to support 

200 patients with CAB advice as part of a total target to accept 500 

referrals overall. 

 

The level of patient referrals has been lower than anticipated by WCABx 

and the CCG, owing to the comparatively low profile of the Advice Service 

among Wandle GPs, particularly at the start of the pilot, and limited 

awareness of GPs about the range of support offered by the Service 
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through social prescription. Consequently, a structured programme of 

outreach is being delivered by the ACRA to build better linkages with staff 

teams at Wandle practices that have had limited or no involvement in the 

Advice Service so far.  

 

A total of 64% of the 22 target Wandle GP practices had used the Advice 

Service at the time of the evaluation. Overall, the frequency of patient 

referral across the complement of GP practices that have engaged with 

the Advice Service pilot has not been consistent. The long established 

relationships WCABx has with  Brocklebank and St Paul’s Cottage 

practices has helped these surgeries account for 36% and 16% of patient 

referrals to the Advice Service respectively, and there is a clear 

opportunity to utilise this success by inviting these practices to act as a 

conduit to help raise awareness among GPs more widely.  

 

Taking the patterns of GP usage of the Service into account it is 

recommended that future outreach should be expanded to include the 

whole of the Wandle locality with a particular focus on those practices 

that have not engaged with the Service. 

 

Social Prescription 

The success of the pilot relies in part on GP awareness of the range of 

support accessible as part of the full social prescription offer. The extent 

of GP awareness in this regard has been limited; many patients referred 

to the Advice Service since July 2014 have tended to present needs for  

traditional CAB services, such as housing issues, debt advice and benefit 

and welfare support. 

 

It is recommended that a description and examples of the full range of 

support services open to patients via social prescription should be 

embedded as part of wider promotion of the Advice Service to GPs. The 

Advice Service should also be positioned as the go-to service for social 

support for Wandle patients in order realise the aspiration to remove the 

current demand placed on GPs to navigate the complex community based 

advice sector in order to help their patients. 

 

Quality of Provision 

Satisfaction with the quality of provision from the Advice Service is high: 

80% of GPs regarded the quality of the service provided to their patients 

to be ‘excellent’ or ‘good’ and over 90% of patients stated they were ‘very 

happy’ or ‘happy’ with the service, information and advice they received. 

More than 93% of GPs indicated that they were satisfied with the 

outcomes delivered for their patients by the Advice Service, which is an 

important endorsement for the model and delivery by WCABx. 

 

The significantly high overall satisfaction among patients and GPs with 

the Advice Service indicates that the pilot has been largely successful in 

meeting the overarching requirements to provide a high quality social 

prescription service giving Wandle patients access to WCABx help and 

community referral, as was embedded in the original aims. 

 

Service Impacts 

All GPs stated that since working with the Advice Service the resources 

they expend on patients presenting social support needs had decreased, 

and several noted the timeliness of care provided to their patients was a 

key attribute of the pilot. This helps demonstrate the effectiveness of the 

Advice Service at supporting General Practice teams including an 

increase in the number of patients being referred to social/community 

provision, showing a tangible benefit and achievement of the pilot 

towards the aim to provide a social prescription service that secures 

resources savings for GPs and helps them navigate the maze of 

community provision. 

 

This is further emphasised by those GPs that indicated that the number 

of patients reporting positive impacts from non-medical interventions has 

increased since they started working with the Advice Service.  

 

The evaluation identified a positive trend among patients of improved 

wellbeing, particularly mental wellbeing, after using the Advice Service.  
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The proportion of patients who measured their stress/worry at the 

highest level before using the Service reduced markedly after receiving 

support and the level of patients who stated they had no worries or stress 

increased more than four fold after using the Advice Service. 

 

The result provides an indication of the positive impact being achieved by 

the pilot towards the original aim to provide social welfare advice and 

mitigate the negative effects of increasing living costs and rising debt, 

which have been shown to impact on people’s health and wellbeing.  

 

Furthermore, the evaluation also identified a significant proportion of GPs 

consulted have reported additional positive impacts since working with 

the Advice Service including:  

 

• 80% considered the Advice Service to be ‘excellent’ or ‘good’ in 

supporting GPs respond to patient in need of legal help or 

community support 

• Several GPs regarded the Service to have had an impact on the 

levels of frequent attendances to their practice, including reducing 

anxiety and improving patient mood which was credited with 

helping to reduce frequent attendances in Primary care 

Drawing on the successes of the pilot and maximising the engagement 

with the full complement of Wandle GP practices is key to positioning the 

Advice Service as the lead social support vehicle that supplements wider 

healthcare provision, including primary care, that will be essential to 

ensure the Service remains relevant to healthcare providers and funders 

beyond March 2015. 
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2.0  INTRODUCTION 
 
The Advice Service for Patients of Wandle GPs (the Advice Service) is at an important stage 
in its delivery, following its launch on 1 July 2014 originally as a 9 month pilot service. 
Wandsworth Citizens Advice Bureaux (WCABx) has commissioned CommunitySense to 
undertake an evaluation of the Advice Service pilot as delivered from July 2014.  
 
This report is the final product of the evaluation process, in which the outcomes and impacts 
of the Advice Service have been reviewed and detailed recommendations drawn to support 
WCABx and Wandsworth CCG to shape the direction of the service and social prescription 
support more widely. 
 
This part of the report includes the following three areas: 
 
i.  Purpose of the evaluation 
ii.  Methodology 
iii.  Report structure 
 
Each is described in more detail below. 
 

2.1 PURPOSE OF THE EVALUATION 

This evaluation has been undertaken to ascertain the progress and achievements secured 
by the Advice Service pilot from July 2014.  
 
The evaluation was undertaken between July 2014 and January 2015 and the broad 
objectives were to: 
 
• Assess the quantitative contractual performance of the pilot with supporting analysis 

of operational practice over the delivery period 

• Identify the successes in achieving objectives set for the Advice Service accounting 
for key implementation and outcome factors and what has worked well and less well 
and the connected circumstances and learning opportunities 

• Provide recommendations to support WCABx and its partners to accelerate 
achievements and secure long term success in social prescription support to patients 

 
2.2 METHODOLOGY 

Throughout the evaluation process, the delivery and reporting has been managed by an 
appointed Oversight Group, consisting of representatives of WCABx and Wandsworth CCG. 
 
The methodology used to undertake this evaluation was developed to ensure each objective 
was fully met and included the following 6 interlinked stages: 
 
i. Desk research involving the collection and analysis of key documents including 

monitoring reports, milestones, funding agreements, forecasts and claim returns 
ii. Performance review using delivery outcome and financial information and reporting 

for the Advice Service 
iii. Surveys completed with Advice Service patients 
iv. GP surveys   
v. Key Player interviews  
vi. Case studies detailing the personal journeys of selected patients engaged in the 

Advice Service 
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 2.3 REPORT STRUCTURE 

This report is structured around 7 parts and has been written to facilitate easy access and 
understanding for both technical and non-technical readers. Recommendations are 
provided throughout and are summarised at the end of the report. 
 
Part 1:   Provides an Executive Summary of the Advice Service evaluation and key 

findings 
 
Part 2:  Introduces the report and outlines the methodology and approach taken by 

CommunitySense during the evaluation 
 
Part 3:   Sets the context and rationale of the Advice Service 
 
Part 4:   Overviews client engagement with the Advice Service and assessment of the 

patient referral process 
 
Part 5:   Considers the outputs and performance of the pilot  
 
Part 6:   Describes the impacts and achievements of the Advice Service pilot 
 
Part 7: Reviews the overall findings of the evaluation and summarises the 

recommendations made to help inform the development of the service and 
social prescription moving forwards 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



6 

 
 

Advice Service for Patients of Wandle GPs Evaluation 
 

3.0  ADVICE SERVICE CONTEXT 
 
While GPs face demands from patients requiring social as well as medical support little has 
changed in the way the social support needs of patients is addressed and managed. As 
pressure on primary care increases the need to shift social advice from GPs to other 
providers, including community based resources, has become more acute.  
 

3.1 BACKGROUND AND EVOLUTION OF THE SERVICE 

The Advice Service has been funded by Wandle Locality CCG under its Investment Budget 
and is intended to provide GPs and general practice staff the means to ‘prescribe’ patients 
Citizens Advice Bureaux help, advice and guidance and targeted community referral.  
 
Wandsworth CABx was awarded a contract to deliver a ‘social prescription service’ available 
to the patients of GPs in the Wandle area, providing them with CAB support coupled with 
community referral to other provision where relevant. The Advice Service commenced 
delivery in July 2014, originally as a 9 month pilot project. 
 

3.2 SUPPORT FOR THE ORIGINAL RATIONALE 

The Advice Service provides social prescription for the patients of 22 Wandle GP practices, 
allowing individuals presenting with social support needs to access CAB help and ongoing 
referral.  
 
The rationale for the Advice Service pilot was rooted in a determination to shift social 
support for patients from GPs to appropriate community provision whilst seeking to reduce 
the number of frequent attenders presenting to Wandle GPs. A number of issues were 
identified which affected how effectively the social support needs of patients were being 
addressed: 
 
1. Many GPs were unsure of the scope and range of social and community provision and 

how this can be accessed easily for patients 
2. No formal means existed to refer patients to community provision that can be used by 

a wide range of GP practices 
3. The absence of a viable gateway for patients to be referred between community 

organisations to access a range of social and health-aspected support that is 
particular to their needs 

Furthermore, Wandsworth CCG had identified a clear priority on promoting the value of 
social prescription to local healthcare providers as a means to help address the social 
support needs of patients as part of a holistic care offer that also redirects some of the 
demand placed on GPs by patients presenting social support needs in a primary care 
setting. 
 

3.2.1 THE WANDLE POTENTIAL 
 
The Advice Service has sought to respond to the interrelationship between social and health 
inequalities, specifically addressing the underlying social welfare issues affecting an 
individual that can lead to or exacerbate health complications. To embed this approach 
within the Wandle context WCABx plotted the geographic spread of GP practices in the 
Wandle locality with deprivation comparators, as shown in figure 1 below. 
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Figure 1. Wandle GP practices distribution and local area deprivation 
 
The WCABx identified that a number of Wandle GP practices are located in or near to areas 
of elevated deprivation where health inequalities are typically greater and the need for 
targeted social welfare advice is increased. Therefore, it was anticipated that by providing a 
dedicated route for patients of Wandle GPs to access targeted advice and information the 
pilot has the potential to engage individuals with higher social support needs from areas of 
greater deprivation and socio-economic disadvantage.  
 

3.3 AIMS AND OBJECTIVES 

The aims and objectives of the Advice Service pilot have been defined to reflect the 
overarching context and rationale of the Service and a need to provide Wandle patients with 
targeted social prescription alongside and complementary to traditional medical support. 
 
It was intended that the Advice Service would work to: 
 
ADVICE SERVICE: KEY OBJECTIVES 
 

1. Receive patient referrals from Wandle GPs who identify patients in need of legal help 
or community support 

2. Provide an accessible gateway for patients between community and statutory 
resources and organisations and the Wandsworth advice and information sector 

3. Deliver multi-channel advice and information to patients identified as needing CAB 
services tailored to a patient’s particular needs 

 
3.4 THE SERVICE OFFER 

The Advice Service was established as a 9 month pilot available to patients registered with 
22 GP practices in the Wandle area.  
 
During the 9 month delivery period the Service intended to receive referrals of patients who 
their GP practice believed to: 
 
• Require legal help or community support 
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• Require other dedicated CAB services 
 

Ultimately, it was the responsibility of a patient’s registered practice to determine an initial 
assessment of an individual’s suitability for referral to the Advice Service. General practice 
staff and GPs in Wandle were provided with a telephone number, email and web-portal 
facility for generation enquiries and patient referrals to the Advice Service.  
 
Patients referred to the Advice Service are offered a range of levels of support, including: 
 
i. General information and guidance literature 
ii. Assisted information  
iii. Generalist advice on welfare benefits, money/debt advice, housing, employment, 

consumer, immigration, family and personal, taxation and health and education issues 
iv. Full casework support for debt and welfare benefits problems 
 
Where a patient is to be supported through an appointment with the ACRA these are hosted 
at either the CAB office in Roehampton or one of a number of GP practices in Wandle who 
provide space at agreed times.  
 
In recognition of the complexity of the community advice landscape, which can be confusing 
to non-specialists seeking to access the sector, the Advice Service is intended to provide a 
gateway for patients to other local support services and community-based resources such 
as care4me and ACIS, Family Information Service and local authority funded services. 
 

3.5 THE PATIENT JOURNEY 

The Advice Service was intentionally designed to provide an easy access social prescription 
service available to patients of Wandle GPs who present social as well as medical support 
needs to their GP. 
 
The evaluation has accounted for a ‘typical’ patient journey, highlighting the key activities 
and support measures offered to effect successful outcomes for an individual referred to the 
Advice Service by their GP practice. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Patient Initial Assessment 
During consultation a patient presents and/or their GP identifies underlying of 
connected social support needs in addition to health issues. 

 

Referral 
The GP or GP practice completes a simple electronic referral form and submits this 
to WCABx and provides a copy to the patient forming their ‘prescription’ for social 
support.  

 

ADVICE SERVICE: PATIENT JOURNEY 
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The Service offers a flexible and streamlined approach to delivering socially prescribed 
support using a suite of support channels from telephone and secure email to more 
intensive appointment based advice or casework activity dependent of a client’s particular 
needs. 
 
 
 
 

Telephone Assessment 
A dedicated CAB trained Advice and Community Referral Assistant (ACRA) receives 
the patient referral details and makes swift contact with the patient to assess the 
extent and depth of the patient’s particular support needs. 

 

Post Support Feedback 
Feedback is sought from clients supported through the Advice Service which 
doubles as a opportunity to help ensure individuals are progressing post Service 
support. 

 

Telephone 
support 

Reference 
information 

In-person 
advice 

Onward 
referral 

No further 
action 

and/or and/or and/or and/or 
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4.0  DELIVERY AND REFERRAL  
 
In order to ensure that maximum impact would be achieved by the Advice Service during the 
pilot period effective programme management practices and robust delivery systems are 
essential. This part of the report considers key aspects of the management of the Advice 
Service and engagement with patients and comments on how this has impacted on delivery 
and the achievement of outcomes. 
 
The evaluation therefore explores the influence on the service of the following: 
 
• Delivery structure  
• Referrals process 
 
Each is considered in more detail below. 
 

4.1 DELIVERY STRUCTURE  

Across the pilot period the Advice Service has been delivered by WCABx an independent 
registered charity and part of the national Citizens Advice Bureaux. 
 

4.1.1 WCABx DELIVERY 
 
Wandsworth CABx acted as the central receiving point for patients referred to the Advice 
Service via their GP practice and was responsible for assessing patient need and actioning 
support accordingly. Wandsworth CABx delivered the Service directly and the WCABx 
employed ACRA undertook the management and delivery of support to patients referred by 
their GP practice.   
 
As the contracted provider of the Advice Service, WCABx is generally recognised among 
local stakeholders as bringing a wealth of experience in delivering targeted advice and 
guidance coupled with expertise in delivering successful advice services within GP and 
hospital settings in Wandsworth including Brocklebank, St Paul’s Cottage and St George’s 
hospital in Tooting. The organisation was able to draw on this track record in shaping it 
successful bid to delivery the social prescription based Advice Service pilot from July 2014. 
 
From the outset of the commissioning of the Advice Service pilot WCABx was proactive in 
building its operational capacity and fine tuning processes to manage and monitor delivery 
to secure key outcomes for patients referred to the Service. Drawing on over 5 years 
experience of delivering in-surgery advice services in the Wandle locality WCABx undertook 
to: 
 
• Develop feedback forms for patients referred to the Service to complete post support 
• Modify Petra client database system to capture relevant client details and generate 

monitoring reports specific to the Service 
• Promote the Advice Service across the base of Wandle GP practices, including in-

surgery promotion 
 
Wandsworth CABx also recruited an experienced advisor to act as the ACRA, providing full 
time delivery and case management support to individuals referred to the Advice Service. 
 

4.2 REFERRALS PROCESS  

The process of referring a patient onto the Advice Service determined by the patient’s GP 
and their assessment of the social needs of the individual. Where a GP acknowledges 
particular social needs presented by the patient and/or believes that the patient could 
benefit from social support offered through the Advice Service, a simple electronic referral 
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form is completed and submitted to the Service ACRA and duplicate copy provided to the 
patient, forming their ‘social prescription’. 
 
The Advice Service model requires 100% of patients engaged in the Service to be referred by 
the registered or duty GP. Therefore, GPs are an important stakeholder group occupying a 
unique position within primary care in the Wandle locality and able to inform and influence 
the success of the Service moving forwards. 
 
As part of the range of consultation work and structured feedback secured from GPs the 
evaluation has taken specific consideration of GPs’ assessment regarding the referrals 
process of the Advice Service.  
 

4.2.1 PERCEPTIONS ABOUT THE REFERRAL PROCESS 
 
As part of the evaluation detailed surveys with Wandle area GPs have been completed. To 
identify the perceptions among GPs regarding the referral process for the Advice Service, 
practitioners consulted as part of the evaluation were asked to rate the referral process, as 
shown in chart 1 below. 
 

 
Chart 1. GP rating of Advice Service referral process.  
 
A total of 60% of GPs surveyed considered the Advice Service referral process to be 
‘excellent’ which is a significant endorsement of the approach used to accept patients onto 
the Service and initiate a telephone assessment with the ACRA. Attendance by WCABx at an 
all-practice event hosted by Wandsworth CCG in November presented staff with an 
opportunity to address the concerns expressed by some GPs sceptical about the amount of 
work involved in initiating a patient referral, with a number of GPs who had used the Service 
stating how straightforward the referral process was. The event was also a valuable 
opportunity for WCABx to raise GPs’ awareness about the Advice Service generally following 
a low-key role out of the Service in July, as considered further in this report. 
 
There were 40% of GP respondents that considered the referral process to be ‘average’ and 
this was typically linked to specific difficulties experienced when referring a patient to the 
Service, as considered further in this report.  
 
Some issues with patient referral forms not being fully completed have been identified, 
including missing information relating to the social support needs of the patient. This has 
resulted in more time being spent by the ACRA in assessing the needs of those patient’s 
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before determining the most suitable types of support can be offered. For example, the ACRA 
will typically use information about the patient’s issues as outlined by their GP as part of the 
‘social prescription’ to fact find and research potential solutions before the first telephone 
call is made to the patient. This approach helps ensure patients are presented with a 
customised approach to social welfare support from the outset of their engagement with the 
Advice Service and eliminates the need for the ACRA to repeat initial exploratory 
assessments of a patient’s needs as would have been done with their GP.  
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5.0  OUTPUTS AND PERFORMANCE 
 
To augment the contextual and delivery descriptions of the Advice Service pilot the 
evaluation has assessed the outputs achieved by the Service. Contractually, the CCG has 
utilised the original bid proposal submitted by WCABx to form the basis of the output targets 
for the pilot, which include a mixture of tangible and non-quantified target outputs.  
 
The assessment of gross project outputs is broken down across the following theme areas: 
 
• Accepted cases and support type 
• Onward referrals 
 
Each is covered in further detail below. 
 

5.1 ACCEPTED CASES AND SUPPORT TYPE  

Wandsworth CABx recorded the number of patient referrals accepted by the Advice Service 
and the type of support offered to individuals. Gross outputs determined as accepted cases 
are shown in table 1 below. 
 
For ease of reference, the gross outputs table is colour coded as follows:  
 
 The output target has been achieved or exceeded 
  
 The output target has not been achieved by 10% or less 
  
 The output target has not been achieved by more than 10% 
 
  
ADVICE SERVICE 
CAB SUPPORT CASES  

 Total Cases 
Target 200 
Actual 147 

 
Table 1. Accepted case totals against CAB advisory target 
 
Up to 28 November 2014 the Advice Project had supported 147 patients referred by Wandle 
GPs since July 2014. This represent 74% of the original target of supporting 200 patients 
with CAB advisory within the nine months of the pilot lifetime. Accounting for the project 
lead-in period at the start of delivery the achievement of 74% of the original target of 200 
within the first 7 months of delivery is significant, particularly in the context that a majority 
of patients referred to the Service required intensive advisory often including appointment, 
telephone and letter and email advice. Table 2 below shows that there have been a total of 
366 recorded advisory events, equivalent to 2.5 events per patient. 
 
ADVICE SERVICE 
TOTAL ADVISORY EVENTS  

 Total 
No. advisory events 366 
No. event per patient 2.5 

 
Table 2. Advisory events breakdown 
 
The relatively high intensity of support that patients referred to the Advisory Service benefit 
from is testament to the delivery model employed where the ACRA has sufficient time to 
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follow a structured casework programme for those patients whose social support needs are 
particularly in-depth.  
 
There have been a total of 165 patient referrals to the Service by Wandle GPs. The overall 
patient referral target of 500 patients is unlikely to be met, accounting for the lower than 
anticipated onward referral of patients to other community resources owing largely to the 
fact that WCABx has identified the majority of patients referred by their GP are done so on 
the basis of the GPs’ awareness of CAB services rather than wider social prescription, 
leading to most patients seeking CAB advisory support. 
 
Although no specific measure of inappropriate patient referrals has been included in the 
monitoring records developed by WCABx anecdotal feedback from project staff indicates 
that the level has been negligible indicating the strength of the patient referral process which 
has helped ensure the appropriateness of cases that can be support by the Advice Service 
using straightforward referral criteria that is easily understood by general practice teams. 
 

5.1.1 PATIENT SUPPORT 
 
Delivering multi-channel advice to Wandle patients was a key aim of the Advice Service pilot. 
The types of patient support delivered to individuals referred to the Advice Service has been 
recorded by WCABx via the Petra system. The headings recorded by the system have been 
grouped into overarching types of support, as shown in chart 2 below. 
 
 

 
Chart 2. Levels of support provided to Advice Service patients 
 
Overall, one of the key benefits of the Advice Service to patients has been the direct contact 
that individuals enjoy compared to more common drop-in models of delivery of advice. This 
means that patients referred to the Service by their GP can access advice faster and receive 
support that is tailored to their personal circumstances from the outset.  
 
Wherever possible the ACRA has undertaken to research the potential social support 
solutions that best meet a patient’s needs before the first contact is made with the patient 
following the referral by their GP.  
 
Around 44% of individuals engaged in the Advice Service have received information and 
onward signposting from the ACRA. This support is initiated as a raised enquiry leading to 
email, telephone or face to face support dependent on the individual’s particular needs. The 
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use of a range of advice channels including telephone has provided a useful means to 
deliver prompt and direct advice to patients whose needs are not so complicated to require 
casework support. Patients of the Advice Service have been signposted to a range of 
community resources and providers such as cancer, bereavement and housing charities, 
their local MP, legal support and local authority children’s services. 
 
More intensive advice and casework had been undertaken with over 40% of patients referred 
to the Advice Service, including such support as welfare advice and making benefit claims 
and debt management advice. An important benefit of the Advice Service has been the 
continuity in providing more intensive advice afforded through the Advice Service delivery 
model with the ACRA able to spend more time with patients and acting as a their main point 
of contact with their case. 
 

5.2 ONWARD REFERRALS  

Chart 2 above includes assessment of onward referral of patients from the Advice Service. 
Only 0.3% of patients have been referred to other community based advice services such as 
the Disability Advice Service and the Law Centre. Originally, the pilot had aimed to initiate 
onward referral and signposting of 300 from a total of 500 individuals supported through the 
Advice Service, equivalent to 60%. The significantly lower level of actual onward referrals is 
due to a number of factors: 
 
i. Most patients present CAB relevant issues – GPs have readily recognised the Advice 

Service as an access point to CAB services and understood less the wider suite of 
social prescription support available. A majority of patients referred have required 
debt and welfare benefit advisory support that can be delivered by the CAB directly 
without the need for onward referral. 

 
ii. The WCABx has identified relatively long waiting times – individuals referred to some 

community providers of advice can wait for up to 1 month to be seen. Therefore, 
where possible WCABx has resolved to deliver advice directly to ensure the patient 
benefits for timely support. 

 
Where onward referral has been not been undertaken owing to issues affecting other 
community providers, details should be recorded to help substantiate variance with the  
original referral target. 
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6.0  IMPACTS AND ACHIEVEMENTS 
 
Working closely with Wandsworth CCG, since July 2014 WCABx sought to shape and deliver 
advisory support intended to meet the objectives set for the Advice Service, as outlined in 
Part 3 above. This included incorporating an outcomes driven model that supported wider 
assessment of tangible performance and impact attributable to the original Wandle locality 
CCG investment. 
 
To augment the quantitative analysis of the outcomes returned by the Advice Service the 
evaluation has sought to capture a range of detailed qualitative assessment secured across 
a number of key player groups, including WCABx, CCG, patients and local GPs and practice 
staff. 
 
The impact and progress of the Advice Service approach has been considered across a 
number of discrete areas, including: 
 
• Progress 
• Key attributes 
• Meeting needs 
• Service improvements 
 
Each is described in further detail below. 
 

 6.1 PROGRESS  

After delivery commenced on 1 July 2014, referral of patients to the Advice Service was 
slower than anticipated by commissioners and WCABx as the contracted service deliverer. 
Across the 6 months of delivery of the pilot to date there have been a total of 16 practices 
that had utilised the Advice Service. 

 
 
Fig 2. Take up of the Advice Service among Wandle GP practices  
 
The 16 practices represents 73% of the total number of GP practices in the Wandle locality 
that could use the Advice Service. This is an important achievement that demonstrates the 
extent of the Service coverage that has been secured by WCABx through limited promotion 
of the Advice Service to practitioners across the target area.  
 

6.1.1 PROMOTION OF THE ADVICE SERVICE 
 
From the outset of delivery WCABx and Wandsworth CCG agreed the types of promotion of 
the Service that would be undertaken. Given the potential complications that could arise 
from promoting a service only available to GPs in part of a CCG area, namely the Wandle 
locality, promotion of the Advice Service was relatively low key at following the 
commencement of the pilot in July 2014. Targeted promotion activities led by WCABx have 
included: 
 
ADVICE SERVICE: PROMOTION ACTIVITIES  
 
• Advice Service introduction letter sent to all Practice Managers  
• Targeted outreach to GP practices in three areas: Wandsworth, Tooting and SW12 
• Information disseminated to practices through Wandsworth CCG 
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• All practice event information  
• In-surgery poster and practice staff engagement 
 

 
The attendance by WCABx at an all practice event hosted by Wandsworth CCG in November 
2014 proved a valuable opportunity for staff to address some of the misconceptions about 
the Advice Service, particularly concerns about the patient referral process being onerous.  
 
It is generally recognised that the Advice Service is not as visible as it perhaps could be to 
Wandle GPs owing to a number of issues encountered during delivery, including: 
 
• Service information provided to front line staff in GP practices is not necessarily 

shared among colleagues  

• Visits to GP practices made by the ACRA have had limited success in reaching all 
front line staff and information is not necessarily shared among all staff 

• Wandsworth CCG emails advertising the Advice Service were one of multiple 
notifications of different services sent to GPs generally 

• Locum doctors can have limited awareness about the Service if they have not seen or 
received literature prior to undertaking their surgery 

 
Wandsworth CABx has been able to utilise its extensive experience in providing in-surgery 
advice including long established relationships with Brocklebank and St Paul’s Cottage 
practices, with these surgeries accounting for 36% and 16% of patient referrals to the Advice 
Service respectively.  
 
Targeted outreach should be expanded to include the whole of the Wandle locality with a 
particular focus on those practices that have not engaged with the Service to date. 
 
GP practices with which WCABx has a strong relationship could be recruited as Advice 
Service champions to help promote the pilot at all practice events and act as a conduit to 
help raise awareness among other Wandle practices. 
 

6.1.2 UNDERSTANDING SOCIAL PRESCRIPTION 
 
A key objective of the Advice Service to provide an innovative ‘social prescription’ service to 
patients of Wandle GPs. The success of the pilot relies in part on GPs having an appreciation 
of the range of support accessible as part of the full social prescription offer. In particular, 
the needs of many patients referred to the Advice Service since July 2014 have tended to 
focus on traditional CAB services, such as housing issues, debt advice and benefit and 
welfare support. Fewer patients have been referred to the Service presenting social needs 
that fall outside of typical CAB advisory remit e.g. the Advice Service can support individuals 
regarding smoking cessation and access to counselling.  
 
The evaluation has identified that GPs engaged in the Advice Service are more inclined to 
initiate a referral of a patient based on their understanding of traditional CAB services rather 
than awareness of the full range of support offered through the social prescription model.  
 
Raising awareness about the full range of support services open to patients via social 
prescription should be embedded as part of wider promotion of the Advice Service to GPs 
 
Furthermore, effective social prescription also relies on the effectiveness of the assessment 
of a patient’s social support needs prior to a referral being initiated to the Advice Service. 
Whether all GPs have the time and inclination to thoroughly explore a patient’s social as well 
as medical issues during a typical consultation is unclear. It is therefore paramount that the 
Advice Service is positioned as the go-to service for social support for Wandle patients if the 
aspiration to remove the burden placed on GPs to navigate the complex community based 
advice sector is to be realised.  
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6.1.3 QUALITY OF PROVISION 
 
The evaluation has considered how different stakeholders perceive the overall quality of the 
service. Provision of high advisory support is embedded in the aims and objectives defined 
for the Advice Service. 
 
GPs engaged in the evaluation were asked to indicate how they regarded the quality of 
provision offered by the Advice Service, as shown in chart 3 below. 
 

 
Chart 3. GP perception of quality of the Advice Service provision.  
 
Of those GPs consulted 80% regarded the quality of provision delivered under the Advice 
Service to be either ‘excellent’ or ‘good’. A further 20% of respondents considered the 
Service quality to be ‘average’ with a limited number of GPs indicating a need for easy 
access to information through the Advice Service without GP intervention, which was likely 
to affect some GPs perception of the overall offer. 
 
A number of GPs recognise that there are further improvements that can be made to the 
Service, as detailed further in Part 6, however, the relatively high quality of Advice Service 
provision as perceived among GPs as a strategically important group, provides a positive 
foundation in support of efforts to develop and evolve the Service beyond the pilot stage. 
 
Patient Perceptions 
 
Detailed surveys were completed with consenting patients who had been referred to the 
Advice Service by their GP. Chart 4 below summarises the scored feedback provided by 
patients pertaining to defined elements of the Service. 
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Chart 4. Patient satisfaction with key Advice Service elements.  
 
In line with the positive feedback about the overall quality of the Advice Service provision 
noted by GPs over 90% of patients stated they were ‘very happy’ or ‘happy’ with the service, 
information and advice they received. Only a small proportion of patients surveyed indicated 
that they were ‘unhappy’ with ‘information’ and ‘advice’ elements of the Advice Service 
which typically related to specific occurrences e.g. patient’s perception of support offer was 
different from what was available, patient unhappy at needing to return to WCABx for further 
advice after initial session. The significantly high overall satisfaction among patients with 
the Advice Service indicates that the pilot has been largely successful in meeting the 
overarching requirements to provide a high quality social prescription service giving Wandle 
patients access to WCABx help and community referral, as was embedded in the original 
aims.  
 
More than 88% of patients consulted during the evaluation regarded access to the Service to 
be ‘very easy’ or ‘easy’ and this is consistent with the ease of arranging a patient referral 
identified by GPs, as noted in section 4.2.1 above.  
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Chart 5. Patient perception of ease of access to the Advice Service.  
 
Around 12% of respondents regarded access to the Service to be ‘difficult’, including 
instances where ACRA had difficulty initially contacting an individual which may cause 
delays. 
 

6.2 KEY ATTRIBUTES  

Identifying key attributes in the focus and delivery of the Advice Service will enable WCABx, 
Wandsworth CCG and wider partners to assess what opportunities exist to capitalise on the 
early successes secured since July 2014 and address areas of the Service that can be 
improved further. 
 
Consultation exercises completed as part of the evaluation have identified a number of key 
attributes connected with the Advice Service as described further below. 
 

6.2.1 SERVICE IMPACT 
 
The objectives defined for the Advice Service served to crystallise a firm focus on 
prescribing CAB help and advice to Wandle patients that shift social support needs from GPs 
to more appropriate community based resources. 
 
General Practitioners 
 
GPs were asked whether since working with the Advice Service they had noticed  
specific changes to their work, as identified in chart 6 below.  
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Chart 6. Changes to Wandle GP working since working with Advice Service.  
 
Overall, 60% of GPs consulted indicated that the number of patients they refer to 
social/community provision has increased since working with the Advice Service and 
furthermore 100% of respondents noted that the resources they expend on patients 
presenting social support needs has decreased. This success help demonstrate tangible 
benefit from the progress made by the Service towards its original aim: to provide a social 
prescription service that secures resources savings for GPs and helps them navigate the 
maze of community provision. 
 
To emphasise this further, 60% of GPs consulted indicated that the number of patients 
reporting positive impacts from non-medical interventions has increased since they started 
working with the Advice Service. Some respondents highlighted the what they regarded to 
be the ‘excellent’ support offered by WCABx as essential to the positive impacts returned by 
the Service.  
 
Although not within the original scope of the pilot the evaluation has considered the impact 
of the Service on the acute hospital admissions, which is a key health service priority in 
terms of reducing inappropriate admissions. No GP engaged in the evaluation considered 
that the Advice Service has reduced the numbers of patients they advise a hospital 
admission or assessment. As the Advice Service continues to evolve beyond the initial pilot 
period there may be opportunities in the future to expand the scope to include a focus on 
supplementing measures to reduce acute hospital admissions prioritised by the CCG. 
 
As described earlier in the report, social prescription, such as that facilitated through the 
Advice Service, incorporates a wide range of support available to individuals which extends 
beyond the traditional CAB benefits and welfare advice. GPs were asked if they were aware 
of similar opportunities through the Advice Service, as shown in chart 7 below. 
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Chart 7. GP awareness of range of support through the Advice Service.  
 
A majority of GPs consulted indicated that they were not aware that the Advice Service also 
provides for ‘light-touch’ advice as well as referral to community-based resources. The 
WCABx has become aware that a majority of patients referred to the Service typically needed 
more traditional CAB advice, including welfare, benefits and housing support as explored 
further in section 6.2.3. The results suggest that there is an opportunity to raise GPs’ 
awareness of the breadth of social support offered by the Advice Service through social 
prescription, including using online, literature and group presentations to GPs. 
 
Ongoing promotion of the Advice Service to all Wandle GP practices should be dovetailed 
with targeted awareness raising activities among GPs to highlight the opportunities afforded 
through social prescription, including access to other community-based resources. 
 
Patients 
 
To develop an understanding of the types of impacts attributable to the Advice Service 
patients were asked to provide feedback on whether their level of stress and worry had been 
impacted by the Advice Service, as shown in chart 8 below. 
 

40%$

60%$

Are$you$aware$the$Advice$and$Community$Referral$Service$includes$a$range$
of$‘light:touch’$advice$and$onward$referral$for$individuals$in$addi<on$to$

providing$more$in:depth$CAB$support?$$

Yes$
No$



23 

 
 

Advice Service for Patients of Wandle GPs Evaluation 
 

 
Chart 8. Changes to patient stress levels.  
 
The results show a positive trend towards patients feeling less stressed and worried after 
using the Service. Over 42% of respondents measured their stress/worry to be level 10, the 
highest level, before using the Advice Service, which fell to just 6% of patients remaining as 
stressed and worried after receiving support through the Service.  
 
In contrast, the level of patients who stated they had no worries or stress rose from just over 
5% before using the Service to over 22% of patients after using the Advice Service.  
 
The result provides an indication of the positive impact being achieved by the pilot towards 
the original aim to provide social welfare advice and mitigate the negative effects of 
increasing living costs and rising debt which have been shown to impact on people’s health 
and wellbeing. Positioning the Advice Service as the key social support vehicle that 
supplements wider healthcare provision, including primary care, will be essential to ensure 
the Service remains relevant to healthcare providers and funders beyond March 2015. 
 
Assessing the impact and benefits of the Advice Service on patients with identified mental 
health issues will help build the understanding of WCABx and identify future opportunities to 
refine the Service to better support this user group 
 
To augment the assessment of changes to stress and worry levels, patients were also asked 
to identify changes to their physical wellbeing before and after using the Service, as shown 
in chart 9 below. 
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Chart 9. Changes to patient physical wellbeing.  
 
There was a positive trend towards patients perceiving an improvement in their physical 
wellbeing after using the Service. Over 33% of respondents identified their physical wellbeing 
to be at level 10, determined as ‘very ill’, before using the Service which fell to 20% of 
patients after receiving Service support. There were also reductions in the level of patients 
with health problems measured at levels 7 and 3 after respondents had used the Service. 
 
However, there was no change in the proportion of patients who reported ‘no physical health 
problems’ before and after using the Advice Service. The moderate improvement in patients 
perceptions of their physical health are more significant once the context is understood; 
over 60% of patients consulted as part of the evaluation indicating that they have a long 
term physical condition, as in section 6.2.2. The result is also further supported by feedback 
from GPs where 40% indicated that the Advice Service was ‘good’ at helping patients recover 
from episodes of ill health, as described in section 6.2.3.  
 
To explore other impact of the Advice Service on patients, respondents were asked to 
consider what other benefits they have experienced after using the Advice Service, as shown 
in chart 10 below. 
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Chart 10. Additional patient benefits.  
 
The results identified a key additional benefit to patients, namely that the Advice Service 
provided almost two thirds of respondents with a positive experience of care. This is 
consistent with the perception among a number of GPs of the excellent quality of the Service 
provided to patients, with 60% of GPs identifying an increase in the number of patients 
reporting positive impacts from non-medical interventions since they started working with 
the Advice Service, as described in section 6.2.1. 
 
A majority of patients consulted indicated that the Advice Service had not reduced the 
number of times they visit their GP or might attend Accident and Emergency, however, a 
significant minority of more than 45% of respondents indicated that the Service had 
enhanced their quality of life and 38% stated the Service had helped with their recovery from 
a episode of ill health. The results further highlight the important potential of the Advice 
Service to use social welfare advice and support to enhance traditional healthcare provision 
available to patients and promote social and physical wellbeing.  
 

6.2.2 SUPPORTING PATIENTS 
 
The Advice Service supports patients registered with a Wandle locality GP practice who have 
an social support need which they have presented to, or otherwise discussed with, their GP. 
The consultation completed with referred patients has secured feedback across a number of 
key areas of patient support including: 
 
• Delivering support 
• Community referral 
• Service equity 
 
Delivering Support 
 
A key attribute of the Advice Service model is supporting multi-channel delivery of advice to 
patients referred to the Service, providing for remote support and more intensive 
appointment based advice or casework. 
 
Over 62% of respondents stated that they had received support remotely via the telephone, 
as shown in chart 11 below. 
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Chart 11. Provision of support through the Advice Service.  
 
Around 5% of patients indicated that they have received email information and guidance, 
either outright, or, to follow on from telephone or appointment support. Email has been used 
mostly as a supplementary channel to direct contact led by the ACRA with patients, which 
has helped to ensure the quality of advice offered remains high. 
 
Just over 37% of patients received intensive appointment based support. A number of 
patients have informally fed back to the ACRA stating their preference for the more 
traditional casework support compared with drop-in based CAB advice delivery. A strength 
of the Advice Service is in the delivery model which allows the ACRA to provide continued 
support to patients as their case evolves over a period of time as well as deliver immediate 
and single session advice and support through appointment and remotely. This has enabled 
a broader range of individuals to be supported, including those in work who would otherwise 
be unable to attend weekday advice appointments.  
 
Community Referral 
 
An original aim for the Advice Service was to act as a gateway to CAB and community 
services, organisations and groups including health-aspected statutory services and the 
Wandsworth advice and information sector. The evaluation sought to identify the level of 
referral of patients from the Advice Service to other resources, as shown in chart 12 below. 
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Chart 12. Referral and signposting of patients to other community resources.  
 
A quarter of patients consulted indicated that they had been referred or signposted to other 
community-based resources following their initial referral to the Advice Service. This is 
significantly higher than that 0.3% of referrals recorded since July 2014 on the Petra system 
and described in section 5.2 above. However, the figure is still substantially lower than the 
60% referral/signposting level originally anticipated for the target 500 patients to be 
supported through the Advice Service pilot, stemming from the fact that a majority of 
patients who are referred to the Service require CAB support and WCABx has avoided 
signposting patients to community providers with long wait times, as described in section 
5.2.  
 
Service Equity 
 
In considering the equity of the Advice Service patients were invited to share details of their 
backgrounds, as shown in chart 13 below. 
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Chart 13. Patient backgrounds.  
 
Most identified groups were significantly represented among the patients consulted during 
the evaluation, including older people, ethnic groups and speakers of English as a second 
language. Over 65% of respondents indicated they had a long term physical health condition 
and 30% of patients consulted stated they had experience of mental health issues. The 
results highlight an important attribute of the Advice Service in being accessible to a wide 
range of individuals with differing needs, including physical and mental health issues, and 
the diversity of the patient demographic could likely be expanded further with an increase in 
awareness among GPs of the full range of social support available via the social prescription 
gateway model offered by the Advice Service. 
 
Only young people, aged 18 – 24, were not represented as a group among the patients 
engaged in the evaluation. The Petra patient monitoring system maintained by WCABx 
indicated that of the total number of patients supported by the Advice Service since July 
2014 8% have been young people. This could be in part because this group typically go to 
their GP less compared with other demographic groups e.g. older people, parent-infant 
groups etc. Consequently, access to the Advice Service is limited for those individuals, and 
groups more widely, that infrequently see their GP or do not visit a GP at all. 
 
Expand the patient referral base beyond GP practices to include local pharmacies, health 
centres and young person’s clinics. 
 
1. Age 
 
An assessment of the age profile of patients supported through the Advice Service is shown 
in chart 14 below. 
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Chart 14. Profile of patient ages  
 
The age profile for the Advice Service indicates that the majority of patients supported are 
between mid thirties to late fifties in age, accounting for 66% of the total number of patients 
receiving advice. The Service has also engaged a range of older people up to late eighties 
although this cohort is appreciably smaller in comparison. 
 
No individual below the age of 20 has received support through the Advice Service, 
reinforcing the position that the Service has not been readily used by younger people. 
 
2. Ethnicity 
 
Over 65% of patients receiving advisory support through the Advice Service are from non 
White British backgrounds. Almost a quarter of patients reported their ethnic background as 
Black or Black British – African or Black or Black British – Caribbean and just under 8% of 
patients indicated they were Asian or Asian British – Pakistani.  
 
The ethnic diversity of the patient profile for the Advice Service reflects the wider diversity of 
the population across the Wandle locality and service to demonstrate the accessibility of the 
Service to individuals with a wide range of ethnic backgrounds who are referred by their GP 
based on their social welfare support needs.  
 
3. Disability 
 
Less than half of the patients supported through the Advice Service stated that they had no 
disablement or health problem. Over 41% of patients receiving advice had a long term health 
condition and over 12% indicated that they were disabled. 
 
The patient profile indicates the importance of the original ambition of the Advice Service to 
provide target advisory support to patients of local GPs in recognition of the close 
interrelationship between mental and physical wellbeing and meeting the social support 
needs of those individuals who may otherwise encounter barriers to accessing more 
mainstream and less targeted social advice. 
 

6.2.3 OUTCOMES AND SUPPORT 
 
The outcomes of every referred patient to the Advice Service was heavily dependent on the 
particular needs presented by each patient. Securing successful outcomes for patients and 

0.0%$ 2.0%$ 4.0%$ 6.0%$ 8.0%$ 10.0%$ 12.0%$ 14.0%$ 16.0%$ 18.0%$

0*4$

10*14$

20*24$

30*34$

40*44$

50*54$

60*64$

70*74$

80*84$

90*94$

100*104$

Propor%on'of'Pa%ents'

Ag
e'
Gr
ou

p'

Age'Profile'of'Pa%ents'



30 

 
 

Advice Service for Patients of Wandle GPs Evaluation 
 

referring GPs alike was central to ensuring the greatest impacts are achieved by the Service 
within the pilot period.  
 
General Practitioners  
 
Of the GPs consulted during the evaluation, over 83% indicated that they were satisfied with 
the outcomes delivered for their patients by the Advice Service.  

 
Chart 15. GPs satisfied with patient outcomes delivered by the Advice Service  
 
This is an important endorsement for the model and approach utilised in the Advice Service 
delivery by WCABx that secure the outcomes for patients with which a majority of GPs are 
satisfied. 
 
Of those practitioners who stated they were not satisfied with the outcomes delivered by 
Advice Service for their patients, issues identified included: 
 
• Access – a desire for easier access to the Service for patients, including the option of 

self-referral, where appropriate 

• Informing patients – difficulties in informing patients about the Service and types of 
support available to them 

• Integration – more integration between the Advice Service and NHS provision 
generally 

General practitioners were also asked to consider the effectiveness of the Advice Service in 
supporting their work with patients, as shown in chart 16 below. 
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Chart 16. Effectiveness of Advice Service in supporting GPs’ work with patients.  
 
A total of 80% of respondents consider the Advice Service to be ‘excellent’ or ‘good’ in 
supporting GPs respond to patient in need of legal help or community support, which further 
highlights the effectiveness of the Service at helping General Practice teams manage their 
patients’ social support needs and shift this from GPs to more appropriate community 
resources.   
 
Many of the GPs consulted regarded the Advice Service to have had an impact on the levels 
of frequent attendances to their practice. A number of GPs praised the quality of the support 
their patients had received through the Service including examples such as reducing anxiety 
and improving patient mood which was credited with helping to reduce frequent 
attendances in Primary care. Around 20% of respondents were less certain of the impact the 
Service had made on frequent attendances to their practice and some noted instead that the 
patient demand for social support services had increased instead. 
 
In regard to the effectiveness of the Advice Service in supporting GP practices to help 
patients recover from episodes of ill health 40% of respondents considered the Service to be 
‘good’ while a further 60% perceived the Service to be ‘average’. With a significant proportion 
of patients referred to the Advice Service suffering from long term health conditions, as 
described in section 6.2.2, it may not be realistic to anticipate that social intervention 
through the Service will secure demonstrable improvements in a patient’s overall health. 
However, the positive perception GPs regarding the impact of the Service on patients’ health 
is an important achievement. 
 
Patients 
 
Patients consulted as part of the evaluation were asked details of the outcomes from the 
support they received through the Advice Service, as shown in chart 17 below. 
 

0.0%$ 10.0%$ 20.0%$ 30.0%$ 40.0%$ 50.0%$ 60.0%$ 70.0%$

Respond$to$pa5ents$in$need$of$legal$help$or$
community$support$

Reduce$levels$of$frequent$aBendances$to$your$
prac5ce$

Help$pa5ents$recover$from$episodes$of$ill$health$

Percentage)of)Respondents)

How)do)you)rate)the)effec6veness)of)the)Advice)Service)in)suppor6ng)you)
to:))

Excellent$

Good$

Average$

Poor$

Very$poor$



32 

 
 

Advice Service for Patients of Wandle GPs Evaluation 
 

 
Chart 17. Patient issues addressed through the Advice Service.  
 
A little over 80% of those consulted stated that they had received advice regarding welfare, 
money or housing; core areas of the CAB advisory portfolio. Fewer respondents had received 
advice for other issues as part of the social prescription model promoted through the Advice 
Service. For example, less than 10% of patients consulted had received health advice and 
fewer than 5% were supported with family and personal and consumer issues respectively.  
 
However, the evaluation identified that just under a fifth of respondents had received 
employment advice including a number of individuals who were in-work and had requested 
support with job related issues. Individuals who are in employment have been traditionally 
underrepresented among the client groups typically supported by WCABx. The significant 
proportion of individuals in-work and who have received support through the Advice Service 
helps to demonstrate the benefit of the delivery model where the ACRA has been able to 
deliver remote support to individuals who otherwise would struggle to attend a weekday 
appointment. 
 
RESPONDING TO CHALLENGES  
 

Since commencing delivery in July 2014 a number of distinct challenges have been 
identified in delivering support to address patients’ issues: 
 
In-depth issues 
 
The Advice Service has supported patients who have presented issues that are more 
broader and deeper than originally anticipated and would necessarily be encountered 
through a traditional drop-in based CAB advisory environment.  
 
Multiple visits 
 
The Advice Service allows for more intensive advice and casework delivered to patients 
by the ACRA. Some patients with complex and/or several issues have made multiple 
returns to WCABx requiring longer term support and more resource expenditure as a 
consequence. 
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Service access 

 
It has been acknowledged that the Advice Service has not hosted as many advisory 
sessions within GP practices in Wandle as was originally intended. This has meant that 
appointment based support has often been delivered from the Roehampton office of 
WCABx which has posed a challenge to some patients to travel the distance necessary, 
leading to individuals being supported remotely. The ACRA is approaching GP practices 
to secure space from which to host more appointment sessions for referred patients. 
 

 
6.2.4 ADVICE SERVICE DELIVERY STRUCTURE 

 
Feedback returned by WCABx, patients and GPs suggests a consensus that the Advice 
Service model was mostly effective in delivering high quality advice to patients presenting a 
social support need to their GP, having implemented steps to address the initial slow take up 
of the Service among GPs in the Wandle locality at the start of the pilot. 
 
STRENGTHS IN THE DELIVERY APPROACH  
 

Supporting a broader range of clients 
 
Using a combination of remote and more appointment based support has opened the 
Service up to a range of client groups that otherwise struggle to access more traditional 
drop-in CAB services, including people in-work needing support with employment 
issues. 
 
Holistic support 
 
Details drawn from the patient referral form coupled with an initial telephone 
assessment undertaken by the ACRA enables a holistic programme of support to be 
shaped around a patient’s particular needs. Furthermore, the WCABx is well placed to 
provide a broad range of support to patients through the Advice Service, using the 
social prescription model to expand advice beyond the traditional CAB advisory offer. 

 
Direct contact 
 
Patients have noted the benefit of having direct access to the ACRA as their dedicated 
advisor. This has ensured continuity in management and delivery of support, especially 
for patients requiring more intensive casework. 
 
GP engagement 
 
Although engagement with Wandle GP practices is not as developed as originally 
intended, close engagement with GPs has helped ensure those practices referring 
patients to the Advice Service have a broadly positive perception of the quality of the 
advice and support offered to their patients, which provides a sound basis on which to 
expand the Service to work with further practices. 
 

 
6.3 MEETING NEEDS  

The ability of the Advice Service to meet the needs and secure successful outcomes for both 
patients and GPs is critical to ensuring the Service remains effective and relevant. The 
evaluation has considered the extent to which patient and GP needs have been met and 
what improvements to the Service could be enacted. 
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6.3.1 KEY ACHIEVEMENTS 
 
Patients consulted as part of the evaluation were asked to indicate the extent that their 
needs were met by the Advice Service, as shown in chart 18 below. 
 

  
Chart 18. Meeting patients’ needs.  
 
Overall, the feedback from individuals concerning how the Advice Service had met their 
needs is broadly consistent with the general perception among a majority of patients 
consulted of being satisfied with the support and the quality of advice provided to them.  
 
Over 95% of patients supported by the Advice Service considered their needs to have been 
fully met or mostly met. Some patients identified minor issues about the Service e.g. having 
to access additional community support to supplement CAB advice.  
  
Less than 5% of those consulted considered their needs not to have been met by the Advice 
Service connected to specific issues experienced by the patient including difficulty 
accessing the WCABx office and lack of satisfaction with information provided. 
 
Service Success 
 
Patients consulted during the evaluation were also asked whether they would use the Advice 
Service again. All 100% of respondents stated that they would use the Advice Service again, 
including those individuals who are stated that their needs had not been met. The results is 
testament to the high quality of advisory support delivered through the Advice Service, as 
noted by a number of patients, as well as the direct contact brokered between the ACRA and 
each patient enabling an individual to explain their issues and concerns in more detail than 
they may have otherwise been used to in other healthcare settings. 
 
GPs were asked to identify the extent they think the Advice Service has succeeded in 
supporting their patients and practice, as shown in chart 19 below. 
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Chart 19. Perceived success in supporting Wandle GP patients and practices.  
 
A total of 80% of GPs consulted indicated that the Advice Service had been ‘very successful’ 
or ‘successful’ in supporting their respective patients and practice. In particular, GPs 
commented on the benefit of the Advice Service offering immediate support to patients as 
opposed to a long referral and waiting time process as is common with NHS provision.  
 
Some GPs expressed concern that the Service could become overwhelmed with referrals if 
capacity to handle patient cases was not sufficient, however, this is not anticipated to be a 
significant risk factor now concerning delivery against the original targets set. 
 

6.4 SERVICE IMPROVEMENTS  

The pilot delivery of the Advice Service has afforded a number of important learning 
opportunities that can be incorporated into the development of any future social prescription 
advisory service that WCABx seeks to deliver. Improvements to the service are considered 
across two main areas: 
 
i. Opportunities to refine the Advice Service 
ii. Patient and GP improvements 
 
Each is discussed in further detail below. 
 

6.4.1 OPPORTUNITIES TO REFINE THE ADVICE SERVICE 
 
The evaluation has identified further opportunities to refine the Advice Service which can be 
used to inform the development of future social prescription services. These have been 
summarised as follows: 
 
1.  Developing a rolling programme of practitioner advice 
 
The number of patient referrals to the Service has been lower than originally anticipated. 
GPs do not necessarily understand the full breadth of support available through a social 
prescription offer and refer on the basis of their awareness of traditional CAB services. In 
order to maximise the potential for GP engagement with the Advice Service and to increase 
the rate of referral of patients with a broad range of social support needs an ongoing 
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programme of advice to health practitioners about the opportunities afforded through the 
Service is required.  
 
A future Advice Service should include an embedded programme incorporating advice 
sessions for primary health providers to understand the range of support available through 
social prescription and the benefits afforded to patients. 
 
2. Partnership working 
 
The Advice Service has had limited opportunities to act as a gateway to other community 
resources owing to high waiting times at other providers and a majority of referred patients 
requiring CAB support. Delivery of a successful social prescription model in future will 
require effective partnerships with reliable community partners. 
 
WCABx should identify a number of community advisory organisations as ‘prime’ 
community partners, whose services supplement the range of CAB support and delivery is 
known to be reliable and consistent.  
 
3. Expanding geographic coverage 
 
The Advice Service has demonstrated a number of important successes within a very 
narrow delivery catchment area – the Wandle locality. The Service has worked against the 
complexity of 3 locality CCGs in Wandsworth without the benefit of having the delivery scale 
to secure patient referrals from across the borough, or neighbouring boroughs.  
 
WCABx should approach neighbouring CCGs to explore opportunities to scale up delivery 
across a wider geographic area. The approach can be supported through a succinct 
‘achievement document’ summarising key impacts secured by the pilot and the key 
priorities of each CCG the Service will deliver against.   
 
4. Expanding strategic links 
 
The Advice Service has demonstrated a number of important successes within a very short 
delivery time and as a CAB managed and delivered initiative. There are clear opportunities to 
build on these early successes through new strategic linkages with other relevant providers 
where capacity in the Service is sufficient.  
 
New strategic links should be developed between the Advice Service and key local providers 
including FootSteps public health referral system for onward patient referrals and St 
George’s Hospital major trauma unit and patient rehabilitation support. 
 
5. Care Act 2014 
 
The Advice Service has successfully positioned the role of the ACRA to complement 
traditional advisory delivery with expertise in navigating the community care provision. The 
Advice Service could be well placed to support CCGs, LAs and public health to respond to the 
Care Act duty to ensure people know about advisory support available to them before they 
are assessed as needing such support.  
 
Explore new commissioning opportunities using an adapted Advice Service ACRA role to 
support statutory authorities to meet the forthcoming requirement of the Care Act from April 
2015, including targeting those authorities that have identified a need for a Care Navigator 
Role. 
 

6.4.2 PATIENT AND GP IMPROVEMENTS 
 
To expand on the specific opportunities to improve the Advice Service future offer and 
delivery model already identified the evaluation supported patients and GPs as key 
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stakeholders in the Service to consider further improvements that can help inform future 
applications to funders.  
 
It is important to note that many patients and several GPs commented that they were 
satisfied with the Service and they did not think it necessary to change the Advice Service.  
 
The matrix below summarises opportunities to further improve the Advice Service identified 
by patients and GPs and to help meet the original aims and objectives. 
 
IMPROVING THE ADVICE SERVICE  
Self Referral 

• Enable patients to be able to self refer to the Advice Service without the need for GP 
intervention 

Patient Awareness 

• Introduce a leaflet for patients which promotes the Advice Service and remove the need 
for GPs to explain to patients the concept and what social support is available to them 

Local delivery 
• Provide for advisory support in-surgery and/or a locations around the borough and 

more local the patients’ GP practices 
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7.0  RESPONDING TO THE EVALUATION 
 
Part 7 of the report provides an overall assessment of the strengths of the Advice Service 
and areas for improvement, as well as summarising the recommendations made and is 
presented across the following sections: 
 
i. Strengths to build on  
ii. Improvements and recommendations  
 

7.1 STRENGTHS TO BUILD ON  

• The Advice Service is on course to exceed its original target to support 200 patients 
with CAB advice across the 9 month pilot period, having already supported 147 
patients so far, equivalent to 74%. 

• The Advice Service offers greater direct contact for patients with the ACRA compared 
to more common drop-in models of delivery, meaning that patients can access 
support faster which is seen as an important attribute of the Service. 

• Perception about the quality of provision through the Advice Service is high - 80% of 
GPs regarded the quality of to be either ‘excellent’ or ‘good’ and over 90% of patients 
stated they were ‘very happy’ or ‘happy’ with the service, information and advice 
provided. 

• A total of 80% of GPs consulted stated that the Advice Service had been ‘very 
successful’ or ‘successful’ in supporting their respective patients and practice. 

• The Service is accessible – GPs and patients consider access to the Advisory Service 
to be easy and straightforward to initiate and the Service is accessible to a wide range 
of individuals with differing needs such as long term physical conditions and mental 
health issues. 

• The Advice Service has helped achieve a marked uplift in the number of patients 
referred to social and community provision by Wandle GPs and 100% of GPs 
consulted noted that the resources they expend on patients presenting social support 
needs has decreased, a key aim of the Service. 

• There is a positive trend towards patients feeling less stressed and worried after 
accessing support through the Service complemented by an increase in the 
proportion of patients who state they have no worries or stress after using the 
Service. 

• The Advice Service is an advocate for quality care, with the Advice Service providing 
almost two thirds of patients with a positive experience of care and over 60% of GPs 
identify an increase in the number of patients reporting positive impacts from non-
medical interventions since they started working with the Advice Service. 

• The delivery model of the Advice Service allows the ACRA to provide continuity in 
support to patients as their case evolves over a period of time as well as deliver 
immediate and single session advice and support through appointment and remotely. 
This has enabled a broader range of individuals to be supported, including those in 
employment who would otherwise be unable to attend weekday advice appointments. 

• Over 93% of GPs indicated that they were satisfied with the outcomes delivered for 
their patients by the Advice Service. 

• The Advice Service model is effective at helping General Practice teams manage their 
patients’ social support needs and shift this from GPs to more appropriate community 
resources – 80% of respondents consider the Advice Service to be ‘excellent’ or ‘good’ 
in supporting GPs respond to patient in need of legal help or community support.  

• A significant minority of GPs regard the Advice Service to be effective in supporting 
GP practices to help patients recover from episodes of ill health. 
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• The ACRA is able to shape a holistic programme of support around a patient’s 
particular needs using a combination of appointment and remote advisory as needed. 

• All patients stated they would use the Service again, testament to the high quality of 
advisory support delivered through the Advice Service, as noted by a number of 
patients, as well as the direct contact brokered between the ACRA and each patient. 
 

7.2 IMPROVEMENTS AND RECOMMENDATIONS  

The matrix below details the suggested service improvements and made in this evaluation 
and linked to the original aims and objectives established for the Advice Service which they 
support, with page references to appropriate areas of the report.  
 
ADVICE SERVICE 
SUMMARY OF IMPROVEMENTS AND RECOMMENDATIONS 

No Description Advice Service Aim/Objective Page 
Ref 

Referral 

1 

Where onward referral has been not 
been undertaken owing to issues 
affecting other community 
providers, details should be recorded 
to help substantiate variance with 
the  original referral target. 

• Provide an accessible gateway 
for patients between 
community and statutory 
resources and organisations 
and the Wandsworth advice 
and information sector 

15 

Service Promotion 

2 

Targeted outreach should be 
expanded to include the whole of the 
Wandle locality with a particular 
focus on those practices that have 
not engaged with the Service to 
date. 

• Provide GPs with the means to 
prescribe patients CAB help 

• Shift social support needs 
from GPs to community based 
resources 

• Receive patient referrals from 
Wandle GPs who identify 
patients in need of legal help 
or community support 

17 

3 

GP practices with which WCABx has 
a strong relationship could be 
recruited as Advice Service 
champions to help promote the pilot 
at all practice events and act as a 
conduit to help raise awareness 
among other Wandle practices. 

• Receive patient referrals from 
Wandle GPs who identify 
patients in need of legal help 
or community support 17 

4 

Raising awareness about the full 
range of support services open to 
patients via social prescription 
should be embedded as part of 
wider promotion of the Advice 
Service to GPs 

• Receive patient referrals from 
Wandle GPs who identify 
patients in need of legal help 
or community support 18 

5 

Ongoing promotion of the Advice 
Service to all Wandle GP practices 
should be dovetailed with targeted 
awareness raising activities among 
GPs to highlight the opportunities 
afforded through social prescription, 
including access to other 
community-based resources 

• Provide GPs with the means to 
prescribe patients CAB help 

• Shift social support needs 
from GPs to community based 
resources 

• Receive patient referrals from 
Wandle GPs who identify 
patients in need of legal help 
or community support 
 
 

22 
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Social Prescription 

6 

Raising awareness about the full 
range of support services open to 
patients via social prescription 
should be embedded as part of 
wider promotion of the Advice 
Service to GPs 

• Provide GPs with the means to 
prescribe patients CAB help 
and targeted community 
referral 
 

19 

Understanding Mental Health Needs 

7 

Assessing the impact and benefits 
of the Advice Service on patients 
with identified mental health issues 
will help build the understanding of 
WCABx and identify future 
opportunities to refine the Service to 
better support this user group 

• Provide GPs with the means to 
prescribe patients CAB help 

 
23 

Service Development 

8 

Expand the patient referral base 
beyond GP practices to include local 
pharmacies, health centres and 
young person’s clinics. 

• Provide an accessible gateway 
for patients between 
community and statutory 
resources and organisations 
and the Wandsworth advice 
and information sector 

• Deliver multi-channel advice 
and information to patients 
identified as needing CAB 
services tailored to a patient’s 
particular needs 

28 

9 

A future Advice Service should 
include an embedded programme 
incorporating advice sessions for 
primary health providers to 
understand the range of support 
available through social prescription 
and the benefits afforded to 
patients. 

• Provide means to prescribe 
patients CAB help 
 

35 

10 

WCABx should identify a number of 
community advisory organisations 
as ‘prime’ community partners, 
whose services supplement the 
range of CAB support and delivery is 
known to be reliable and consistent. 

• Provide an accessible gateway 
for patients between 
community and statutory 
resources and organisations 
and the Wandsworth advice 
and information sector 
 

35 

11 

WCABx should approach 
neighbouring CCGs to explore 
opportunities to scale up delivery 
across a wider geographic area. The 
approach can be supported through 
a succinct ‘achievement document’ 
summarising key impacts secured 
by the pilot and the key priorities of 
each CCG the Service will deliver 
against.   

• Provide an accessible gateway 
for patients between 
community and statutory 
resources and organisations 
and the Wandsworth advice 
and information sector 

• Deliver multi-channel advice 
and information to patients 
identified as needing CAB 
services tailored to a patient’s 
particular needs 

35 

12 

New strategic links should be 
developed between the Advice 
Service and key local providers 
including FootSteps public health 

• Provide an accessible gateway 
for patients between 
community and statutory 
resources and organisations 

35 
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referral system for onward patient 
referrals and St George’s Hospital 
major trauma unit and patient 
rehabilitation support. 

and the Wandsworth advice 
and information sector 

• Deliver multi-channel advice 
and information to patients 
identified as needing CAB 
services tailored to a patient’s 
particular needs 
 

13 

Explore new commissioning 
opportunities using an adapted 
Advice Service ACRA role to support 
statutory authorities to meet the 
forthcoming requirement of the Care 
Act 2014, including targeting those 
authorities that have identified a 
need for a Care Navigator Role. 

• Provide an accessible gateway 
for patient to and between 
community resources, 
organisations, and groups 35 

Self Referral 

14 
Enable patients to be able to self 
refer to the Advice Service without 
the need for GP intervention 

• Deliver multi-channel advice 
and information to patients 
identified as needing CAB 
services tailored to a patient’s 
particular needs 

36 

Patient Awareness 

15 

Introduce a leaflet for patients which 
promotes the Advice Service and 
removes the need for GPs to explain 
to patients the concept and what 
social support is available to them 

• Provide an accessible gateway 
for patients between 
community and statutory 
resources and organisations 
and the Wandsworth advice 
and information sector 

36 

Local Delivery 

16 

Provide for advisory support in-
surgery and/or a locations around 
the borough and more local to the 
patients’ GP practices.   

• Deliver multi-channel advice 
and information to patients 
identified as needing CAB 
services tailored to a patient’s 
particular needs 

36 
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APPENDIX 1 – CONSULTATION DETAILS 
 
Introduction 
 
In undertaking this evaluation a robust consultation methodology was executed and 
consisted of: 

 
• Patient in-person and online surveys  
 
• GP surveys 
 
• Key Player interviews with the Service Commissioners and service provider 
 
• Evaluation presentation  
 
• Case studies detailing the personal journeys and experiences of representative 

patients supported by the Advice Service  
 
• Draft and final evaluation stages and ongoing monitoring reporting with the 

evaluation oversight group 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



  

Case Study 1: Sofie 
Sofie had incurred a debt and was being chased by Bailiffs for repayment. She is single and has 
mental health issues and she says, “At the time I was unwell and wasn’t dealing with my 
personal affairs that well”.  

Sofie was referred to the Advice Service by her GP as she was experiencing high emotional 
stress connected with the issue. The ACRA was able to listen to her situation over the 
telephone before arranging for an appointment for Sophie to attend. 

Sophie says that she found the meeting with the meeting and the ACRA to be very empathetic 
which was important to her as she was stressed. The ACRA resolved to write to the Bailiff on 
Sophie’s behalf enclosing medical reports and detailing a reduced payment offer.  

Up to that point they had been pursuing Sophie for the full amount of debt and costs that they 
said was owed, but following the intervention of WCABx the Bailiff determined to accept the 
offer of reduced payment put to them. 

Sophie is very pleased with the outcome that the ACRA secured for her. She is still paying the 
agreed amounts to the Bailiff, but this is much more favourable than the original debt and costs 
she was originally facing.  

Sophie has been so happy with the support she received through the Advice Service that she 
has just recently referred her uncle to the ACRA to seek help with benefits issues which he is 
struggling to deal with. 

 

Simon&had&experienced&significant&difficulties&with&his&welfare&benefits,&which&had&recently&been&

cut&and&was&becoming&very&frustrated&with&his&dealings&with&the&Dept&for&Work&and&Pensions&to&

the&point&that&the&associated&stress&was&severely&affecting&his&mental&and&physical&wellbeing,&he&

says,&“I&felt&like&the&DWP&were&literally&killing&me;&my&dealings&with&Jobcentre&Plus&were&just&so&

stressful”.&&

Simon&regularly&saw&his&GP&because&of&a&long&term&physical&health&condition&and&has&been&back&

and&forth&to&his&hospital&throughout&2014.&Given&his&deteriorating&wellbeing&his&GP&referred&him&

to&the&Advice&Service.&Because&of&his&health&condition&Simon&was&receiving&Employment&Support&

Allowance&but&he&had&become&very&concerned&with&cuts&to&his&benefits&and&about&the&

expectations&of&DWP&in&assessing&his&level&of&disability.&&

Simon&says&that&from&the&outset&the&ACRA&was&extremely&professional,&listening&to&his&situation&

and&issues&before&prescribing&a&course&of&action&that&he&was&very&with,&including&providing&him&

with&a&range&of&information&to&help&him&in&his&dealing&with&the&DWP.&Simon&was&able&to&instantly&

trust&the&advice&given&by&the&ACRA&which&made&a&big&difference&to&him&and&he&felt&a&lot&less&

stressed&by&his&situation.&

Simon’s&situation&is&still&ongoing&–&he&has&become&a&member&of&a&local&food&bank&and&says&he&

cannot&afford&to&put&on&his&heating&because&of&cuts&to&his&benefits.&He&is&in&correspondence&with&

the&DWP&as&they&seek&to&finalise&his&benefit&entitlement,&and&he&says&“I&recently&contacted&the&

ACRA&again&for&further&advice&and&I&will&be&very&happy&to&receive&further&CAB&support&as&my&case&

progresses”.&

 

Case Study 2: Simon 
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Case Study 3: Claire 
Claire had been unwell and says that she has lived with a mental health issue for some time. 

She is single and was self-employed and did not have a great deal of support when she found 

herself unable to work.  

Claire was beginning to accrue debt from her bank overdraft and high interest and becoming 

stressed and felt she was unable to deal with the situation and she had asked her sister for 

money in desperation. Her GP referred her to the Advice Service, where she was supported to 

apply for Employment Support Allowance and also claim back dated benefits for the period she 

had been unable to work. Claire found this support to be invaluable, she say, “I couldn’t face the 

process on my own. I was able to get back dated benefits successfully”. Claire was also given 

food vouchers and supported to complete the Limited Capability for work application. 

Claire had never used a CAB service before and she says, “Simply brilliant. I am extremely 

positive about my experience and the help and support I received through the Advice Service”. 

She used to work in mental health as an advocate for 15 years but after leaving she has 

experienced trouble focusing and concentrating for any length of time so she knew she would 

not be able to deal with her situation on her own and the matter would get worse without help.  

Claire in now looking for part time work as a means to top-up her benefits. She may be facing 

an appeal as her benefits are finalised and she says she “would not hesitate” to go back to the 

ACRA and WCABx for help and advice about this process. 

 

 

Tim$had$incurred$a$growing$amount$of$debt$that$he$was$unable$to$furnish$with$his$income,$
which$was$limited$to$a$basic$state$pension.$He$had$separated$from$his$wife$although$they$remain$
living$together$in$shared$accommodation$and$he$was$struggling$to$manage$home$and$credit$card$
debt$and$interest$payments.$

Tim$was$referred$to$the$Advice$Service$by$his$GP$and$following$an$initial$telephone$assessment$
he$was$invited$to$attend$an$appointment$with$the$ACRA.$Tim$received$advice$on$applying$for$
housing$benefit$and$the$process$for$moving$out$of$his$current$house$and$into$new$
accommodation.$$

Tim$was$keen$to$avoid$bankruptcy$and$over$a$number$of$appointments$the$ACRA$was$able$to$
organise$the$management$of$his$debt,$including$approaching$his$creditors$with$a$revised$
repayment$plan.$Tim$decided$not$to$pursue$housing$benefit$but$his$creditors$have$accepted$the$
revised$payment$proposal$put$to$them$so$that$he$is$better$able$to$manage$his$debt$and$his$
personal$finances$more$generally.$

 

Case Study 4: Tim 



  

Case Study 5: Tina 
Tina was in receipt of benefits and was experiencing problems with her landlord owing to rent 

arrears which had mounted up and she had not been able to deal with. Tina is single and has 

experienced mental health issues. 

Her GP referred her to the Advice Service and the ACRA arranged for an appointment for Tina 

following an initial telephone assessment. Tina’s situation warranted more intensive advisory 

support and her casework has been managed to include a number of appointments to address 

the problems she was experiencing. 

Although she was in receipt of full housing benefit some of the payment made to her landlord 

had been misdirected to the wrong account. The ACRA was able to rectify the situation by 

engaging with the landlord through several letters and ensure that the rental that was owed 

was paid with the money reallocated to the right account. 

Later, the Dept Work and Pensions notified Tina that her Disability Living Allowance would be 

stopped. Tina contacted the ACRA about the situation who contacted the DWP on her behalf to 

determine an explanation and broker interim payments for Tina in the meantime. Tina was also 

supported to complete a Personal Independence Payment application and was given food 

vouchers by WCABx. 

Tina is still in contact with the Advice Service as her situation with the removal of her Disability 

Living Allowance is yet to be resolved with the DWP. 

. 


