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Helping people find a way forward 
We help people get the support they need and 
enable them to manage their lives better – often in 
times of crisis – by providing information and advice 
and having a positive influence on policy and 
practice. 

Life is complicated and things can go wrong for all of us. 
Everyone is one step away from needing our services; a 
serious injury, illness or depressive episode can affect 
anyone. 

CAW’s free, impartial advice is crucial and highly valuable 
to individuals, the Council, government and society as a 
whole. £1 invested in our service by funders provides 
£7.40 benefit to individuals and £6 benefit to the public 
purse.  

We’re now helping more people than ever. We will help 
around 10,000 people in 2016/17: that’s 4% of the local 
adult population in 8% of households. 

We will continue to make access easier and available 
earlier to reduce the crisis for the clients and reinvest the 
benefits to provide more services to more clients. 

We value: 

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 

See pages 28 – 30 for details of our services. 
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2015/16 Headlines 

8,961 people advised on 12,871 
issues 

£7.4 million benefit to local 
individuals 

£6.07 million public value 

£1.15 million fiscal benefit 

Front cover photo: (L-R) Sir David Varney, Chair of Citizens Advice, Phil 
Jew, CAW Chief Executive, Councillor Nicola Nardelli, Mayor of 
Wandsworth and Jonathan Mogford, CAW Chair. Grand Opening of 
Battersea Library premises, March 2016. 



Because anyone can have a problem 
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Problems have the capacity to affect other aspects of people’s lives - and the 
state should a situation escalate. 

Nearly 3 in 4 Citizens Advice clients experienced negative impacts as a 
result of their problems*: 

1 in 10 
struggled to 
keep their job 
or find a job 

Nearly 1 in 3 
had less money 
or escalating 
financial 
difficulties 

Nearly 1 in 5 
had difficulties 
in relationships 
with other 
people 

2 in 3 
felt 
stressed, 
depressed 
or 
anxious 

Over 1 in 5 
Had 
difficulties in 
relationships 
with other 
people 
 

Trusted help and support isn’t always readily available. Sometimes people 
might not have informed or connected friends or family, or be able to 
afford to pay for advice. That’s why our free, independent advice service is 
essential. 
 
*Figures from Citizens Advice nationally 

 

Nearly 1 in 3 
felt their 
physical 
health had 
got worse 



Rising to the challenge 
Welcome to the Citizens Advice Wandsworth 2016-17 

Review & Prospectus. It highlights another year of 

significant progress and impact in a challenging 

environment. 

The challenge set by my fellow trustees to our committed 

and growing team of staff and volunteers is to provide 

advice for more people while maintaining good quality 

and shifting the balance between face to face, telephone 

and other service channels. I’m pleased to say that the 

team has risen admirably to this challenge during the past 

year. And the prospects for the year ahead look no less 

encouraging. 

New premises, expanded services 

In January 2016 we completed our move to Battersea 

Library. The new premises enabled service 

transformation. We increased our public opening hours 

across our Battersea and Roehampton centres by fifty 

percent and established a new service model, improving 

customer service and satisfaction.  

Since then we have gained new four year Big Lottery 

funding to start our Help Through Hardship Crisis Project. 

Founded on co-production approach, in partnership with 

the Community Empowerment Network, the Project 

works with community, social and faith networks to take 

advice out to people who need it most. With continued 

health service support we have expanded our work with 

local doctors and hospitals. All GPs in the Borough can 

refer patients to a CAW adviser. St George’s Major Trauma 

wards house a CAW adviser.  

We’re consequently helping many more people. More 

people experiencing hardship and in crisis have the 

welfare advice they need, when and where they need it. 

Further growth in 2016-17 

In autumn 2016 our telephone Adviceline service expands 

from two to five days per week as a result of a new 

partnership entered into with five other local Citizens 

Advice services in west and south west London. 

We also welcome the transfer of the Disability and Social 

Care Advice Service to CAW, having agreed to the merger 

in summer 2016. And we launch a new debt advice service 

for Wandle housing association tenants in nine south 

London boroughs, after winning a one year pilot contract. 

That’s all good news for hard-pressed local people who we 

see struggling with welfare cuts, indebtedness and lack of 

affordable and suitable housing. 

Our aim is to sustain the  momentum we have gained and 

continue to improve. 

Which brings me to the challenges we see ahead. 
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We have done much to ensure a good balance of public 

funds, charitable grants and contract income. But we are 

still highly dependent on the support of Wandsworth 

Borough Council in particular. Our five year contract with 

the local authority runs until March 2018. Its support 

provides the bedrock of our service. We know we must 

persuade the Council to continue its support at a time 

when it faces tough decisions and change. The Council 

has entered into a shared staffing arrangement with LB 

Richmond, as a consequence of which our contract will be 

managed by Richmond officers and joint-commissioning 

looks highly likely. 

We are on the front foot and already exploring ways in 

which we can work more closely with our Citizens Advice 

Richmond colleagues. We know too that we can 

demonstrate increasingly good value for money and 

impact  as the following pages show. 

Over the next year we will continue to strengthen our 

structures, business processes and services; seeking 

efficiencies wherever we can. Indeed we are not an 

organisation that rests on its laurels: quality of advice, 

leadership and financial management is continuously self-

assessed and checked by our membership body, Citizens 

Advice.  

In addition to introducing new digital advice services, we 

will be acting to improve our performance in championing 

inequality and tackling discrimination. Our level of policy 

influence will also be enhanced and our Trustee Board 

further strengthened with new skills, experience and 

diversity. 

I look forward to steering Citizens Advice Wandsworth 

through the critical period ahead. 

Jonathan Mogford, Chair 
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We’re helping more people and 
demonstrating good value for 

money and impact. But we must 
be on the front foot to sustain 

momentum and maintain public 
funding. 

Towards 2018 and beyond 



Housing 
Associations 
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We offer a range of connected services 

Gateway Advice 
Service for 

Wandsworth 
Residents 

Drop-in  
Appointment 

Adviceline 

Wandle 
Housing 

Association 
Debt Advice 

Service 

L&Q Housing 
Trust Pound 

Advice 
Service 

GP Advice 
Services  

Help 
Through 
Hardship 

Crisis Project 

Major 
Trauma 
Advice 
Service Macmillan 

Benefits 
Advice 

Service for 
South West 

London 

Energy Best 
Deal Extra 

Advice 

MoneyPlan 
Generic 

Financial 
Advice 

Disability & 
Social Care 

Advice 
Service 

Personal 
Budgeting 

Support for 
UC 

Claimants 

Policy, 
Research & 
Campaigns 

Foodbank 
Advice 
Project 

GPs, Public 
Health and 

Mental 
Health 

Services 

Hospitals, 
Macmillan 

Cancer 
Support 

Other local  
Citizens 
Advice 

Community, 
social and 

faith groups 

Job Centre 
Plus / DWP 

Foodbanks 

Wandsworth 
Council 

Community 
Empowerment 

Network 

Other local 
agencies and 

services 



Sylwia: foodbank adviser 
When I became a mum I overcame a number of 

challenges presented by the social security system and 

became interested in sharing my knowledge with others. 

So in 2011 I became a CAW volunteer and trained to 

advise people professionally. I developed skills and 

knowledge and now work full time at CAW, advising 

people at local Foodbanks.   

I enjoy making a real difference. It's not just wishful 

thinking I provide; I share my knowledge of legal rights 

and processes to help clients. It's so rewarding to see a 

client’s physical reaction and relief.  

CAW shows people how to solve their problems; it  

empowers people. I have often seen clients pass on 

information that they have learned to others. Through 

outreach programmes we are taking vital services to the 

most vulnerable people, including many who may not 

approach CAW otherwise.   

I worked with a gentleman recently who was homeless. I 

provided immediate support, getting him a housing 

solicitor and emergency accommodation. We worked with 

the housing department who recognised that he was a 

priority case. I then worked with him to resolve benefit 

and Council Tax problems. 

We inevitably encounter systemic policy problems during  

our work at the CAW.  We have put into action a number 

of campaigns tackle these, including work around Job 

Centre Plus support for people in hardship this year. All of 

us here at CAW are here to do the same thing - to make a 

difference - and that's our biggest strength; we work as a 

team to achieve this. 
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All of us here at CAW are here 
to make a difference - and 

that's our biggest strength; we 
work as a team to achieve this 



Advising local people 
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I can’t thank you enough for 
all that you have done for 
me over the past 2 years; 

you have been fantastic and 
I feel so appreciative for all 
the hard work and support 

34% 

17% 11% 

10% 

7% 

21% 

Benefits & tax credits

Housing

Debt

Other

Employment

all other

In 2015/16 we helped 8961 clients with whom we were in 
contact on 14,525 occasions to assist with 12,871 issues 

39% 

33% 

28% 

Putney

Battersea

Tooting

Advice issues Constituencies 



Projects: extending reach and impact 
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More and more of the people we help are being reached through our growing number of special 
projects. Projects like our Foodbank, Macmillan, Major Trauma, Pound and GP advice projects help 
people with in-depth advice who may not otherwise access our main public gateway advice service.  

0

100

200

300

400

500

600

Q1 Q2 Q3 Q4 Q1 Q2 Q3 Q4 Q1 Q2

2014-15 2015-16 2016-17

How far did the advice service help you 

resolve the issue(s) that caused you to use 

the foodbank?* 

Not at all

Partly

Mostly

Completely

*Client feedback results 



Helping people in greatest need 
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Citizens Advice Wandsworth Clients by Lower 
Super Output Area 2015/16 

Areas of Multiple Deprivation in Wandsworth  
(2011 Government data) 

We are located in or near the most deprived areas of 
Wandsworth, where most of our clients live. 



Demographic data 
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14% 

28% 

5% 4% 

50% 

Asian or Asian British

Black or Black British

Mixed

Other

White

33% 

67% 

Disabled or LTH

condition

Not disabled/no

health problems

0 0.4 

4.2 

9.1 

10.7 

11.9 
11.3 

12 11.7 

10.2 

6.8 

4.6 

2.8 
2.4 

1.4 
0.4 0.4 0 

Ethnicity 

Age 

Disability 

I am so relieved to find a 
friendly person to help me. I 
felt hopeless and doomed. I 

now see a chance of 
resolving my problems and 
getting benefits and help.  

% 



I have worked in various roles with local authorities over 

the past twenty years but one of my first work 

experiences was as a CAW volunteer. After a career break 

to have children I decided to come back to CAW last year 

and I am now employed as a Caseworker.  

I take referrals from local GPs who see patients with 

issues that may be impacting their health, such as housing 

and debt related problems. I enjoy giving direct help. 

Clients come to me looking for an answer to a problem 

and I provide it: helping clients manage and reduce their 

debt, maximise benefits income and so improve their 

health. I support people to help themselves when they are 

capable and make use of a number of external 

organisations that can offer additional help. It can 

sometimes be a bit of a challenge to empower people and 

encourage them to believe that they are capable of 

helping themselves.  

I recently assisted an elderly client who was being charged 

for NHS dental treatment despite being entitled to it 

freely. She was confused about what benefits she was 

receiving and unable to provide the dentist with proof. I 

telephoned the Department of Works and Pensions and 

requested a benefit breakdown. She received a full refund 

of the £237 fees paid. She also informed me that she 

needed new glasses and I advised her regarding 

entitlement to free spectacles. She was very pleased with 

the outcome. 

Our service is in high demand. We are finding different 

ways to reach as many people as possible by extending 

the way we provide advice, like the referral route I offer 

through local doctors.  

Michelle: taking referrals from GPs 
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Our service is in high demand – 
new referral routes like the GP 
advice project I work on ease 
access and help to improve 

health. 



How can we monetise our impact? 
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 Keeping people in employment or helping them back to 

work 

 Preventing housing evictions and statutory homelessness 

 Reducing demand for mental health and GP services 

 Improving mental well-being 

 Improved family relationships 

 We’ve also separately considered the value of benefits to 

individuals with our robust management information 

Putting a value on everything we do 
We have identified 5 arguments  where we have the evidence to estimate the value of some of our 

work 

Using these arguments 
and a model approved by 
HM Treasury, we can put a 
credible financial value 
on what we do. 



Calculating local value: how it works 

Affected population  
Number of people at risk of the 
associated problem 

 
 

 

 

Deadweight  
What would have happened anyway. 
we use 50%. 78% of clients say they 
could not have solved their problems 
without advice, so this is a very 
conservative figure 

Impact 
% of people who have this problem 
solved. Taken from Citizens Advice 
Impact and Outcomes Research 2014 

Optimism bias 
Accounting for best  practice, 
timeliness and independence of 
research. Varies depending on the 
arguments but we generally use 15% 

X 

Apply the Unit Cost Data 
from the Treasury 
approved model: 

 

e.g. £830 fiscal cost of 
NHS provision for adults 
suffering from stress and 
anxiety 
 

 

Allocate the cost benefits 
made to the relevant 
government departments 
or bodies 
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Our impact and value 
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Value to 
Wandsworth 

Council 

Helping clients 
negotiate local 
processes, such as 
welfare reform 
changes.  

Helping local 
authority rent and 
council tax arrears 
to be rescheduled 
and reducing the 
associated 
administrative 
costs. 

Our value is greater: 
Maximising clients’ income has further spill-
over effects including: 
 
• for individuals’ families,  
• benefiting health and well-being, 
• contributing to the local community and 

economy 

 

Using the methodology outlined on the preceding pages, we calculate that for 
every £1 invested by Wandsworth Council in 2015/16:  

Fiscal benefit £1.15 

Public value £6.07 

Benefits to individuals £7.40 



Our impact and value 
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Fiscal benefit:  £1,004,339 

Public value:  £5,315,211 

Benefits to individuals:  £6,481,056 

The overall value of our advice and volunteering, 2015/16 

NHS £126,502 

DWP £309,840 

CJS £16,826 

Housing providers £309,745 

Savings to other bodies and government departments, 2015/16 

The methodology outlined earlier also tells us:  

I have long term conditions but 
the stress which also triggers 

these was reduced. Thank you 
for this service. 

(Patient referred by a GP to our 
service) 



I'm a law student and volunteer at CAW as a Trainee 

Gateway Assessor. My role involves carrying out face to 

face assessments with clients as their first point of contact 

with CAW. I take as much information as possible and 

decide the best course of action. I give people information 

to help them tackle their problem, refer them internally to 

one of our experts or to another external agency who I 

know can help.  

I wanted to volunteer at CAW to get some hands on 

experience in advice work, develop my knowledge in 

different areas of law and at the same time to give 

something back to the community. At CAW I’m able to 

help and empower people and give them the information 

and tools to help them in the future.  

I enjoy helping people when they're in need; particularly 

vulnerable people who may not be able to help 

themselves. Many of the problems affecting clients cause 

them a lot of stress and anxiety. It's satisfying to be able 

to help. We always try as hard as we can to solve a client's 

problem and 9 times out of 10 we do. However, in the 

occasional case when there is no obvious solution we 

have to explain to the client that there isn't anything 

material that can be done. This is frustrating for the client 

and for us too, but it has taught me how to handle 

expectations. 

I have also learnt valuable life skills myself, such as 

managing debt and money.  

I also work with our CEO to raise policy and practice issues 

that affect our clients. I recently worked on a scams 

awareness campaign.  This was particularly relevant to me 

as I had helped an elderly client who had been scammed 

by a travel agency and was very stressed as a result. Some 

groups, particularly the elderly, are especially vulnerable 

to scams. It’s good to be proactive and try to help people 

avoid problems. 

Matthew: law student and volunteer  
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It’s satisfying to be able to help 
people and I’ve learnt many life 
skills myself as a CAW volunteer 



Access - how do you

feel about the ease

of access to help and

advice?

Waiting - how do you

feel about how long

you had to wait to

speak to someone?

Information and

advice - how do you

feel about the

information and

advice you received?

Service - how happy

are you with the

overall service that

you received?

Access - how do you

feel about the ease

of access to help

and advice?

Waiting - how do

you feel about how

long you had to wait

to speak to

someone?

Information and

advice - how happy

are you with the

quality of the

information and

advice you received

today?

Service - how happy

are you with the

overall service that

you received?

Happy 

Client satisfaction 
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We routinely ask our clients for feedback on our service and once a year we conduct an in-depth survey of clients in our 

advice centres. In early 2016 we moved to Battersea Library, changed our service model and increased opening hours by 

50%. So we expected to see a change in client satisfaction levels. We were not disappointed. Satisfaction has increased. 

 

 2016 2015 

Very happy Unhappy Very unhappy 



New for 2016/17 

Several new projects and services commence in 2016/17 
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In October 2016 we launched our new Adviceline service: open Monday-
Friday 10am – 4pm – a 150% increase in telephone advice service 

We are proud of our association 
with our local CAB and are 

delighted that the new 
Adviceline service will make it 
even easier for Wandsworth 
people to get the advice and 

support they need, when they 
need it. (Cllr Guy Senior) 

From autumn 2016 we will deliver a new debt advice service for Wandle 
housing association residents 

In October 2016 the Disability & Social Care Advice Service became a Citizens 
Advice Wandsworth project, strengthening advice for disabled people 

My adviser helped me to 
understand what my rights and 

options are. If she wouldn't 
help me, I don't know where I 

would end up. (Client feedback) 

I am very happy with the 
service and advice. I am not 

worrying now as my problem is 
solved. Very relieved. (Client 

feedback) 



I started my volunteer training at CAW in summer 2016. I 

will be part of the team delivering the new Adviceline 

service. 

My background is in local government and I recently 

completed a law conversion course. I was keen to apply 

that qualification and knowledge to the local community 

where I live and at the same time, to use and develop my 

skills. I have also worked locally in community arts and 

cultural programmes and have an interest in human rights 

and social justice.   

I have received a very warm welcome at CAW and there is 

a strong sense that there will be someone to support me 

through the whole process of training and volunteering. 

We have been given a learning resource that is very well 

set out and the training has been very good, especially in 

difficult areas such as debt and employment. It has also 

been very helpful in going through exactly what 

confidentiality and impartiality mean and it has set clear 

parameters in terms of where we can help and where we 

need to pass a case on or speak to a supervisor.  

I feel that I will gain some very good and valuable 

experience volunteering at the CAW, and that this will also 

provide excellent professional development and allow me 

to apply the experience and learning to other advisory 

work.   

I think a challenge will be balancing work and volunteering 

commitments, but the experience and personal and 

professional development will be rewarding. I also think 

that it will be an emotional journey getting used to 

listening to clients' problems, so it will be very important 

to support one another.  

To find out more about volunteering at CAW, visit 

www.cawandsworth.org/volunteer  

Iqbal: new Adviceline volunteer 
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I’ve received a warm welcome 
and very good training. I expect 

an emotional but rewarding 
experience 

http://www.cawandsworth.org/volunteer
http://www.cawandsworth.org/volunteer
http://www.cawandsworth.org/volunteer
http://www.cawandsworth.org/volunteer
http://www.cawandsworth.org/volunteer


Voluntary effort and value 
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Our 90 plus volunteers 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 has tangible benefits for volunteers and society, through happier, healthier and 

more productive citizens.  

 

 Volunteers gave us 592 
hours per week of 
their time in 2015/16 

This time is valued at 
£495,176* 

*How much this time would have cost if we had paid staff in volunteer 
roles – based on Office for National Statistics pay data. 

The public value of the 
CAW volunteering 
programme is £344,959 

CAB volunteering: how everyone benefits (2014) 

Over half of our retired volunteers say 
they feel less at risk of social isolation 

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 



After a thirty year career in media I am now semi-retired 

and have volunteered at CAW two days a week for nearly 

3 years. I spend one of those days helping to look after 

the CAW's IT system and the second day working with the 

volunteer recruitment team.  

I joined CAW having looked at a number of opportunities 

locally and attending a recruitment fair. It has felt like a 

good fit and I find it a very fulfilling thing to do.  

Wandsworth is the seventh most prosperous borough in 

the country but we have areas of deprivation and 

particularly in times of cut backs it's very important to 

have the CAW to help.   

Here is a true story that I sometimes tell in training to new 

volunteers. Until we moved to Battersea Library we had a 

cramped advice centre at Mission House, Battersea which 

could only handle a limited number of people a day and 

the clients had to queue outside. I was based at Katherine 

Low Settlement, just up the road. It was one of those days 

when the rain was coming down like stair rods. I answered 

the phone to a man who I could hardly hear through the 

traffic noise and rain. I could hear small children in the 

background saying “Daddy, Daddy I’m getting wet”. He 

said he was homeless and had arrived at the advice 

centre to find it full. He broke down and cried. I told him 

where to stand to get out of the rain and took his details. I 

then phoned the Service Manager and explained the 

situation and asked them to go outside and check.  

About an hour or so later I had to go round to the advice 

centre to help with an IT problem. Someone was 

entertaining the children while he was being interviewed. 

He was found emergency accommodation. 

That’s why I volunteer at CAW. 

We need to ensure a constant stream of new recruits and 

we constantly training new volunteers. The team here is 

very supportive and understanding. If you’re thinking of 

volunteering I hope you will consider joining us.   

Nick: volunteer 
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A supportive and understanding 
team and a service that cares – 
that’s why I volunteer at CAW 



Local insight and advocacy 
Some problems are too difficult to solve by advice alone where there is a systemic problem with a market, a policy or a set 

of regulations. By listening closely to the people who come to us, using our real-time data and gathering insight and 

intelligence from clients and frontline advisers, we spot emerging issues and policies, practices and regulations that are 

not delivering for society. We campaign around issues affecting this local community. We also come together to campaign 

as the Citizens Advice network: together we have the voice to really change things. 

Over the past year we have: 
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Carried out research into the effects of Council 

plans for its Council Tax Reduction Scheme 

and submitted comments 

Convened Wandsworth Advice Forum – this 

year it has covered housing, benefit changes, 

Care Act, Court closures and the 

Wandsworth/Richmond shared staffing 

arrangement. 

Contributed to research into access to 

interpreters and a study by University College 

London into the diet of clients of Foodbanks 

Worked with the Foodbank and Council to 

research crisis support for benefit claimants 

In collaboration with the Council libraries 

operator, GLL and Trading Standards, ran 

scams awareness month in July 2016 to alert 

local people to the dangers of fraudsters CAW Volunteer Alison: Scams Awareness 2016 



Treasurer’s report 

Review & Prospectus 2015-16 24 

2015/16 was a financially significant year for Citizens 

Advice Wandsworth. Important progress was made 

towards our aim of becoming a stronger, more sustainable 

organisation, more able to deliver accessible advice 

services, meet community needs and influence policy and 

practice. The funding base of the organisation was 

strengthened with several new funding streams, notably 

from Wandsworth Clinical Commissioning Group, City 

Bridge Trust, St George’s Hospital Trust and Charity and 

Roehampton University. We are grateful for this new 

support. The overall five percent increase in income 

enabled us to bring services to 12.5 per cent more people 

in need.  

Core funding for our activities is provided by Wandsworth 

Council. In 2015/16 this funding accounted for 47 per cent 

of total income. While we have worked hard to reduce our 

reliance on this one funding source (reducing it from 57 

per cent just two years ago), I cannot stress enough the 

importance of this Council funding. It provides the 

bedrock for our organisation and services. It enables CAW 

to lever in funding from new sources to benefit 

Wandsworth residents. It supports our main public 

gateway advice service, backed by our extensive 

volunteering programme. The Council, like other funders 

gets a very good return on its investment in CAW, as this 

review highlights. It is absolutely vital that we retain the 

Council’s support. Likewise, the investment made by 

health service bodies is highly important and we believe, a 

sound one.  

The financial out-turn for the year was a deficit of £29,129. 

This was driven by restructuring that took place during the 

year to enable us to enhance service management 

capacity in 2016/17 and the important strategic 

investment we made in our move to Battersea Library. The 

new premises accommodate the growth in staff, 

volunteers and new projects that results from our success 

in attracting new investment and provide an accessible 

and fit for purpose public advice space. We also invested 

in upgrading our IT infrastructure to support the modern, 

multi-channel services we need to deliver in future. 

Our reserves position remains healthy and forms a key 

part of the organisation’s sound financial governance, 

particularly in the context of ongoing fiscal pressures. 



Strengthening our finances 
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In 2016/17 we will further strengthen our financial and service delivery position, thanks in particular to new four year 

funding under the Big Lottery Fund’s Help Through Crisis Programme and a new contract with Wandle housing 

association. We have also agreed to the transfer of undertakings of the Disability & Social Care Advice Service and 

increased our telephone Adviceline service by 150 per cent. This all means better services for local people and more value 

added and return on investment for the public purse.  

I would like to thank all our funders, donors and commissioners, our staff and volunteers, who continue to enable CAW to 

succeed in delivering it’s aims from a stable financial footing. Makoto Takano, Treasurer 

 

I cannot stress enough the importance of 
Council funding. It provides the bedrock 

for our organisation and services. We 
believe public and charitable funders 

receive a good return on investment and 
thank them for their support. 

47% 

8% 

2% 

9% 

16% 

17% 

Funding Sources 2015-16 

Local Authority

Health - Including CCG

London & Quadrant Housing

Trust

Big Lottery Fund

Macmillan

Charity/Trust/Foundations

Other
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A full copy of  CAW’s Report and Financial Statements to 31 March 2016 including the Trustees Report is available on the Charity Commission web site: charitycommission.gov.uk 

INCOME AND EXPENDITURE ACCOUNT 

Year ended March 2016 Year ended March 2015 

INCOME 

Donations £2,522 £2,382 

Income from charitable activities: 

advice and advocacy £907,206 £874,990 

Income from other trading activities: £9,684 £1,748 

Investment Income £2,684 £1,472 

Total £922,096 £880,592 

EXPENDITURE 

Cost of raising funds £20,930 £22,148 

Charitable activities costs-advice and advocacy £883,438 £810,681 

Other-restructuring cost £46,857 

Total £951,225 £832,829 

NET SURPLUS / (DEFICIT)  -£29,129 £47,763 

SUMMARY BALANCE SHEET at 31 March 2015 at 31 March 2015 

Fixed Assets £57,568 £1,011 

Debtors £122,292 £175,642 

Cash and bank £335,959 £279,978 

Creditors and deferred income -£159,625 -£71,308 

NET ASSETS £356,194 £385,323 

Restricted Funds £6,424 £52,586 

General Funds £349,770 £332,737 

TOTAL FUNDS £356,194 £385,323 



 

 

Gateway Advice Service for 
Wandsworth Residents 

Wandle 
Housing 

Association 
Debt Advice 

Service 

L&Q 
Housing 

Trust Pound 
Advice 
Service 

GP Advice 
Services: 

Battersea 
Locality 

GP Advice 
Services: 
Wandle 
Locality 

GP Advice 
Services: 

West 
Wandsw’th 

Locality Major 
Trauma 
Advice 
Service 

Macmillan 
Benefits 
Advice 

Service for 
South West 

London 

Help 
Through 
Hardship 

Crisis 
Project 

Disability & 
Social Care 

Advice 
Service 

Personal 
Budgeting 

Support for 
UC 

Claimants 

Foodbank 
Advice 
Project 
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/wandsworthcabx.org.uk @WandCAB 

Funding & partnerships 

Review & Prospectus 2015-16 27 



Monday Tuesday Wednesday Thursday Friday 

    Adviceline  

    0300 330 1169 
10am – 4pm 10am - 4pm 10am - 4pm 10am - 4pm 10am - 4pm 

Battersea Library  

Advice Centre 

265 Lavender Hill SW11 1JB 

10am - 4pm 10am - 4pm 10am - 12pm 
no drop-in 

service 
10am - 4pm 

Roehampton Advice Centre  

166 Roehampton Lane  

SW15 4HR 

10am - 4pm 
no drop-in 

service 
10 am – 12 pm 10am - 4pm 

no drop-in 

service 

Tooting Library 

75 Mitcham Road SW17 9PD 

 call 0208 767 0543 for an 

appointment 

10am – 12pm No service No service 10am – 12pm No service 

• Welfare Benefits • Money • Consumer 
• Debt • Taxes • Immigration / Nationality 
• Housing • Health • Discrimination 
• Employment • Education • Family & Personal Matters 
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Public advice sessions for Wandsworth 
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Project name For who? What’s provided Access 

Macmillan 
benefits advice 

For people 
affected by 
cancer 

Advice and casework on 
benefits and grants 

Access directly by calling 0207 042 0332  

Via referral form on website: 
https://cawandsworth.org/macmillan/  

Pound advice For London and 
Quadrant tenants 

Advice and casework on 
debt, benefits and money 
advice 

Access directly by calling 0207 042 0329 or 
emailing pound.advice@wandsworthcabx.org.uk  

Via referral form on website: 
https://cawandsworth.org/pound  

Pension Wise 

(Delivered by 
Citizens Advice 
Merton & 
Lambeth) 

For clients who 
are over 50 and 
want to talk 
about their 
pension options 

Guidance on pension options Phoning 0203 559 7400 or 0800 138 3944 

Online – using the government website 
information www.pensionwise.gov.uk  

Or www.pensionwisesw.london  

Money Plan People seeking 
generic financial 
advice 

Guidance on financial 
matters.  

e.g. Savings and investments, 
equity release, pensions, 
retirement options. 

Call us on 020 8682 3766 
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Special projects and services 

https://cawandsworth.org/macmillan/
mailto:pound.advice@wandsworthcabx.org.uk
https://cawandsworth.org/pound
http://www.pensionwise.gov.uk/
http://www.pensionwisesw.london/


Project Name For who? What will be provided Access 
Help through 
Hardship Crisis in 
Wandsworth 
  
  
  

Wandsworth residents 
in crisis (with a 
particular emphasis on 
mental health and 
housing issues) 

Specialist Housing 
advice and casework 

  
Generalist advice and 
casework 

More information and on-line referrals 
visit:  www.cawandsworth.org/crisis  

Debt and money 
advice for Wandle HA 
tenants 

For Wandle HA tenants Advice and casework 
on debt, money and 
benefits 

Via referral form on website: 
www.cawandsworth.org/wandle  

By email: 
wandleha@wandsworthcabx.org.uk.  

Disability and Social 
Care Advice Service 
DASCAS 

Disabled people in 
Wandsworth 

Disability benefits 
advice, assistance with 
form filling, home visits 

020 7978 7306 
www.cawandsworth.org/dascas  
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Special projects and services 

http://www.cawandsworth.org/crisis
http://www.cawandsworth.org/crisis
http://www.cawandsworth.org/wandle
http://www.cawandsworth.org/wandle
mailto:wandleha@wandsworthcabx.org.uk
https://cawandsworth.org/wandle
http://www.cawandsworth.org/dascas
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Citizens Advice Wandsworth 
Adviceline 0300 330 1169 

Need help to sort out your problem?  

Want to know what your rights are? 

Call Adviceline.  

Monday to Friday 10am to 4pm. 

If you are calling from a mobile phone enter 020 8682 
3766 or your own landline number when prompted. Calls 
to Adviceline cost the same as calling 01 and 02 numbers. 
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CHARITY NUMBER: 1040303 
Company limited by guarantee: 2947554 

Registered Office: Battersea Library,  
265 Lavender Hill, London SW11 1JB 

020 8682 3766 (general office number) 
 
0300 330 1169 (Adviceline) 
 
info@cawandsworth.org 
 
www.cawandsworth.org 
 
 

For further information… 

https://www.facebook.com/wandsworthcabx.org.uk/
https://twitter.com/WandCAB

