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Citizens Advice Wandsworth 

Summary Business and Development Plan 2016 - 2019 

Introduction 

This document summarises the Business and Development plan for Wandsworth 

Citizens Advice Bureaux Ltd (trading as and referred to throughout this plan as 

Citizens Advice Wandsworth or CAW). 

This plan takes CAW from the financial year 2016/17 through to 2018/19. This plan 

was agreed by Trustees in March 2016. The CAW Trustee Board reviews the Business 

and Development Plan annually and monitors progress throughout the year. The plan 

sets out the aims and purpose of the organisation and the context in which we are 

and will be working. It identifies key strategic priorities for the organisation. 

The Aims and Purpose of Citizens Advice Wandsworth  

Full details of the organisation’s formal objects, finances and governance can be 

found at www.charitycommission.gov.uk.   

CAW’s Purpose 

Citizens Advice Wandsworth is an independent charity that provides 

information, advice and support. We also work to improve the policies and 

practices that affect people's lives.  

We help people get the support they need and enable them to manage their 

lives better in times of crisis. Life is complicated and things can go wrong for all 

of us. CAW’s free, impartial advice is crucial and highly valuable to individuals, 

the Council, government and society as a whole.  

We seek to put the customer at the heart of everything we do. We are also committed 

to a community centred approach that recognises our clients, local community, social 

and faith networks as assets, not people with problems. They and partners in co-

producing the outputs and outcomes we work towards. 

We offer general advice on welfare benefits, money/debt, housing, employment, 

consumer, immigration and nationality, family and personal matters, taxes, health 

and education. We provide general advice on discrimination across all these subjects. 

We also provide self-help information services and resources and work to increase the 

capability of local people to avoid and prevent problems like debt. CAW provides the 

main gateway to advice and other services for local residents. As CAW’s service 

http://www.charitycommission.gov.uk/
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arrangements change over time, details are not provided in this plan. They are 

available on the CAW web site: www.cawandsworth.org 

CAW’s aim is to provide a high quality service for as many clients as possible, 

focussing on those most in need. CAW recognises that it is unlikely to be able to meet 

all demand for its service. 

CAW’s emphasis is on enabling independence and resilience. CAW is not here to take 

over people’s affairs. Wherever possible CAW should empower people to be in 

control, help and act for themselves and hopefully assist other people in their 

community or network. 

CAW emphasises the importance of early intervention and prevention in its services. 

CAW seeks to understand and act on the underlying causes of demand for its services 

and tackle preventable systemic failure. 

Where possible and advantageous CAW seeks to work in partnership with other local 

Citizens Advice and services, other organisations, professionals, community groups, 

social and faith networks to improve and deliver services. 

As an organisation that relies heavily on volunteers to deliver services, CAW also 

offers a range of volunteering opportunities, backed by excellent and recognised 

training. A corollary of this is that CAW provides a valuable local service in terms of 

learning, skills and employability and opportunities to reduce social isolation and 

increase personal confidence and well-being for adults of all ages. 

CAW Values 

• Creativity – CAW is inventive, always looking for better ways to achieve its 

purpose, deliver value for money, achieve outcomes, change and impact for people 

• Generosity – to each other, to clients and other agencies; looking to share, being 

non-judgemental, sympathetic, kind, helpful, collaborative and empowering 

• Quality – CAW is committed to high quality, responsive, trusted, confidential and 

independent service, delivered with integrity and confidence 

• Accountability – to each other, funders, trustees, membership body and to the 

public and local community 

CAW is also committed to challenging discrimination, valuing diversity and promoting 

equality, in line with the Citizens Advice Stand Up for Equality Strategy. 

CAW’s Aspirations 

CAW’s ambition is excellence: to be a service that is recognised locally and nationally 

for its quality, impact, preventative work and leadership. 

http://www.cawandsworth.org/
http://www.citizensadvice.org.uk/index/aboutus/equality_diversity_strategy.htm
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The team at CAW believes that independent advice provision plays a key and 

indispensable role in the social and economic future of our Borough and region. CAW 

aims to be at the forefront of this future, in partnership with others. Realising this 

future depends on CAW cementing together some key building blocks: 

Prevention: Acting on the System 

For all too many CAW customers, systems of welfare, support, education, legal rights 

and responsibilities have failed – local people turn to CAW to sort out the problem. On 

too many occasions, people can find access to CAW services difficult; CAW may have 

to send people elsewhere, they may not get through or to see a CAW Adviser. CAW is 

part of the system that sometimes fails. In future, CAW will be the right door, which 

opens when needed and tackles the problem. CAW will understand and prevent 

systemic failures by working in partnership and undertaking research and campaign 

work. 

Excellent Customer Service 

CAW will be known locally for excellent customer service. Feedback from clients will be 

positive; when it is not, CAW will learn and improve.  CAW’s service will be accessible 

via a range of channels at convenient times and locations and in a pleasant, well-

equipped and designed environment. CAW will improve its telephone advice service 

as a priority. CAW will be welcoming, caring, creative and ‘go the extra mile’ when it 

can. Quality will always be the bedrock of CAW’s service. 

Producing Positive Change 

People will be and feel better off after using CAW’s service; socially, economically and 

health and well-being wise. CAW’s advice, campaigning, preventative and early action 

activity will lead to improvements in systems and policy. The Borough will benefit 

from CAW’s presence. CAW will have demonstrable evidence of the outcomes, impact 

and savings it co-produces with clients, customers, partners, staff and volunteers. 

Strong Local Leadership 

CAW will be involved in and contribute creatively and positively to local forums and 

decision-making, putting forward ideas and proposals about how the locality could be 

a better place to live and work. CAW will seek and encourage partnerships wherever 

working together would enhance the chances of positive change and outcomes. CAW 

will be accountable to trustees, local people, funders and commissioners for its 

actions; a trusted partner/provider. CAW will be generous with its expertise and 

knowledge whenever possible. 

A Great Place to Work and Volunteer 

CAW staff and volunteers will feel positive and fulfilled in their work and contribution 

to its services and activity. CAW will provide its workforce with every opportunity it can 

to provide a good service and do the best they can to make a real difference. Staff and 

volunteers will rate CAW as a great place to be part of. 
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A Solid Financial Base 

CAW will be the first choice for the funders, commissioners, investors and donors who 

seek the results, outcomes and impact CAW can show it produces. CAW will be 

enterprising and business-like in its approach to service development, efficient and 

lean; keeping back office costs to a minimum. CAW will have a diverse and reliable 

income base, adequate reserves and sound investments. 

CAW’s vision is of not simply doing things better and surviving, but doing better things 

and thriving. By ‘better things’ CAW means better outcomes for clients; increasing their 

independence and resilience, helping them manage their affairs effectively. CAW also 

means by this making a demonstrable contribution to the desired outcomes and 

objectives of funders, commissioners and other stakeholders. 

A Pen Picture of Our Future 

CAW is working towards a picture of our service and organisation that looks like that 

described below. CAW made great strides towards this in 2015/16 – see items with a 

‘’. 

Service 

 Open Mon-Fri, 9.30 – 17.00 for personal callers to main CAW offices – reception, 

initial check on needs, assisted information provision by front of house/reception 

staff help callers to access what they need, with internal of external referral on for 

advice or other services ( partially – services are open from 10am-4pm on three 

days at Battersea Library and 2 days at Roehampton) 

 Telephone line open at same times, possibly in evenings too 

 Some evening and weekend opening, depending on demand 

 E-mail advice/web chat service 

 Outreach sessions at community venues (libraries, community centres, GPs) 

throughout the Borough – by appointment made via telephone advice line or by 

calling in to CAW ( partially) 

 Specialist casework service in debt, benefits and housing ( partially – a specialist 

housing  advice service is still needed) 

 Public legal education and training sessions, including consumer and financial 

capability 

 Services delivered in partnership with other (local) organisations and local Citizens 

Advice  

Premises 

 One central office (all fully accessible)  

 Co-location of central management and advice services  

 Co-location with other local and complementary services  

 Space for at least 8 back-office and non-advice project staff and 2 volunteers (10 

desks/workstations)  
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 Space for up to 15 advice staff plus 10 volunteers (25 desks/workstations)  

 Call centre space – up to 8 workstations, each with telephony equipment, dual VDU 

( partially – capacity will be 4 workstations initially) 

 Public space: comfortable waiting area, information displays/leaflets, VDU with 

service information, computer terminals or tablets to access information, 

reception desk with space for at least 2 staff/volunteers and semi-confidential 

areas/privacy screens  

 Confidential interviewing rooms: at least 6, wheelchair accessible  

 Meeting and training facilities, with VDU facilities, folding chairs and tables  

 Kitchen and staff lunch/relaxation area/small meeting area  

Research & Campaigning 

 A team of Research & Campaign staff and volunteers  

 Active local campaigns, involving local people and social networks 

Outputs 

 Double numbers of people helped while maintaining high quality of service 

 Telephone Advice: double the number of enquiries dealt with over the course of 

this business plan while maintaining high quality 

This vision, CAW’s values and clear statement of purpose will underpin the strategic 

objectives and activity set out in this plan. 

Strategic Context 

This plan is set against a backdrop of ongoing change in CAW’s working environment. 

Well placed and strengthening 

Citizens Advice Wandsworth is in a good position as it enters this business plan 

period: 

 A reputation for good advice services for residents of Wandsworth and beyond 

 The security of funding from Wandsworth Council until 2018 

 Important service funding partnerships with other organisations such as 

Macmillan, London & Quadrant housing trust, Wandsworth Clinical Commissioning 

Group localities, City Bridge Trust and St George’s Hospital’s Major Trauma Unit.  

 New funding from Big Lottery Fund for a major new four year hardship crisis 

focused project to be commenced in summer 2016 

 An increased and diversified funding base, which has enabled it to increase the 

number of people assisted and target people in greatest need 

 A strong volunteering programme 

 Good evidence of the outcomes and impact of its service 

 Completed move to new, fit for purpose premises at Battersea Library in January 

2016 
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 Good local leadership: CAW is committed to servicing and sustaining the 

Wandsworth Advice Partnership and Forum that was established under the 

Transforming Wandsworth Advice project which ended in January 2016. 

Community and client profile and advice needs 

An analysis of Wandsworth Borough community profile and CAW client profile is 

appended to this plan.  

A comparison of deprivation maps in the borough with maps showing where CAW 

clients shows that CAW’s main service locations are in or near to the most deprived 

areas of the Borough. Wandsworth has a mobile population with high levels of 

residents moving both into and within the Borough. The population in the Borough 

has also increased in recent years. The GLA population estimates forecast that the 

population of Wandsworth will increase 4% by 2016.  This overall increase in 

population and changes in population across the wards will bring challenges in 

ensuring that sufficient services are in place to meet demand. The borough has a 

younger population than many neighbouring south London boroughs, with 50% more 

20-40 year olds and 33% few older people.  

Like many inner London local Citizens Advice, CAW works in a Borough where there 

are significant variations in terms of levels of prosperity and deprivation. When 

household income data is broken down by ward there are clear differences ranging 

from Northcote ward which has a household income of £51,859 and has the seventh 

highest income of the 633 wards in London, to Roehampton where it is £31,141, 

ranking it 507th out of 633 wards. 

What will be particularly significant for the lifetime of this plan is that the needs of 

Wandsworth's population are likely to change – most notably as a result of on-going 

welfare reform and housing problems (see below).   

CAW has always been a primary port of call for people who are at the more vulnerable 

and disadvantaged end of our local community spectrum and for many, its face to 

face advice is very important. But CAW has good evidence from client surveys and the 

Big Advice Survey that many people would prefer to access its service by telephone 

and is committed to improving its service offer via this channel. Digital services (advice 

via e-mail and web chat) are also needed. 

Welfare, health and social care reform 

We are faced with welfare reform on a massive scale. The Government’s welfare 

reform programme, including the effect of the ‘bedroom tax’, benefit caps, changes to 

disability benefits have had a big impact on our clients and demand for our service in 

recent years.  

The implementation of Universal Credit (UC) and the Claimant Commitment 

commenced in Wandsworth in 2015, starting with single claimants: CAW is providing 

http://bigadvicesurvey.org.uk/
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personal budgeting support for new UC claimants with DWP funding, channeled via 

Wandsworth Council. Roll-out of UC to other claimant groups will increase demand for 

our advice and support in future. 

The lowering of benefit caps in 2016 will affect between 800 and 999 households in 

Wandsworth according to Government estimates. This again will increase demand for 

our advice service. 

Wandsworth Council’s decision to reduce Council Tax Reduction Scheme support for 

many low income people and households will place further pressure on local people. 

It will increase demand for our service. 

The impact on local people, and particularly those who are also disadvantaged, is 

great. We need to bring a better and more direct understanding of the impact of 

change to the attention of policy makers and work collaboratively to co-produce 

services and structures that help our community both influence and cope with the 

reforms. 

As the leading advice agency in the Borough, CAW all too often deals with the 

consequences of systemic failure. Welfare reform, particularly in the form of UC, 

threatens to be the latest in the line of systems designed top-down that fail to work at 

community level. Under UC, multiple systems will be simultaneously changing: the 

benefit will be administered online, the housing element will be paid to the claimant 

not the landlord and payment will be made monthly and into one bank account per 

household. UC is in part designed to force behavioural change – encouraging people 

to work, get online and take greater responsibility for budgeting – but the risk of 

unintended consequences are great. 

The Government has provided for ‘Universal Support’ (US) for certain groups: those 

with debt problems, drug addiction or mental health issues. CAW has provided 

personal budgeting support for new UC claimants as part of this scheme.  

In addition, CAW must be on the front foot in responding to changes introduced to 

adult social care. The Care Act 2014 includes the first overhaul of social care statute in 

England for more than 60 years. Its implementation (predominantly April 2015 – 

funding elements April 2016) sees a number of risks and issues for CAW. There are 

new responsibilities on local authorities to provide advice and support to those in 

need of social care and to help prevent or reduce the need for social care, to all the 

community including self-funders and carers. 

Section 4 of the act is most relevant to CAW’s work as it places a new duty on 

Wandsworth Council to ensure people have access to independent information and 

advice (including face to face and independent financial advice) and therefore is likely 

to become a critical factor in CAW negotiations with local authority commissioning 
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managers over the next few years, as a distinct service or more likely, as part of the 

current advice service. 

There are a number of reasons why this is important for CAW:  

(a) Clients will be presenting at CAW with social care questions and queries – these 

maybe recipients of existing support checking to see how they are affected or 

new/potential recipients of support under the Care Act.  

(b) There could be opportunities to contract with Wandsworth Council under their 

statutory responsibility to provide advice under this requirement. The Council is 

establishing a strategic overview group. We must be part of and influence this 

group. 

(c) The Council may be looking to cut funding given the pressure on their budgets. 

Partnering with the Council on the Care Act demonstrates additional value to 

existing work and potentially within negotiations. 

Housing and homelessness 

CAW deals with persistent and increasing local housing affordability, homelessness 

and private renting problems: housing enquiries are CAW’s second largest enquiry 

area. The private rented sector in Wandsworth has increased significantly and 

constitutes around one third of total housing stock. 

Homelessness is also increasing in the Borough. Wandsworth Council have reported 

that homelessness has been a rising trend for 4 years, demanding increasing amounts 

of Council spending. Most homeless households come out of the private rented sector 

and the Council report that prevention of homelessness is increasingly difficult. The 

Wandsworth Joint Strategic Needs Assessment has noted the lack of affordable 

homes as a health determinant (see below). A rise in interest rates could also trigger a 

housing and debt crisis which would have a big impact on demand for our service. 

 

CAW does not have housing advice specialists within its service and since many 

housing matters were taken out of the scope of legal aid in 2013, there are fewer 

places for CAW to refer clients needing specialist advice. It is vital that CAW seeks 

resources to deliver both housing advice and research and policy activity in the above 

context. 

Health and Mental health  

We know that the incidence of mental health problems in the local population is high. 

The chart below shows the increase in recorded depression in primary care (18+ 

years), as just one indicator. The Borough’s Joint Strategic Needs Assessment also 

notes the high incidence mental health disorders: 

“Mental health; the sheer number of people that may have a mental health disorder 

(48,500 people), the high cost associated with care (£53m for Wandsworth CCG), and the 
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impact on other conditions or areas of life particularly for black ethnic groups make this a 

significant issue.” (Wandsworth JSNA 2014) 

There has also been a 7.5% increase in psychological therapy referrals (16+ years) 

since 2010/11 (Source: South West London & St George’s Mental Health NHS Trust).  

 

Recorded depression in primary care (18+ years) (Source: Quality and Outcomes Framework, Health & 

Social Care Information Centre) 

Anecdotally, we see this reflected in the issues our advisers deal with. CAW staff and 

volunteers report that about 60% of people who use our drop-in services have mental 

health issues.   

We know from national research carried out by the Money Advice Trust, Royal College 

of Psychiatrists and Rethink that the more debts people have, the more likely they are 

to have a mental health disorder and that worry about debt can have a negative 

impact on mental health. We are unable to provide debt advice to the vast majority of 

these clients because of the limited availability of specialist staff. There is currently no 

specific debt advice service provision for mental health service users in Wandsworth. 

For this reason it is a priority for CAW to seek funding to deliver advice services for 

people with mental health issues in the Borough - and particularly debt advice. 

Fiscal pressures on local government and other public bodies 

We are pleased that our local authority partner takes a long term view of the work 

and value of CAW and its contribution in the Borough. CAW’s funding contract with the 

Council runs from 2013 until 2018. This contract provides core funding for CAW (just 

under 50% of total income) and a vital baseline for growing the organisation as other 

opportunities and joint working possibilities are generated. CAW has also gained new 

income for services from The Clinical Commissioning Group in recent years. 
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This public funding is very important but CAW is aware that the Council and other 

public bodies are under unprecedented pressure to reduce expenditure. 

From 2018/19 Wandsworth Council expects to be self-financing from Council Tax and 

Business Rates income. The Council is merging staffing and services with Richmond 

Council in order to make savings and is increasingly looking for cross-borough 

boundary services and efficiencies. Responsibility for CAW’s contract at the Council 

will change in 2016 as a result of the Richmond merger and restructuring. This 

development has profound implications for CAW. It is highly likely that advice services 

could be jointly commissioned by the two authorities in future.  

New Citizens Advice membership agreement and performance quality 

framework  

A new framework is being put in place by CAW’s membership body, Citizens Advice. 

The package provides CAW with increased local flexibility and discretion within tight 

quality, financial health and leadership standards and requirements to work with 

other local Citizens Advice as part of ‘one service’. CAW has been involved in the 

piloting much of the new approach and is well placed to deliver new commitments. 

Governance 

Independent scrutiny by Citizens Advice auditors has confirmed that CAW has strong 

governance arrangements. It is important that the organisation maintains and builds 

on this strength.  

 

The Trustee Board has identified a need to pay attention to the diversity of Board 

members and strengthen project management and fundraising skills. A succession 

plan must also be put in place for a change of Chair and Vice Chair in 2016/17 as both 

post-holders will reach the end of their constitutionally permitted term. 

Against the above back-drop, our plan needs to be inherently flexible. Our senior 

managers and Trustee Board, in reviewing and monitoring its implementation, must 

also adopt a flexible approach at all times.  By combining our attention to detail with 

pragmatism and professionalism we will be well placed to build on our past 

achievements and to continue to innovate and provide the best possible services in 

the future.  
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Strategic Priorities, Objectives and Action Plan 

In response to the above context, CAW has set the following key strategic objectives. 

• Making it easier to get relevant advice in Wandsworth: providing an 

accessible and multi-channel service that meets as many community and 

client needs as possible and responds to changing needs 

• Being more influential: developing and contributing to research and 

campaign activity that leads to improvements in policy and practice and 

prevents problems and systemic failure 

• Championing equality and reducing discrimination: improving our research, 

campaigns and service provision in these areas 

• Becoming a stronger and more sustainable service and organisation 

The plan on the following pages sets out specific objectives, priorities and activities in 

pursuance of these objectives, particularly for the 2016/17 financial year. 

Modernising and improving access to CAW’s services 

CAW aims to be a centre of excellence, providing ‘best-in-class’ services that are at the 

cutting edge. Its top priority is a major increase in the volume of people and enquiries 

handled, shifting the balance between face to face and telephone (i.e. more enquiries 

dealt with by telephone) and offer in-depth advice to more people. It is critical that 

volume is not a substitute for quality: high quality standards must be maintained. 

Increasing telephone advice capacity is a key objective for 2016/17. CAW has 

committed to joining with other local Citizens Advice to deliver an ‘Adviceline’ service 

five days a week for local residents. 

CAW will also work to set up digital advice services (email/web chat) in 2016/17 so that 

service delivery via these channels can commence in 2017/18. CAW accepts that 

demand for e-mail and web chat advice may be in addition to and not a replacement 

for demand hitting other channels. 

CAW acknowledges that demand is always likely to outstrip supply of its services and 

that in-depth help in particular must be focused on and targeted at people in the 

greatest need. To that end, CAW’s service must ‘reach-out’ more to people and 

communities and do more to up-skill people in communities, social and faith 

networks. 
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Delivering higher volumes of high quality advice is of course dependent on having the 

funding and resources in place. The KPIs set in this plan are aspirational beyond the 

limits of committed funding. Critically, being able to sustain and expand our main 

public advice service beyond April 2018 depends on Wandsworth Council 

recommissioning our service. 

Being more influential is critical to CAW’s sustainability – particularly given the fiscal 

pressures on the Council and other public funders. It must put in place an influencing 

and communications plan as a priority in 2016/17. 

Maintaining core public funding 

In the context of the fiscal pressures on local government and other public bodies and 

the merger of Wandsworth and Richmond Councils our strategy for influencing future 

commissioning of our services is a high priority in 2016/17 and future years. 

There could be moves to jointly procure services with LB Richmond and possibly to 

manage the respective bring local Citizens Advice service contracts together. CAW 

could find itself under the remit of a housing and regeneration or social services 

directorate in future. 

CAW must show value money and the savings/fiscal benefit it produces for the 

Council. CAW can expect to be asked this directly. Where CAW can make and 

demonstrate greater efficiencies (including those to be gained by channel shift and by 

merger) it must do so. Building relationships with Council departments that may be 

CAW’s sponsor in future is vital.  

CAW should also be proactive in bringing forward proposals for cross-borough 

working – clearly with LB Richmond but also with other neighbouring boroughs.  

In the context of this and the general pressure on local authority spending, it is a 

priority for CAW to both  

(a) actively demonstrate our value to the Council  in order to protect current 

funding and  

(b) talk to colleagues at Citizens Advice Richmond about how we can deliver value 

for money advice services together across the two Boroughs – including an 

exploration of the business case for merger or shared staffing and services 

arrangements 

(c) explore opportunities for merger or shared staffing and services arrangements 

with other organisations in Wandsworth and Richmond in order to deliver 

service improvements and efficiencies 
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With the above in mind, a decision was taken in March 2016 to go ahead with the 

transfer of the undertakings of the local Disability and Social Care Advice Service 

(DASCAS) to CAW. This transfer will take place in summer 2016. 

Pursuing alternative sources of and diversifying funding must also remain a central 

strategy.  

New business 

CAW has noted a range of opportunities to be pursued in 2016/17 and beyond. The 

key test will be the extent to which each opportunity enables CAW to move towards its 

vision for modernized and accessible advice services for local people. Opportunities 

must also be measured against the need to act strategically to maintain core public 

funding as this funding forms the bedrock of CAW’s ability to deliver a publicly 

accessible local advice service. 

Priority areas of new business in 2016/17 will be: 

 Joining an Adviceline delivery group to improve CAW’s telephone advice service 

 Exploring ways to work more closely with Citizens Advice Richmond, including 

cross Borough service offers, sharing back office/management roles/costs and 

potential for merger 

 The transfer and incorporation of DASCAS services into CAW 

 Considering and, if appropriate, pursuing the expected procurement (by 

Citizens Advice) of new Consumer Advice Service suppliers in 2016/17 

 

Opportunities for earned income will also be considered on a case by case basis. 

 

Staffing and resources 

Delivering on CAW’s vision and objectives, surviving the turbulent times ahead for 

Council funding and seizing new opportunities requires a sound volunteer policy. CAW 

has forecast a need to double volunteer numbers for around 140 during 2016/17 to 

enable it to participate in Adviceline, sustain face to face service improvements and 

develop a digital channel. New volunteer roles will be needed, training will need to 

ensure progression of volunteers to adviser roles and a targeted recruitment and 

retention programme implemented. A volunteer strategy has been set out to enable 

this. 

Growing the paid staff team and salaries bill in the context of public funding pressures 

is high risk. However, in order to deliver on current service and project commitments, 

manage/supervise service and volunteer growth and pursue new business CAW must 

invest carefully in new roles. CAW will invest in a part-time Service Manager 

(Telephone and Digital Advice) in 2016/17. This can be afforded within current 
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financial projections. Other growth in paid staffing will be dependent on attracting 

new funding. 

Further changes in the staffing structure and growth in paid staff numbers will be 

considered against the following criteria: 

 Does the change/growth allow us to deliver on our vision and objectives and 

seize or accommodate new business opportunities? 

 Can the change/growth be afforded in both the short-medium term and long-

term? If not, are there savings that could be made elsewhere in the structure to 

release funds without damaging capacity to deliver? 

 Is there an opportunity for the role to be shared with another service or for it to 

be filled on a voluntary basis? 
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Appendix: Community and client profile 

Wandsworth is the largest inner London borough, stretching from central London at 

Vauxhall out to the edge of Richmond Park in the west, and comprises 20 wards. The 

Borough includes a diverse range of communities. There are five town centres: 

Clapham Junction, Balham, Tooting, Wandsworth and Putney with smaller district 

centres at Earlsfield, Southfields, and Roehampton.  A third of the borough's land area 

is occupied by residential properties, many within one of the forty five conservation 

areas. A quarter of the borough's land (1,600 acres) is open space, much of this in the 

form of large areas of heath and common. The five town centres and eight local 

centres give focal points and identity to the communities that make up the borough. 

Resident Population 

Wandsworth has a very mobile population with high levels of migration within the 

Borough. The population in the Borough has steadily increased in the last decade 

from an estimated 271,700 in 2000 to 307,700 in 2011, an and has been largely driven 

by natural changes (excess of births over deaths); with a 29% increase in birth rate, 

Wandsworth was the third highest among all 33 London boroughs.  This overall 

increase in population and changes in population across the wards will bring 

challenges in ensuring that sufficient services are in place to meet demand.  

Wandsworth has a higher proportion of females (57%) than males amongst its 

resident populations.  The borough also has a markedly skewed age distribution, with 

44% of residents aged 25 to 39; this compares with 14% for Greater London and 10% 

in England & Wales. 

Age Male Female Total % 

5-9 7,100 7,000 14,100 5% 

10-14 5,300 5,200 10,500 4% 

15-19 5,000 5,100 10,100 4% 

20-24 11,000 8,600 19,600 7% 

25-29 20,900 16,700 37,600 14% 

30-34 22,400 22,100 44,500 17% 

35-39 15,800 18,100 33,900 13% 

40-44 10,900 11,700 22,600 8% 

45-49 8,700 8,300 17,000 6% 

50-54 6,100 5,900 12,000 4% 

55-59 5,500 4,400 9,900 4% 

60-64 5,200 4,200 9,400 4% 

65-69 3,800 2,900 6,700 3% 

70-74 3,300 2,900 6,200 2% 

75-79 2,800 2,300 5,100 2% 

80-84 2,300 1,600 3,900 1% 

85+ 3,000 1,400 4,400 2% 

TOTAL 139,000 128,400 267,500 100% 
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Employment 

The resident labour force of the borough includes those people aged 16 to 74 who are 

economically active i.e. employed or looking for employment. It excludes those who 

are retired, those looking after home or family, those who are permanently sick or 

disabled and students without a job.  The number of economically active people was 

projected to increase by 18% from 159,300 in 2011 to 184,500 in 2016.  However, 

classification improved between Censuses, with 22,856 not classifiable in 2001, 

compared with 0 in 2011, and this should be taken into account in any comparisons. 

The economic activity rate of males is projected to remain fairly constant at around 

80% between 2001 and 2016, with the female economic activity rate projected to 

increase slightly over the same period from 68% in 2001 to 71% in 2016. 

In 2011, 70.8% of Wandsworth's usual residents aged 16 to 74 were employed, 

compared with 62.4% in the whole of London.  Wandsworth ranked 2nd highest in the 

country outside the City of London for the proportion of full-time employees (50.9%), 

whilst having amongst the lowest proportions of part-time employees (7.8%) and 

retired residents (6.2%); however, 3.8% of the population was unemployed, compared 

with a London average of 5.2% and national average of 4.4%.  Of the 16-24 age group, 

only 5.4% were unemployed, compared with 7% in London and 7.5% nationally.  

Between 2001 and 2011, the number of employed residents increased by 26%, with 

the number of self-employed people increasing by 56%.  The number of economically 

active full-time students also increased significantly (47%), whilst there was an 11% 

reduction in the number of people looking after home or family.  The proportion of 

residents aged 16 to 24 who were unemployed increased from 4.8%in 2001 to 5.4% in 

2011. 

Between 2001 and 2011 there was a 90% increase in the number of residents 

employed in professional occupations, leading to an increased in the proportion of 

the working population from 19.3% in 2001 to 29% in 2011.  Over the decade there 

was also a significant increase (56%) in the number of people employed in personal 

service occupations.  This was offset by a decrease in the number and proportion of 

managers and senior officials from 22% in 2001 to 14.4% in 2011, and a small 

decrease in the proportion employed in administrative and secretarial occupations 

from 12.9% in 2001 to 10% in 2011. 

The skills structure of Wandsworth also varies considerably, and between 2001 and 

2011 the number of usual residents with Level 4 qualifications and above increased by 

42%, leading to a 6.3 percentage point increase in the proportion of the population.  

This was offset by a reduction in the number of people with lower level qualifications.  
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The number of full-time students age 18 to 74 living in the borough increased by 32% 

over the decade. 

Economic 

Due to changes to council areas in some parts of England outside London in 2009, the 

number of local authorities has reduced from 354 to 326 since the ID2007 were 

published, so direct comparison with previously published local authority measures is 

not recommended.  In 2010 Wandsworth ranked 158th in terms of deprivation (one of 

the only two boroughs with a reduction in the number of "top 50" measures) and 14th 

in terms of prosperity (a reduction of 4 places since 2007), with substantial variations 

across the Borough. The rest remained the same with generally little change in ranks.  

The gross annual pay for residents of Inner London is £30,000, making the £34,000 for 

Wandsworth above average.  However, there is a great disparity across the range of 

income between households with 11% of the population earning less than £15,000 

and 22% earning more than £60,000.  There is currently no new published 

information on annual household income by Ward, but previous data from 2007 

indicated that household income broken down by ward showed clear differences 

ranging from Northcote ward which had a household income of £51,859 and the 7th 

highest income of the 633 wards in London, to Roehampton where it was £31,141, 

ranking it 507th out of 633 wards.  

The 2011 Census provides the following breakdown: 

Economic activity Males Female Total % 

Employee:  Part-time 5,600 13,368 18,968 8% 

Employee:  Full-time 64,475 59,490 123,965 51% 

Self-employed 18,410 11,125 29,535 12% 

Unemployed 5,111 4,200 9,311 4% 

Full-time student 3,394 4,616 8,010 3% 

Total Economically Active 96,990 92,799 189,789 77% 

Retired 6,260 8,880 15,140 6% 

Student (inc FT students) 6,811 7,788 14,599 6% 

Looking after family/home 786 9,638 10,424 4% 

Long-term sick/disabled 3,794 3,233 7,027 3% 

Other 3,246 3,308 6,554 3% 

Totally Economically Inactive 20,897 32,847 53,744 22% 

Unemployed: Age 16 to 24 1,058 767 1,825 1% 

 

Housing 

The 2011 Census indicates that there are 130,493 existing household in the borough, 

a 13% increase of 14,840 to that of 115,653 in 2001.  During the 10-year period there 

appears to be a significant increase in privately rented households, a 5% reduction in 

home or shared ownership, with the level of social landlord households actually 

decreasing by a small but significant 3%.   
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This is broken down as follows: 

Household Type % 2001 % 2011 

Owned outright / mortgage / loan / shared ownership 52 60,203 47 61,304 

Privately rented / Other 23 26,551 20 26,516 

Council / Housing Association (RSL) 25 9,384 33 42,673 

  

Ethnic Groups 

Between 2001 and 2006 Wandsworth had the 5th highest volume of migration per 

1,000 population in England and Wales. The migrant component of the 2006 mid-year 

estimate for Wandsworth represented 12% of the total population.  Change between 

2001 and 2011 was proportionate to the overall change in the total number for most 

ethnic groups, with the exception of a 3% decrease in the White British population 

which led to a reduction from 64.8% in 2001 to 53.3% in 2011, compared with 59.8% in 

London and 85.9% nationally.  This was offset by a significant increase in the Other 

White ethnic group which saw an 82% increase in numbers from 10% in 2001 to 15.5% 

in 2011.  Most other ethnic groups saw a small increase with the Other Mixed, Other 

Asian and Other Black populations all at least doubling in size.  There was a small 

decrease in the number of White Irish and Black Caribbean ethnic group usual 

residents over the decade. 

Wandsworth ranked 10th out of the 348 districts for the proportion of Irish residents 

(2.5%) and 12th for the proportion of Other White residents (15.5%).  This group 

would include for example Polish and Australian born residents.  Although small in 

terms of numbers, the proportion of residents of Mixed/Multiple ethnic groups led to 

relatively high rankings nationally, whilst proportions were comparable with London 

averages.  The proportion of Asian/Asian British residents (10.9%) was greater than 

the national average (7.5%), but significantly less than the regional average (18.4%).  

Similarly, the proportion of Black/African/Caribbean/Black British residents (10.6%) 

was greater than the national average (3.4%), but less than the proportion across 

London (13.3%). 

Census 2011 figures indicate that BAME groups account for almost 28.6% of the 

Wandsworth population and the non-white population is double the national average 

of 12.5%.  The highest number of non-UK nationals came from: 

 Poland (2.2%) 

 South Africa (2.1%) 

 Ireland (1.9%)  
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Profile data taken from the 2011 Census indicates the following: 

Ethnic Group 2001 % 2011 % % Diff 

All other ethnic group 3,337 1.3 6,444 2.1 0.8 

Mixed/multiple ethnic group 8,728 3.4 15,241 5 1.6 

Black/African/Caribbean/Black British 25,066 9.6 32,756 10.7 1 

Asian/Asian British 20,271 7.8 33,338 10.9 3.1 

All White 202,978 78 219,216 71.4 - 6.5 

 

Disability 

2011 Census data reveals that over 10 per cent of the Wandsworth population has a 

disability affecting day to day activities: 

 

Population 

Day-to-day 

activities 

limited1 a lot 

Day-to-day 

activities 

limited1 a 

little 

Day-to-day 

activities not 

limited 

306,995 16,114 18,272 272,609 

 

Client profile 

For the last full year of data available at the time of publication of this plan (2014/15), 

CAW clients were located as follows in the Borough: 
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This distribution is consistent with the deprivation map for the Borough: 

 

 
 

 

CAW regularly reviews its client profile to check its consistency with or divergence 

from the local community profile. The latest service data is published in CAW’s Annual 

Review. 

 

Data for the period to September 2015 reveals the following demographic data about 

clients: 

 

 

Disability 

Disabled or

LTH condition

Not

disabled/no

health

problems
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