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Foreword 

 

Inequalities in health arise because of inequalities in society, 

in the conditions in which people are born, grow, live, work, 

and age. In England inequalities in mortality and morbidity 

are substantial, people living in the poorest areas will, on 

average, die seven years earlier and have 17 years fewer of 

disability-free life expectancy compared with people living in 

the richest areas. Individuals living in poorer areas not only 

die sooner, but they will also spend more of their shorter 

lives with a disability. 
 

These serious health inequalities are caused by social and economic inequalities in 

society. For example, inequalities in education, employment and working 

conditions, housing and neighbourhood conditions, standards of living, and, more 

generally, the freedom to participate equally in the benefits of society. If these 

inequalities are to be addressed then action is required across all these social 

determinants of health. 
 

Advice and information services are a way in which local government working with 

voluntary sector providers can take practical action to help tackle the social 

inequalities in society that lead to the health inequalities we all experience. Advice 

and information services can lead to improvements in housing conditions, or 

employment and working conditions as individuals are able to enforce their 

statutory rights. Advice services, including financial and debt relief services, housing 

advice and benefits advice are cost-effective ways to increase incomes in low-

income households which can lead to increased standards of living. Of course, given 

the effect of the economic downturn and the changes to the welfare system there is 

also a key role for advice agencies to ensure that affected households are fully 

informed about the changes, so people know how they will be affected, and are 

helped to understand their best options. 
 

As advice and information services are accessible and used by so many individuals, 

they have a wealth of data about the social determinants of health that can be used 

when planning services. Data from advice and information providers may not come 

badged in the headings policy makers and service planners would like. However, as 

this reports shows, with a little knowledge and interpretation, it can act as a valid 

indicator about the determinants of health that people in communities and 

neighbourhoods across England are facing.  

 

Professor Sir Michael Marmot  
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Executive Summary 
 

This Health & Wellbeing report provides evidence of the contribution made by the 

Citizens Advice Wandsworth service in supporting health and wellbeing and addressing 

the causes of health inequalities and contributing to better health and well-being 

outcomes. It concludes that coordinating and connecting information and advice 

services with health and care services and settings, local communities and networks in 

Wandsworth is of vital importance. It argues that there is scope to build on the firm 

foundations that have been laid down in Wandsworth, which have placed advice 

interventions into primary and secondary care pathways.  

 

Advice interventions can prevent problems associated with welfare benefits, housing, 

debt, employment and other matters arising – or if they already have provide relief 

that in turn pays dividends in terms of better physical and mental health and recovery 

from episodes and illness. Furthermore, equipping communities, social and faith 

networks and volunteers with the skills to provide information, signposting (‘Advice 

First Aid’) and advice provides a basis for sustainability as well as a range of health and 

well-being benefits for individual volunteers. 

 

The report should be of interest to health, adult social care, public health, information 

and advice service commissioners and planners, including the CCG, Health and 

Wellbeing Board and Promoting Better Health Clinical Reference Group. It will also 

interest health, mental health, care and support providers, including Wandsworth’s 

Multi-speciality Community Provider (MCP). 

 

The first section focuses primarily on the link between health and advice across the 

Citizens Advice service as a whole (throughout the country): 

 

 The majority of our clients live in poverty, even if they live in affluent areas, and 

therefore experience the health inequalities in our society 

 Our clients’ problems have negative consequences for their health and 

wellbeing and GPs report an increasing need for social welfare advice  

 Our clients report that the advice we provide has a positive impact on their 

health and mental well-being  

 

The second section briefly describes CAW’s services and projects and provides 

evidence about the health and wellbeing in Wandsworth that they encounter. This 

includes details on the number of clients we reach, including details on topics such as 

child poverty, fuel poverty, disability and long-term health problems, homelessness, 

employment and domestic abuse.  
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CAW’s services helped nearly 9,000 people in 2015/16 and this will rise to over 12,000 

in 2016/17. Our services generated nearly £6.5 million of benefits for individual clients 

and £126,500 savings for the NHS in 2015/16.  

 

One third of those assisted had disabilities or long-term health conditions – many with 

disability and sickness benefits changes and appeals and with debt. Disabled people 

have had to cope with big changes in the benefits system in recent years with the 

introduction of Employment Support Allowance and Personal Independence 

Payments. CAW’s services, including the newly incorporated Disability and Social Care 

Advice Service, are a lifeline for many people, as the case-studies included in this 

report illustrate. 

 

In section 4 the report describes CAW’s services in health settings and work with health 

partners and the specific advice outcomes achieved. The growing recognition of the 

link between health, wellbeing and advice has led to a growth in CAW’s directly health 

service partnership work in recent years. To our now long-standing work with Cancer 

services and Macmillan (including those at St George’s Hospital and Trinity Hospice) as 

part of the Macmillan Benefits Advice Service for South West London we have added 

social prescription services whereby all GPs in Wandsworth can now refer patients to 

CAW for welfare advice. And since 2015 we have had advisers on Major Trauma wards 

at St George’s hospital. We are grateful for the foresight of our health partners and 

commissioners who have recognised the importance of advice interventions in 

reducing stress and aiding recovery – which our data and case studies demonstrate. 

 

Section 5 briefly covers emerging needs for clients using our service in areas such as 

welfare benefits, debt and housing. With further benefit caps introduced in 2017, full 

Universal Credit roll-out in Wandsworth in 2018, indebtedness (including fuel debt), 

persisting and housing conditions and affordability remaining a serious problem we 

anticipate a continuing need for advice services.  

 

The report finally sets out the conclusions we believe we can draw from the 

information evidence presented.  

 

Phil Jew 

Chief Executive 

Citizens Advice Wandsworth 
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1. Health, wellbeing and advice – the 

national picture 
 

Advice and health outcomes 
 

The last few years has seen a number of studies underlining the positive effect that 

social welfare advice can have on both physical and mental health. 

 

In 2014 Citizens Advice conducted research1 following up with 2,700 clients 3-5 

months after they had received advice.  

 

Before advice 3-5 months after advice 

66% felt stressed, 

depressed or anxious 

  

81% felt less stressed, 

depressed or anxious 

30% felt their physical 

health getting worse 

  

45% felt their physical 

health had improved 

▲   Fig 1: The positive impact of advice on health, findings from national outcomes and 

impact research 2014, Citizens Advice 

 

As well as the direct health outcomes detailed in figure 1 above, clients reported 

improvements across a range of health indicators. 51% reported having more 

control over their finances, 24% considered their housing situation more secure 

and 21% felt they had better relationships with other people following advice. 

 

 

                                            
1
 Citizens Advice (2014), Findings from national outcomes and impact research 

88% of GPs thought that lack of access to advice on social welfare issues can 

negatively impact patients’ health to at least some extent 

 

48% thought this ‘to a great extent’ 

http://www.citizensadvice.org.uk/national_outcomes_and_impact_research_report_2014.pdf
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In another study by the Legal Action Group, backed by the Law Society, 1,000 GPs 

were asked about advice in relation to health consequences2.  

 

The majority of GPs thought that the number of patients who would have benefited 

from social welfare advice had increased.  

 

67% of GPs reported an increase in the number of patients who would have 

benefitted from advice on benefits and 65% saw an increase in people who would 

benefit from advice on debt and financial problems. A table of findings from the 

survey can be found in appendix 2. 

 

A report by Advice Services Alliance and the Low Commission in 20153 provided a 

comprehensive round-up of the links between advice and health outcomes. The 

report concluded: 

 

“The pressures on the NHS are increasing, with demand growing rapidly as the 

population ages, and long-term conditions as well as widening health 

inequalities becoming more common. Welfare advice interventions can deliver 

a range of health-related benefits, such as lower anxiety, better general health 

and more stable relationships and housing. These are all in addition to people 

having debt written off, not losing their home and greater annual income – the 

primary outcomes of advice.” 

 

Advice and health services 
 

A study by Citizens Advice4 into non-health demands on GPs found that 80% of the 

824 GPs interviewed reported that dealing with non-health queries resulted in 

decreased time available to treat other patients’ health issues, with almost a fifth 

(19%) of their consultation time being spent on non-medical matters. The most 

common issues raised were personal relationships, housing, employment, welfare 

& benefits and debt. 

 

84% of GPs said that they refer patients to an advice agency in the community and 

only 31% reported that they were able to advice patients adequately themselves. 

 

Fortunately, the three Localities within Wandsworth CCG have invested in 

advice services locally in recent years. Information about these services and 

their impact is described later in this report. 

                                            
2
 Legal Action Group (2014), Healthy legal advice; Findings from an opinion poll of GPs 

3
 ASA/The Low Commission (June 2015), The Role of Advice Services in Health Outcomes 

4
 Caper, K & Plunkett, J (2015), A very general practice: How much time do GPs spend on issues other 

than health? Citizens Advice 

http://www.lag.org.uk/magazine/2014/12/gps-say-legal-aid-cuts-damaging-patient-health.aspx?ReturnUrl=%2fadvanced-search.aspx%3fsearch%3d
http://asauk.org.uk/wp-content/uploads/2015/06/ASA-report_Web.pdf
https://www.citizensadvice.org.uk/Global/Public/Policy%20research/Documents/CitizensAdvice_AVeryGeneralPractice_May2015.pdf
https://www.citizensadvice.org.uk/Global/Public/Policy%20research/Documents/CitizensAdvice_AVeryGeneralPractice_May2015.pdf
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Deprivation and health 
 

According to data from the Office of National Statistics5 those living in the 20% most 

deprived areas have lower life expectancy and will spend a greater proportion of 

their lives with a disability. 

 

In the 20% most deprived areas: 

 

 Men can expect to live for 73 years and to spend 26% of their lives with a 

disability 

 Women can expect to live for 79 years and to spend 28% of their lives a 

disability 

 

In the 20% least deprived areas: 

 

 Men can expect to live for 81 years and to spend 15% of their lives with a 

disability 

 Women can expect to live for 85 years and spend 18% of their lives with a 

disability 

 

Although these figures are useful in terms of illustrating the link between 

deprivation and health, it is important to remember that pockets of deprivation can 

be found in even the least deprived areas. 
 

The disparity between life expectancy (LE) and disability free life expectancy (DFLE) 

by area deprivation quintile can be seen in fig 3 below. 

 

                                            
5
 Office of National Statistics, Inequalities in disability-free life expectancy by area deprivation: England, 

2001-04 to 2006-09 

http://www.ons.gov.uk/ons/rel/disability-and-health-measurement/sub-national-health-expectancies/2002-2005-and-2006-2009/stb-inequality-in-disability-free-life-expectancy-by-area-deprivation.html
http://www.ons.gov.uk/ons/rel/disability-and-health-measurement/sub-national-health-expectancies/2002-2005-and-2006-2009/stb-inequality-in-disability-free-life-expectancy-by-area-deprivation.html


Health & Wellbeing In Wandsworth 2017 – A Citizens Advice Wandsworth Report 

Page | 8 
 

 
▲   Fig 2: Inequality in Life expectancy (LE) and Disability-free life expectancy (DFLE) at birth 

by area deprivation quintile 2006-09 

 

Deprivation and Citizens Advice 
 

While looking at areas of greatest deprivation can be useful, this can mask the 

pockets of deprivation that can be found in even the most affluent areas. While 30% 

of clients seen by Citizens Advice last year were resident in the 20% most deprived 

areas, overall 72% of our clients were living in poverty. 6 This compares to 16% of 

the population of England and Wales.  

 

Citizens Advice clients England & Wales population 

  
▲   Fig 3: Proportion of Citizens Advice clients in poverty compared to the population of 

England & Wales 

 

We estimate that 79% of our clients do not reach the Joseph Rowntree Foundation’s 

Minimum Income Standard (MIS). This standard establishes the household income 

                                            
6
 Citizens Advice (2015) Client poverty profile briefing 
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https://www.citizensadvice.org.uk/Global/CitizensAdvice/Impact/client-poverty-profile-briefing-england-and-wales-feb-2015.pdf
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required to maintain an adequate standard of living7. The proportion of households 

reaching this standard is used as an indicator of health inequalities for local 

authorities8. 

 

4 out of 5 Citizens Advice clients fall below the Minimum Income 

Standard 

 
 

  
▲   Fig 4: Citizens Advice clients in relation to the Minimum Income Standard  

 

Disability 
 

Citizens Advice clients are also twice more likely to be a disabled person than the 

population as a whole. 2011 Census data reveals that over 10 per cent of the 

Wandsworth population has a disability affecting day to day activities. One third of 

Citizens Advice Wandsworth clients are disabled or have a long term health 

condition.  

 

In October 2016 the Disability and Social Care Advice Service (DASCAS) 

transferred its operations to Citizens Advice Wandsworth – adding a specialist 

disability focus to the CAW suite of services.  The DASCAS team’s mission is to 

empower disabled people living in Wandsworth and their families and carers; to 

improve the quality of their lives through access to benefits and services. Their 

primary work is to support and encourage take up of disability benefits. DASCAS 

assisted over 1000 local people to claim the correct disability benefit in 2015/16.  

   

Wellbeing and health 
 

The recognition of the link between wellbeing and health is increasing. Both the 

Public Health Outcomes Framework9 and the NHS Outcomes Framework10 include 

indicators for wellbeing. 

 
                                            
7
 Joseph Rowntree Foundation (2014) A minimum income standard for the UK in 2014 

8
 UCL Institute of Health Equity (2014), Marmot Indicators 2014 

9
 Department of Health (2012), Public Health Outcomes Framework 

10
 Department of Health (2011), NHS Outcomes Framework 

http://www.jrf.org.uk/publications/minimum-income-standard-2014
http://www.instituteofhealthequity.org/projects/marmot-indicators-2014
https://www.gov.uk/government/publications/healthy-lives-healthy-people-improving-outcomes-and-supporting-transparency
https://www.gov.uk/government/publications/nhs-outcomes-framework-2013-to-2014
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According to the Department of Health11, subjective wellbeing can add 4-10 years to 

life and is associated with a 19% reduction in all-cause mortality in healthy 

populations. 

 

In 2014/15, Citizens Advice piloted use of the scale used by the Department of 

Health, the Warwick Edinburgh Mental Wellbeing Scale (WEMWBS), to monitor 

outcomes for clients following advice. Results from a sample of 143 clients 

interviewed 4-6 weeks after receiving advice are detailed in figure 5 below. 

 

Citizens Advice Wandsworth is looking to use the WEMWBS scale to measure the 

impact of its services under its Lottery funded Help Through Hardship Crisis Project. 

 

 
▲   Fig 5: Average WEMWBS score before and after advice 

 
 

Social determinants of health 
 

In 2014, the Marmot Indicators of social determinants of health and health 

outcomes12 were updated. Individual dashboards for local authorities (England 

only) are available for download13. The Marmot Indicator determinants of health 

outcomes are: 

 

 Healthy life expectancy at birth 

 Life expectancy at birth 

 Inequality in life expectancy at birth 

                                            
11

 Department of Health (2014), Wellbeing, why it matters to health policy 
12

 UCL Institute of Health Equity (2010,2014) Fair Society, Healthy Lives: The Marmot Review, 2010; 
Marmot indicators 2014 update 
13

 UCL Institute of Health Equity (2014), Marmot indicators 2014, local authority profiles 
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https://cawandsworth.org/crisis
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/277566/Narrative__January_2014_.pdf
http://www.instituteofhealthequity.org/projects/fair-society-healthy-lives-the-marmot-review
http://www.instituteofhealthequity.org/projects/marmot-indicators-2014
http://www.instituteofhealthequity.org/uk/marmot-indicators-2014-supporting-documents
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 People reporting low life satisfaction 

 Good level of development at age 5 - all, and with free school meal status 

 GCSE achieved 5A*-C including English & Maths - all, and with free school 

meal status 

 19-24 year olds not in education, employment or training (NEET) 

 Unemployment - ONS model-based method 

 Long-term claimants of Jobseeker's Allowance 

 Work-related illness 

 Households not reaching Minimum Income Standard 

 Fuel poverty for high fuel cost households 

 Utilisation of outdoor space for exercise/health reasons  
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2. Health, wellbeing and advice in 

Wandsworth 
 

Our local services 
 

Last year (2015/16) a total of 8,961 people living in Wandsworth received help from 

our service. With a growing number of projects and services, we expect the number 

helped to be well over 12,000 in 2016/17. Figure 6 below shows where our clients 

live in relation to the indices of multiple deprivation. 

 

 
 

▲ Figure 6: Citizens Advice clients 2015/16 and indices of multiple deprivation in 

Wandsworth - Contains OS data © Crown copyright [and database right] 2015 

 

Our main advice centres (bureaux) and outreach sites are based in or near areas of 

deprivation in the borough, from which our clients tend to come. 

 

In addition to the open-door public advice services available at our Roehampton 

and Battersea Library advice centres, by appointment at Tooting Library and via our 

Adviceline telephone service, we deliver: 

Macmillan benefits advice for clients with cancer: advice and casework on benefits 

and grants (delivered in partnership with Macmillan and Citizens Advice Croydon). 

Citizens Advice Wandsworth Clients by 

Lower Super Output Area* 2015/16  

* Geographical area with an average of 1,500 

residents and 650 households 

Areas of Multiple Deprivation in 

Wandsworth (2011 Government 

data) 
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Pound Advice for London and Quadrant tenants: advice and casework on debt, 

benefits and money advice. 

Money Plan: generic financial advice and guidance on financial matters like savings 

and investments, equity release, pensions, retirement options. 

Help Through Hardship Crisis in Wandsworth project: for Wandsworth residents in 

crisis (with a particular emphasis on mental health and housing issues). 

Debt and money advice for Wandle Housing Association tenants. 

Disability and Social Care Advice Service (DASCAS): benefits for disabled people in 

Wandsworth. 

Energy best deal advice for clients with fuel debt 

And the following services accessible by professional referral only: 

Wandle GP advice service for Patients registered with Wandle CCG locality GPs. 

Battersea Patient Welfare Advice Service for patients registered with Battersea CCG 

locality GPs (delivered in partnership with Family Action and our DASCAS team) 

West Wandsworth GP advice service for patients registered with West Wandsworth 

CCG locality GPs. 

Major Trauma Advice Service for in-patients at St George’s Hospital 

Foodbank advice project for people issued with a food voucher, who need advice and 

aren’t currently being supported. 

Personal Budgeting Support for Universal Credit Claimants, struggling with the new 

payment system. 

Later in this report we highlight the work of some of the above projects that work in 

health settings. For full details of CAW services, visit https://cawandsworth.org/get-

advice/  

The majority of the advice given relates to problems closely associated with social 

determinants of health. 

https://cawandsworth.org/get-advice/
https://cawandsworth.org/get-advice/
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▲ Figure 7: Problems advised on, 2015/16 

 

Research has shown that 2 out of 3 of clients’ problems are resolved following 

advice14.  

Further research shows that debt problems and financial concerns commonly lead 

to anxiety, stress and depression. These mental health problems have a big impact 

on the health service. 

 

Overall, Citizen Advice Wandsworth’s services produced savings for the NHS 

amounting to £126,502 in 2015/1615. 

 

The overall benefit for clients of CAW’s services in 2015/16 was £6,481,056. This 

figure has been calculated using a model approved by HM Treasury. It looks at the 

value of the work we do to: 

 

 Keep people in employment or help them back to work 

 Prevent housing evictions and statutory homelessness 

 Reduce demand for mental health and GP services 

 Improve mental well-being 

 Improve family relationships 

 

Volunteering benefits 

Many of CAW’s services are delivered by a team of around 100 volunteers. They are 

vital to the way we deliver our service, enabling us to reach many more people than 

if we were purely staff-run. Volunteers are trained and deployed across the 

organisation in support, administrative, advice and information roles. Volunteering 

                                            
14

 Citizens Advice (2014),Findings from national outcomes and impact research 
15

 See CAW Annual Review & Prospectus 2016/17 for details 

34% 

17% 11% 

10% 

7% 

21% 
Benefits & tax credits

Housing

Debt

Other

Employment

all other

http://www.citizensadvice.org.uk/national_outcomes_and_impact_research_report_2014.pdf
https://cawandsworth.org/wp-content/uploads/2016/10/161011-Review-Prospectus-FINAL.pdf
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has tangible benefits for volunteers and society, through happier, healthier and 

more productive citizens. Research has shown that volunteers gain skills and 

wellbeing from their experience:16 

 

The following sections give more detail on social determinants of health in 

Wandsworth and projects. 

 

  

                                            
16

 CAB volunteering: how everyone benefits (2014) 

All volunteers gain at least one practical 

skill through volunteering  

9 in 10 have increased sense of purpose 

and self esteem 

8 in 10 of our unemployed volunteers 

believe they are overcoming barriers to 

employment 

3 in 4 volunteers identifying as having a 

mental health condition felt better able to 

manage their condition  

9 in 10 volunteers gained knowledge of 

local issues and felt more engaged with 

their community 

9 in 10 have increased sense of purpose 

and self esteem 

https://www.google.co.uk/url?sa=t&rct=j&q=&esrc=s&source=web&cd=1&cad=rja&uact=8&ved=0ahUKEwjWuMaMqI3SAhUlCMAKHeYbBKEQFggjMAA&url=https%3A%2F%2Fwww.citizensadvice.org.uk%2FGlobal%2FMigrated_Documents%2Fcorporate%2Fvalue-volunteering-may-14.pdf&usg=AFQjCNGrlidpeIXZs6Q77SjIja42mMAUyA
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Child poverty in Wandsworth 
 

There are 3.5 million children living in poverty in the UK, with 1 in 4 working age 

adults with children living below the poverty line.17 On average, children born in the 

20% most deprived areas have a disability free life expectancy of 55-56 years.18 In 

2015/16, 36% of clients seeking advice had dependent children. 

 

Evidence suggests that living in a household with problem debt is often associated 

with emotional distress, problems at school and exclusion from social activities.19 

 

This means that child poverty and household debt are linked to many of the social 

determinants of health identified by the Marmot Review20. 

 

 In 2015/16 our service provided advice and casework for a total of 674 clients 

who were resident in the Wandsworth area about debt and 1627 clients about 

benefits and tax credits  

 A total of 2077 residents were advised about benefits, or debt, or both, to help 

them maximise their incomes and manage any debts  

 From our client records, 40% of clients advised on debt or benefit had 

dependent children – so we estimate 831 of these clients had dependent 

children21 

 Many more people were provided with simple information about debt, benefits 

and tax credits or signposted to other sources of help and advice by CAW – the 

figures above do not include people provided with this basic help. 

 

Figure 8 below shows the extent of our work concerning debt, financial capability 

and income maximisation with clients recorded as having dependent children, 

according to where they live (left hand map), and in relation to the indices of child 

poverty in the local authority area (right hand map.).  

 

Advice and information from Citizens Advice lifts children out of poverty by 

increasing income and helping families to manage unaffordable debts.  

 

                                            
17

 Joseph Rowntree Foundation (2013), Monitoring Poverty & Social Exclusion 
18

 Office of National Statistics, Inequalities in disability-free life expectancy by area deprivation: England, 
2001-04 to 2006-09,  
19

 Children’s Society (2014), The Debt Trap: Exposing the impact of problem debt on Children 
20

 UCL Institute of Health Equity (2010, 2014) Fair Society, Healthy Lives: The Marmot Review, 2010; 
Marmot indicators 2014 update 
21

 Estimate includes a proportion of clients with unrecorded household type. The percentage of clients 
with dependent children  is calculated as a percentage of clients where the relevant profile item was 
recorded 

http://www.jrf.org.uk/publications/monitoring-poverty-and-social-exclusion-2013
http://www.ons.gov.uk/ons/rel/disability-and-health-measurement/sub-national-health-expectancies/2002-2005-and-2006-2009/stb-inequality-in-disability-free-life-expectancy-by-area-deprivation.html
http://www.ons.gov.uk/ons/rel/disability-and-health-measurement/sub-national-health-expectancies/2002-2005-and-2006-2009/stb-inequality-in-disability-free-life-expectancy-by-area-deprivation.html
http://www.childrenssociety.org.uk/sites/default/files/debt_trap_report_may_2014.pdf
http://www.instituteofhealthequity.org/projects/fair-society-healthy-lives-the-marmot-review
http://www.instituteofhealthequity.org/projects/marmot-indicators-2014
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▲  Figure 8: Citizens Advice debt/benefit clients with dependent children 2015/16 and 

indices of child poverty - Contains OS data © Crown copyright [and database right] 2015 

 

Fuel poverty in Wandsworth 
 

Low income, poorly insulated housing, and expensive, inadequate heating systems 

contribute to fuel poverty, which in turn contributes to excess winter mortality and 

morbidity amongst older and disabled people. From 2011/12 to 2013/14 there were 

over 73,000 excess winter deaths in England and Wales22. Wandsworth suffers from 

relatively poor rates of excess winter deaths: the three year pooled index for 

Wandsworth for 2009 - 2012 for all ages was the highest in London at 25.3 against 

17.2 for London as a whole23. 

 

According to Department of Energy and Climate Change (DECC) statistics24, there 

were 2.3 million households in fuel poverty in 2012. 

 

                                            
22

 Office of National Statistics, Excess winter mortality by age group 2013/14 (provisional) and 2012/13 
(final) 
23

 Wandsworth Borough Council, JSNA 2014 
24

 Department of Energy & Climate Change (2014), Annual Fuel Poverty Statistics Report 2014 

http://www.ons.gov.uk/ons/rel/subnational-health2/excess-winter-mortality-in-england-and-wales/2013-14--provisional--and-2012-13--final-/index.html
http://www.ons.gov.uk/ons/rel/subnational-health2/excess-winter-mortality-in-england-and-wales/2013-14--provisional--and-2012-13--final-/index.html
http://www.wandsworth.gov.uk/download/downloads/id/9808/joint_strategic_needs_assessment_2014.pdf
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/319280/Fuel_Poverty_Report_Final.pdf
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 In 2015/16 the service advised a total of 2077 clients living in Wandsworth 

about money-related matters concerning debt and/or benefits to help 

maximise their income 

 42% of these clients advised on debt or benefits were aged 60 or over and/or 

disabled. 

 121 clients were advised on energy-related consumer problems,  fuel debt, or 

both 

 

Figure 9 below shows the extent of all our advice on income maximisation (debt 

and/or benefit) according to where clients live (left map), in relation to the indices of 

deprivation across Wandsworth (right map). 

 

 

 
 

▲   Figure 9: Citizens Advice debt/benefit clients 2015/16 and indices of multiple deprivation 

in Wandsworth - Contains OS data © Crown copyright [and database right] 2015 

 

In addition to advising about benefit claims and debt problems, CAW offers financial 

capability advice to clients – such as budgeting, how to get the best energy deal, and 

how to avoid costly credit.  
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Disability and long term health problems in 

Wandsworth 
 

The annual cost of working age ill health in the UK is estimated to be over £100 

billion. There were 10.4 million working days lost in 2011/12 due to work-related 

stress, depression or anxiety25. Work is generally good for physical and mental 

health and wellbeing26, taking into account the nature and quality of work and its 

social context, and worklessness is associated with poorer physical and mental 

health. Residents in Wandsworth with disability and long term health problems 

have particular advice needs which indicate the problems they may face staying in 

accommodation or employment. 

 

33% per cent of our clients living in Wandsworth were disabled or had a long-term 

health problem, where disability/health status was recorded in 2015/16.  

 

 

▲  Figure 10: Citizens Advice Wandsworth clients by disability and Long-Term Health 

Condition (LTH) 2015-16 

 

Using the disability types recorded, we estimate:  

 51% had a long-term health condition  

 21% had mental health problems 

 22% had physical or sensory impairment 

 3% had learning difficulty or cognitive impairment 

 3% had multiple impairments 

 

                                            
25

 Health & Safety Executive statistics: http://www.hse.gov.uk/statistics/dayslost.htm 
26

 Wadell & Burton (2006), Is work good for your health and wellbeing?  
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Not disabled/no health

problems

http://www.hse.gov.uk/statistics/dayslost.htm
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/214326/hwwb-is-work-good-for-you.pdf
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Figure 11 below compares the type of problems clients experienced in 2015/16 for 

different client groups - those with mental health problems, those with other types 

of disability or ill health, and clients without disability or health problems. 

 

 
▲  Figure 11: Problems experienced by different client groups, 2015/16 

 

Clients with mental health problems have more debt problems than other disabled 

people. Clients with other kinds of disability or long term health problems are less 

likely to have debt problems. All kinds of disabled clients, not surprisingly, are much 

more likely to need help with benefits than those without disability or health 

problems. 

 

CAW’s Big Lottery Funded Help Through Hardship Crisis Project is targeting 

people with mental health problems and in need of debt, benefit and housing 

advice. The project is working with community, social and faith networks to take 

advice to people who may not otherwise access the services they need. 

 

In 2015/16 the local Disability and Social Care Advice Service (DASCAS – now part 

of CAW):  

 Dealt with 4929 incoming enquiries  

 Completed disability benefit assessments for 1079 clients  

 Carried out 446 home visits for housebound residents  

 Helped 96 clients with advice on benefit tribunals 

 Successfully helped clients claim £2,011,068 in benefits. (previous year 

£1,395,057) 

 

Disabled and ill clients are less likely to be employed and so more often require 

help with benefits. In particular, the recent changes in sickness-related benefits are 

causing problems to these vulnerable groups – particularly the introduction of 

https://cawandsworth.org/crisis
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employment & support allowance (ESA) which replaced incapacity benefit. We have 

helped a record number of clients with their appeals against unfair work capability 

assessments for ESA. Using local evidence, Citizens Advice nationally has 

highlighted the major flaws in the assessment process with the government.  

 

The replacement of Disabled Living Allowance in April 2013 by the lower-funded 

substitute Personal Independence Payment (PIP) is causing an even larger number 

of disabled people to require advice and assistance. PIP was first introduced for 

new claims in the North West and parts of the North East of England in April 2013, 

and then across Britain from June 2013, replacing DLA. It was an intentionally slow 

start, held up further by delays emerging at every part of the new claims process for 

PIP.  

 

Case study – advice for client with long-term health problems  

Our client had significant health problems; waiting for a lung transplant 

and with significant breathing difficulties even at rest. Despite the client 

enjoying an award of Disability Living Allowance (DLA) at the higher rate 

for mobility and middle rate for care, she was assessed as capable of work 

and not eligible for Employment Support Allowance. Due to her health 

problems the client did not feel able to claim Job Seekers Allowance while 

challenging the decision. With the help and support of our adviser, the 

client’s appeal was successful. This had a significant impact on the client, 

who until that time had only her DLA to support herself with.   

 

Case study – DASCAS advice gets a family back on track  

Mr B is severely disabled as a result of an accident and Mrs B has 

Rheumatoid Arthritis. The couple have four school age children. When 

DASCAS began working with the family Mrs B’s sister was looking after 

their physical needs and providing support for their children and as a 

consequence was unable to work. The couple were not managing 

financially and their marriage was in crisis. DASCAS helped Mr B to 

successfully appeal benefit decisions for PIP and ESA and his benefit was 

reinstated. DASCAS also helped Mrs B make a successful claim for PIP. The 

DASCAS worker drew up financial forecasts with the couple and spoke 

through their options with them. She also gave them advice about 

claiming Carer’s Income Support and about the Blue Badge scheme.  

 

As a result of the input from DASCAS the family have the benefits they are 

entitled to. They have access to transport and are able to take their 

children to school. Mr and Mrs B returned to being their children’s primary 

carers and Mrs B’s sister was able to go to work. The family have been 

able to take their first holiday and Mrs B has applied to be a volunteer.    



Health & Wellbeing In Wandsworth 2017 – A Citizens Advice Wandsworth Report 

Page | 22 
 

 

Disabled people are being disproportionately hit by the ‘bedroom tax’ in social 

rented property, restricting housing benefit if the claimant is deemed to have a 

spare room. Nationally 62% of Citizens Advice clients with social landlords advised 

about these housing benefit restrictions are disabled or have long-term health 

problems (October 2013). We help disabled and ill clients who need their spare 

bedroom to apply for discretionary housing payments to make up the shortfall in 

housing benefit. 

 

Case study – advice for client with care needs 

Our client, who had significant care needs, was hit by the ‘bedroom tax’ – 

deemed to be under-occupying her accommodation. His benefit was 

therefore capped. Our adviser helped him to make a successful 

application for discretionary housing payments (DHP) from the Council 

and to challenge to the decision to cap his benefit. The adviser obtained 

supporting evidence from the client’s GP, which identified the need for an 

overnight carer. On this basis it was accepted as being reasonable for the 

client to have a spare room. As he was no longer subject to discretionary 

help and uncertainty he felt more confident which overall improved his 

health. The outcome also saved the Council the cost of administration of 

the DHP. 

 

Although it has been highlighted that disabled people have been protected from 

the freezing of - or sub-inflation increases in - the level of benefits and tax credits, it 

is only the disability additions which have been protected. A much larger proportion 

of a disabled person’s benefits are not specifically targeted at disabled people but 

cover rent and living costs and allowances for children. The level of benefit that 

disabled people receive has therefore dropped substantially in real terms over the 

last five years.  

 

Citizens Advice has found disability to be the single biggest cause of employment 

discrimination amongst clients – bigger than race or gender. Amongst our clients 

seeking help with employment problems, disabled clients are more frequently 

advised about discrimination than other clients. 

 

Clients with long term illnesses frequently require help with benefits. During 2015 

over 600 individual cancer patients across south and south west London were given 

advice, information and casework support by our Macmillan Advice team, in 

partnership with a team at Citizens Advice Croydon. 79 per cent needed benefits 

advice. Figure 11 shows the main benefit issues that cancer patients needed help 

with in 2015. More information our Macmillan service appears later in this report. 
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▲   Figure 12: Main benefit issues for cancer patients advised by Citizens Advice 

Wandsworth and Croydon, 2015 

 

Homelessness in Wandsworth 
 

Homelessness is a social determinant of health and an indicator of extreme 

poverty. Statutorily homeless households contain some of the most vulnerable 

members of society. Residents of Wandsworth who have housing problems and are 

homeless or at risk of becoming homeless often use the Citizens Advice service to 

help keep a roof over their heads. 

 

 290 clients living in Wandsworth were advised about threatened or actual 

homelessness  

 Amongst clients with housing problems, those with mental health problems 

have a higher incidence of homelessness than other clients  

 

Case study - preventing homelessness 

CAW works with Wandsworth Foodbank to make sure people in food 

poverty get advice. The Foodbank was working with a woman who was in 

a desperate state as a result of unemployment, benefit delays and rent 

arrears. She also supported an adult son who had almost no income and 

was facing eviction. Foodbank volunteers, trained by CAW, helped the 

woman to put together a CV, apply for a job, gave her a second Foodbank 

voucher and referred her to the CAW Foodbank Adviser. The Adviser was 
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able to check her benefits and stop bailiffs acting to evict her. She was also 

helped to apply for a reduction in her Council Tax. She is now getting her 

life back on track. 

 

Employment and employability 
 

Evidence shows27 that employment is good for physical and mental health and that 

getting back into work can be the best way for people with health conditions to 

recover.28 

 

Our advice services and our volunteering programme help to address the direct and 

indirect barriers to employment and employability. We help people solve problems 

to ensure their employment is fair. As a result of the support we give on many 

topics, such as benefits (job-seekers allowance), debt advice or access to carer 

support and the volunteering opportunities we provide, we are often helping 

people overcome the barriers to finding work. 

 

 In 2015/16 the service advised a total of 572 clients with an employment 

advice issue 

 As mentioned earlier in this report, our volunteers gain at least one practical 

skill through volunteering. 8 in 10 of our unemployed volunteers believe they 

are overcoming barriers to employment 

 

Domestic abuse 
 

Domestic abuse victims have a high level of repeat victimisation, often with the 

severity of incidents escalating over time. This has an extreme adverse effect on the 

physical and mental health of the victims and of children witnessing abuse.  We 

work closely with other agencies to help clients resolve these problems, and we 

help sort out any ensuing debt and housing issues and benefit entitlements 

following separation.  

 

In 2017/18 CAW is planning to join the ASK RE Programme - a service wide initiative 

training and supporting advisers to ask a routine enquiry of unaccompanied face to 

face clients with debt or benefit enquiries about whether they have in the past 

experienced, or are currently experiencing, any form of gender violence and abuse 

(GVA). 

  

                                            
27

 Wadell & Burton (2006), Is work good for your health and wellbeing?  
28

 NHS (2014), Is work good for your health?  

https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/214326/hwwb-is-work-good-for-you.pdf
http://www.nhs.uk/Livewell/workplacehealth/Pages/work-is-good-for-health.aspx


Health & Wellbeing In Wandsworth 2017 – A Citizens Advice Wandsworth Report 

Page | 25 
 

The programme provides information and training as to how to ASK a routine 

enquiry about GVA. The programme aims to help break the silence about GVA, give 

better advice and support to clients who disclose, and develop improved referral 

and sign -posting pathways with partners. 
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3. CAW’s projects in health settings 
 

CAW’s services, briefly described earlier, include a number of projects in health 

settings. 

 

Advice on prescription: GP referral services 
Since July 2014, CAW has worked in partnership with the CCG to provide a direct 

referral route for GPs to an adviser. All GPs in the borough are now able to referral 

a patient to CAW.   

 

An independent evaluation of the pilot service in the Wandle locality (July 2014 – 

March 2015) found it benefited GP practices and patients29:  

 

 GPs:  80% thought the advice service had an impact on levels of frequent 

attendances to their practice, and 40% considered the service ‘good’ at 

helping patients recover from episodes of ill health. 

 Patients: 95% considered their needs to be fully or mostly met. Patients with 

highest stress/worry level fell from 42% to 6%. 

 

In 2015/16, our service for Wandle locality GPs took 380 referrals from 17 surgeries 

and these led to 1310 separate advice events. Patients had £61,397 of debt written 

off and income gains of £107,540 through benefits awards and charitable 

payments.  Patients have gained on average £3,708 a year in increased benefits. 

 

In early 2016 we commenced delivery of a Patient Welfare Advice Services for GPs in 

the Battersea CCG Locality, in partnership with Family Action and DASCAS (now part 

of CAW). In the first nine months of the project, 207 referrals were made by GPs and 

contact made with all but 20 of these patients. About 75% of these clients had not 

used Citizens Advice Services before: via GPs we reach people who we may not 

otherwise reach. 

 

The service helps people with a range of advice issues, but overwhelmingly wit 

benefit, tax credits and housing issues. Significantly, the service helps to improve 

health and well-being. Levels of stress and worry fell for clients after receiving 

advice (see figures 12 and 13) and the service can have an impact on quality of life 

and recovery from ill-health. It also provides a positive care experience. 

 

 

 

                                            
29

 Advice Service for Patients of Wandle GPs Evaluation 

https://cawandsworth.org/wp-content/uploads/2016/03/Executive-Summary1.pdf
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▲   Figure 13: Battersea Patient Welfare Advice Service stress levels, before and after advice  

 

 

 

 
▲   Figure 14: Battersea Patient Welfare Advice Service benefits 
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What patients who use the service have commented: 

 

 “I am getting adaptations in the property and my benefits have increased.” 

 “I love the service - I hope they keep on doing it because there are so many 

people like me who need help. Because of their help I can now look for a job 

and be a good mother to my children.” 

 

GPs have also said of the service: 

 

 “Much easier for patients to access the third sector services they need.” 

 “It has reduced my need to research options for patients or see them so 

frequently about social issues that I may not even be able to help with! So has 

reduced workload.” 

 “We have really needed this type of service for our patients and am very glad 

to have access to it again.” 

 “It has certainly decreased the stress that people with medical conditions 

have been under, and would otherwise have contributed to admissions with 

medical conditions exacerbated by stress & anxiety” 

 “It has definitely relieved the burden of social problems on patients with 

complex issues and freed up time to tackle their complex medical issues” 

 

Case study - benefits stopped 

Mr R was referred to the service when he informed his GP that his 

Employment and Support Allowance (ESA) benefit had stopped and he 

didn’t know why. He had been claiming ESA for over a year but was not 

clear about how to manage his claim. He lives alone and has a history of 

complex mental health problems.   

Our adviser telephoned the Department of Works and Pension (DWP) to 

find out why Mr R’s Employment and Support Allowance had stopped. 

They informed us that his sick note had expired and a new one was 

needed. We advised the client to request a new sick note from his GP, take 

it to the Jobcentre Plus so that it could be faxed immediately to the DWP. 

We advised Mr. R to also contact the Housing Benefit department to 

inform them that he was reinstating his ESA and that they would then 

backdate his Housing Benefit claim so that he would not be in any rent 

arrears. Mr R’s income was reinstated back to the original amount he had 

been receiving and his Housing Benefit backdated. 

Case Study – homeless and no income 

Mr O was referred to the service when he informed his GP that his 

housing situation was leaving feeling suicidal.  When our adviser first met 

with Mr O, he explained that he was sleeping on this brother in law’s floor 
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and had no income. He was very distressed and often crying. He told the 

adviser that he previously had a very good life, with a successful business 

and property that he’d owned but that he had lost it all when he declared 

himself bankrupt. He had also gone through a divorce and had a strained 

relationship with his children.  

Our adviser explained to Mr O that he may be entitled to claim 

Employment & Support Allowance due to his mental health. We assisted 

Mr O in making the claim over the telephone and therefore establishing 

an income for him. We advised Mr. O to make a homeless application to 

the council, so that he could be assessed for housing and informed Mr O 

of organisations he could be referred to, in order to receive emotional 

support such as Family Action and Wandsworth Improving Access to 

Psychiatric Therapies. Following our advice Mr O was received a weekly 

income of £73.10 pw Employment & Support Allowance and was being 

assessed for housing. On meeting with Mr O a number of times since the 

initial meeting, our adviser found his wellbeing to be significantly 

improved. 

 

Major Trauma Advice Service 
In August 2015 CAW began delivering advice for major trauma patients and their 

families at St George’s hospital as part of the Major Trauma Signposting 

Partnership. It was the first service of its kind in the country. By providing welfare 

advice and information at a time of acute need the service reduces patient anxiety, 

helps them and their families deal better with the consequences of their injury and 

ultimately speeds up their recovery.  Our advisers are embedded in the hospital 

teams, and take self-referrals as well as from clinical staff for people whose lives 

have been turned upside down as a result of injury. 

 

In the first year of the service referrals were taken from a range of health 

professions at St George’s for patients with a range of trauma types: 

 
▲   Figure 15: Major Trauma Advice Service referral sources, 2015-16 
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▲   Figure 16: Major Trauma Advice Service trauma types, 2015-16 

 

The overall view of health professionals is that the Major Trauma Advice Service 

delivers benefits to the professionals, enhancing their relationship with their 

patients and enabling a greater focus on medical matters.  Interaction and training 

sessions with the advisers improved understanding of social support. 

 
▲   Figure 17: Major Trauma Advice Service – views of health professionals on the service 

 

Health professionals perceived the Service to improve their patients’ understanding 

of their entitlements, and thereby reduce stress and enable better planning for 

recovery.  The Service, on occasion, could reduce the length of hospital stay. 
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▲   Figure 18: Major Trauma Advice Service – views on benefits for patients 

 

Feedback from patients confirms that the service reduces stress levels: 

 

 
 

▲   Figure 19: Major Trauma Advice Service – patient stress levels before and after advice 

 

The majority of respondents felt that the Service had a positive effect on them, 

although some felt unable to say. There was a significant contribution to the feeling 

of control and the ability to plan for the future. In the latest 6 month report on the 

project (February 2017), over 83% of those who responded to a survey felt that their 

recovery was aided by the service received. This was a 12% increase on the previous 

reporting period. 
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▲   Figure 20: Major Trauma Advice Service – effect on patient 

 

Quote from client feedback 

“Wasn't aware of such help within hospital - gives peace of mind although I 

had not thought we needed support until it came. Once I was contacted it was 

a relief as with all the trauma of my son's accident we had not thought of the 

financial practicalities - this will be such a help towards his recovery to know 

that it has been set up for him and he does not have to worry about it. Many 

thanks.” 

 

Case studies – Major Trauma ward patient 

Steve, 51, is at St Georges Hospital recovering from serious injuries he 

received after being the victim of a violent assault. Steve is recovering 

from a head injury, collapsed lung and multiple ribs fractures. He was 

referred to the CAW advice service by the hospital occupational therapist 

as he repeatedly expressed fear of returning home as his attacker is 

known to him. Steve clearly understood that his aggressor did not present 

a risk, but he feared reprisals that may be conducted by the aggressor’s 

family and friends. Those concerns were echoed by his mother who was 

present daily at Steve’s bedside. The adviser contacted Steve’s Housing 

Association and liaised with the Police. She assessed whether Steve was in 

receipt of all the benefits he was entitled to and discovered that Steve’s 

agoraphobia and alcohol addiction made it also difficult for him to look 

after himself. His mother is the person who has been shopping and 

providing daily care for him, for months. As his current health has 

deteriorated further after the attack, the adviser explained that Steve 

might be entitled to Personal Independence Payment and gave Steve and 

his mother all necessary information to enable them to apply. Finally, the 

adviser alerted Steve and his mother of the existence of the Criminal 

Injuries Compensation scheme and signposted them to the organisation 
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Victim support that will be able to support them into making an 

application. Steve’s discharge from the hospital will now take place 

smoothly as all parties involved have a clear understanding of Steve’s 

needs, including the need for psychological support.  Steve and his mother 

are well- informed about further financial support he is eligible for and 

have the means to take steps towards securing those. 

 

Macmillan benefits advice service 
In partnership with Macmillan Cancer Support and Citizens Advice Croydon we 

provide a service across South West London to people affected by cancer and 

receiving treatment at Kingston, St George’s, Epsom & St Helier and Croydon 

hospitals and Trinity Hospice. 

 

In 2015 the service helped over 621 people to claim benefit entitlements and grants 

totalling over £1.7 million. For every £1 that was invested by Macmillan in this 

project approximately £11.85 was raised for clients. Over 90 per cent of clients felt 

that the service reduced their worry and stress, allowing them to focus on their 

treatment. 

 

 
▲   Figure 21: Macmillan Advice Service: stress levels before and after advice 2015 

 

The service also benefitted health professionals, giving them confidence that 

patients’ financial needs were being addressed and freeing their time to spend on 

medical treatment. In their words: 

 

 “It is very beneficial as with growing demands on CNS roles, need support of 

experts in field as finances and laws changing all the time and time to spend 
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 “Social care is constantly changing with our CAB service I know my group of 

patients are getting the most appropriate advice and help.” 
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 “The service augments what I do for patients and carers.” 

 “It reduces the level of stress for patients loved ones who often take on the 

burden of being the major bread winner or experience significant anxiety 

about being unable to pay bills.” 

 “Carers benefit enormously from accessing the service as they are often the 

ones having to juggle finances.” 

 

Case studies – advice for cancer patients 

Mr C has been known to the Project since 2010, he had been diagnosed 

with Renal Cancer in 2006. He had recently been sacked because of his 

multiple medical conditions. He was claiming JSA despite multiple health 

problems. He lived with his wife who was working full time and his adult 

son. The couple were owner occupiers. 

In 2010, we advised Mr C on his employment rights and he successfully 

took his past employer to the Employment Tribunal. He was awarded 

£38,000.00 unfair dismissal award. He had been claiming JSA. We helped 

him to apply for ESA and DLA. DLA was awarded, but Mr C failed to receive 

ESA as he did not reply to their several letters or provide the information 

they requested. In addition, we successfully assisted him in an appeal 

against Job Centre Plus when they tried to reclaim back the JSA from Mr C, 

rather than his employer. We advised Mr C again in 2013 with a DLA 

renewal and he was again awarded DLA High Rate Care and Mobility. He 

had multiple other medical conditions at this time.   

Mr C returned for a further renewal in June 2015, which we assisted with.  

This was quickly refused and Mr C hid the decision from both his wife and 

us, saying that he had not heard from the DWP. When his wife discovered 

his decision letter in August 2015, she contacted us for assistance.  We 

advised her that, as Mr C was now over 65, any new application would be 

for Attendance Allowance only. There is no mobility component for 

Attendance Allowance. This was a severe financial loss to the family and 

also meant loss of the Blue badge, which they would now have to apply 

for on a discretionary basis. 

We agreed with the client that we would request a late Mandatory 

Reconsideration on the hope we could get his DLA re-instated. We 

prepared a full submission for him and sent this to the Disability and 

Carers Service with a request for a late Mandatory Reconsideration.  

Following lengthy discussions with the decision maker at the DWP, DLA 

High Rate Care and Mobility was awarded for an indefinite period. His son, 

who was unemployed, has also applied for Carers Allowance and Income 

Support. 
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Mrs B self-referred to the service in September 2014 when her 

Contribution based ESA was due to stop, following a year of receiving the 

benefit. She was married with a working husband and young children. She 

had been self-employed prior to her diagnosis of breast cancer in 

September 2013.  She had had an allergic reaction to her treatment and 

was also due to have further surgery as there was a genetic factor to her 

cancer.  Mrs B had substantial care and mobility needs and was still only 

on the assessment rate of ESA.  

We contacted Job Centre Plus and requested an explanation of why Mrs B 

had been on the assessment rate of ESA for a year.  They agreed to look 

into it as a matter of urgency and they responded and rectified the matter 

within a few days. We completed a benefit check and advised on tax 

credits, Council tax support and PIP. 

Mrs A had already completed a PIP application, but had only been 

awarded standard mobility.  We advised on a Mandatory Reconsideration, 

but this was refused. We advised the client to appeal the decision. We sent 

a questionnaire to her GP to obtain additional medical evidence and 

prepared a submission for the Tribunal Service. We attended and 

provided representation on the day. Although high rate mobility was 

awarded at appeal, Mrs B’s PIP had ceased. She was so distressed by the 

experience at the Tribunal she decided not to proceed with a renewal, but 

felt her energy was better concentrated on getting better. 

 

Clients report positive health outcomes: 
 

 In one large city, 41% of debt advice clients reported an improvement in their 

health following advice, and 63% of debt advice clients reported a reduction 

in their stress levels 30 

 A longitudinal study of Citizens Advice clients in Wales showed that clients 

achieved significant improvements in 3 out of 8 health domains, and a 

significant reduction in anxiety 31 

 An evaluation of CAB outreaches in GP surgeries reported that clients had 

fewer GP appointments in six months after using the service; on average, 

clients had 68% fewer appointments compared to the six months prior to 

advice32  

 A study of the pilot of a CAB Health Outcomes Monitoring Toolkit found a 

significant increase in clients’ mental wellbeing following advice10 

 

                                            
30

 Economic impact & regeneration in city economies:  the case of Leeds, Leeds City Council, 2009 
31

  Citizens Advice (2009), Outcomes of a Longitudinal Study of Citizens Advice Service Clients in Wales 
32

 Citizens Advice (2014), Health Outcomes Monitoring Toolkit: pilot results 
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4. Emerging needs and issues 
 

Our data and case studies illustrate the impact that poverty, low income, debt and 

housing problems in particular can have on health. Poor health, mental health 

difficulties and long-term conditions also increase the likelihood of the need for 

assistance with the benefits, debt, housing and employment issues. We do not 

expect this need to diminish. In fact various changes that will hit Wandsworth 

residents during the next few years will heighten the need for advice: 

   

 We expect the roll out of Universal Credit (UC) to lead to a greater need for 

advice on benefits, digital inclusion and financial capability. The inclusion of 

housing costs within UC plus monthly in-arrears payments schedules and on-

line claim arrangements will be difficult for many claimants to cope with. Full 

roll-out to Wandsworth will take place in 2018. 

 An increase in household debts such as Council Tax, rent and utility arrears is 

anticipated. Since 2016 all local residents apart from certain protected groups 

have had to pay at least 30% of their Council Tax bill, whereas prior to 2016 

they may have had a complete exemption. We are seeing more people with 

Council Tax debt as a result. 

 Further benefit caps have been implemented during the past year and in 

2017 Child Benefit, Child Tax Credits and Universal Credit will only be payable 

for up to two children. No additional benefit will be payable for third or 

subsequent children joining families from April 2017. 

 The condition of property and security of tenure for private rented sector 

tenants are likely to be issues of increasing concern. 

 Affordability of housing for local people will continue to be a major issue.   

 Fuel poverty cases caused or exacerbated by prepayment meter issues are 

expected to rise. 
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5. Conclusion 
 

The report has summarised the strong evidence of the link between advice services 

and better health and wellbeing outcomes generally and with particular reference 

to Wandsworth. 

 

Advice interventions are not only assisting individual patients/clients; they are also 

helping health professionals and health services. At time of great pressures on 

health services, this contribution is important. The evidence we have assembled 

from GPs, Occupational Therapists, Physiotherapists, Nurses and Nurse Specialists 

and from patients’ clients themselves is that advice, particularly in primary and 

secondary health settings plays an important role in helping people to recover from 

ill-health and treatment. It can reduce reliance on health care by taking away or 

reducing underlying worries and stress. The fact that CAW engages a large 

volunteer force to deliver services also provides the added value that this in itself 

produces health and wellbeing benefits for local people. 

 

Many of the determinants of health inequalities and health outcomes are also 

determinants of advice needs. Things can go wrong for all people and Citizens 

Advice Wandsworth is there to help with advice when unfortunate events strike, but 

for good reasons, our services are targeted where health inequality is greatest. CAW 

reaches the deprived parts of Wandsworth where poverty and debt and housing 

problems are highest. CAW – and in particular its Disability Advice and Social Care 

Service and Macmillan Advice Service – also serves a disproportionately high 

number of people with disabilities and long-term conditions. On-going welfare 

reform, caps and changes, housing problems and persistent indebtedness mean 

there will be no let-up in demand for welfare advice in the foreseeable future. 

 

The support CAW has received from health commissioners and professionals has 

meant that CAW has been able to work directly with primary and secondary health 

services in recent years: CAW now provides an ‘advice-on-prescription’ service for all 

GPs in Wandsworth and has advisers on the Major Trauma wards at St George’s 

Hospital. 

 

There is scope for developing advice interventions for better health and wellbeing 

outcomes yet further. The challenge is to build advice interventions, at an early and 

preventative stage, into all local health and wellbeing activity. To increase 

sustainability and reach, it is also important that ‘advice first aid’ skills are also 

embedded in and co-produced with local communities, social and faith networks. 

CAW’s Lottery funded Help Through Hardship Crisis Project is putting this into 

practice. 
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A report by NPC for the Richmond Group of charities in 201633 set out an excellent 

schematic of the contribution of charities like CAW to the health and care systems.  

The authors of Untapped Potential illustrated how voluntary and community sector 

interventions provide support for individuals and the system: 

 

 
▲   Figure 22: What do charities do? 

 

The contribution of advice services can be located clearly within this spectrum. 

CAW’s services and targeted projects provide specialist support for people through 

all stages of their interaction with health and care services. Advice services also 

provide support for health and care professionals, allowing them to focus on 

providing the service they are best at.  

 

Using the NPC report descriptors again, advice interventions play a role in health 

and care pathways: 

 

System  Patient 

Primary (community)  Living with a condition  

Emergency  Crisis End of life 

Primary (statutory)  Diagnosis  

Secondary / tertiary  Escalation  

 

There is certainly more scope for advice interventions in care pathways. Advice 

services are available on some but not all local hospital wards. The links with some 

local primary health services are good but links with mental health services could be 

much better. Advice services could also play a greater role in self-management 

initiatives, assisting with patient and carer involvement, integrating and 

coordinating care and system redesign. 

 

We look forward to discussing the contents of this report and how we might build 

on the strong foundations we have laid in Wandsworth for advice service 

contributions to better health and wellbeing. 

 

                                            
33

 David Bull, Sally Bagwell, Andrew Weston and Iona Joy – NPC - (April 2016), UNTAPPED 
POTENTIAL: Bringing the voluntary sector’s strengths to health and care transformation 

https://richmondgroupofcharities.org.uk/sites/default/files/aw_ncp_report_-_untapping_potential_summary_-_single_pages.pdf
https://richmondgroupofcharities.org.uk/sites/default/files/aw_ncp_report_-_untapping_potential_summary_-_single_pages.pdf
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Appendix 1: Citizens Advice Wandsworth Client 

Profile 
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Occupation  
Occupation Clients % 

Employed (FT/PT/self-employed) 43% 

Unemployed 27% 

Retired 10% 

Home carer 5% 

Permanently sick/disabled 4% 

Student 3% 

Other 7% 

Total 100% 

 

Household Type 
Household type Clients % LA area % 

Single person 42% 11% 

Single person with dependent children 20% 6% 

Single person with non-dependent children 4% 3% 

Couple 11% 14% 

Couple with dependent children 15% 21% 

Couple with non-dependent children 2% 3% 

Other 6% 43% 

Total 100% 100% 

 

Housing Tenure 
Housing Tenure Clients % 

Own outright 8% 

Buying home (mortgage etc.) 3% 

Shared ownership 0% 

Social housing tenant 45% 

Private tenant 26% 

Rent-free housing 0% 

Homeless (incl. hostel/B&B) 2% 

Staying with relatives/friends 8% 

Other 3% 

Total 100% 
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Income Profile 
Income profile Clients % 

< £400pcm 24% 

£400 - £599pcm 19% 

£600 - £999pcm 23% 

£1,000 - £1,499pcm 19% 

£1,500 - £1,999pcm 4% 

£2,000 - £2,499pcm 7% 

£2,500 - £2,999pcm 1% 

> £3,000pcm 4% 

Total 100% 
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Appendix 2: GP survey findings 

 
Q1. Over the past year, do you think that the number of patients who 

would have benefited from legal or specialist advice on each of the 

following social welfare issues listed has increased, stayed the same or 

decreased? 

Option Increased 
Stayed 

the same 
Decreased 

Don’t 

know 

Benefits  67% 24% 4% 5% 

Debt & financial 

problems 
65% 25% 3% 5% 

Issues at work 65% 27% 3% 5% 

Accessing community 

care 
55% 34% 4% 6% 

Housing problems 54% 36% 3% 7% 

Q2.  To what extent, if at all, do you think that a patient not having access 

to legal or specialist advice on social welfare issues can have a negative 

effect on their health (e.g. causing stress, anxiety, hospitalisation or other 

medical intervention)? 
To a great 

extent 

To some 

extent 

To a small 

extent 
To no extent 

Don’t 

know 

48% 40% 7% 2% 4% 

 


