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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 £10.56 benefit to 
individuals and £8.54 benefit to the public purse (see pages 21-24). 

We’re now helping more people than ever. We will help around 
12,000 people in 2017/18: that’s nearly 5% of the local adult 
population in 9% of households. 

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 

Visit www.cawandsworth.org for details of all services. 
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Front cover photo: The first cohort of trainees on CAW’s Advice First Aid course delivered as part of the Help Through Hardship Crisis Project, summer 2017  

2016/17 Headlines 

o 11,220  people advised  

o 16,337 advice issues  

o £9.8 million benefit to individuals 

o £7.9 million public value 

o £1.3 million fiscal benefit 

o £1,809,759 client income gains 

o £76,366 debts written off  

o £28,826 repayments rescheduled 

 



Foreword: Jonathan Mogford, Chair 
It’s a great pleasure to welcome you to our 2017 Annual Review 

and Prospectus.   

Annual General Meetings are a great time to reflect on the 

achievements and work of the year that’s past,  as well as to look 

forward to the year to come. It’s been another year of solid 

achievement and improvement; leaving CAW well positioned for 

challenges and changes in the year ahead and beyond.   

On the achievements, the figures speak for themselves. I hope you 

enjoy reading about them. This report also includes a set of 

contributions from some of our key partners about their experience 

of working with us,  as well as information about the increasingly 

deep partnership working across the borough which we are actively 

supporting. We hope these will help “bring to life” some of the 

headline figures, but they are worthy of note; with over 11,000 local 

residents advised last year, we’ve helped nearly 5% of adults in the 

borough and touched the lives of 9% of households.  

2018 will bring further changes to the organisation,  not least the end 

of the current 5 year contract with the Council. Those 5 years have 

been a period of major change,  renewal and strengthening of the 

organisation: the funding of the organisation is much better 

diversified and now roughly evenly split between the critical Council 

funded core advice service and supporting projects for specific clients 

and advice areas;  we’ve modernised the routes through which people 

can get advice;  the numbers of people helped has steadily risen;  the 

move into the Battersea Library has brought us to the heart of that 

part of the Borough’s community, The Disability and Social Care 

Advice Service has joined our fold and we’ve developed our outreach 

across the borough. 

The coming years will bring new challenges: demand continues to 

rise,  as it does for many of the partners that we work with. We have 

appreciated how some of these partners have recognised, through 

funding contracts with us, how we can help reduce the demand that 

they will otherwise experience by helping people deal with practical 

daily welfare challenges that affect the lives and health of our fellow 

citizens.  We expect,  therefore,  that we will need to be taking steps to 

change and further improve the service that we offer: we remain very 

keen to maintain an open service, accessible across the borough, but 

are determined also to take steps to ensure that we can concentrate 

the support we offer where it will bring most benefit.   

Lastly,  it is,  as always,  a great pleasure to recognise,  and thank,  all 

those who have contributed to this year’s achievements, especially 

our senior executive team,  Phil Jew and Mary-Ann Foxwell,  and the 

staff and volunteers, whose hard work is the core of what the 

organisation does;  thanks too to my colleagues on the Trustee Board 

(with a special mention to Val Timlin and Chris Poole who are standing 

down this year) and our funders and commissioners.  The next year 

will be my last term as Chair and I’m delighted that the Board has 

selected Lucy Harmer to be Vice-Chair and Chair Elect.  
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A critical year for CAW: Phil Jew, CEO 
2017-18 is a critical year for CAW. We come to the end of a five 

year Council funding contract in March and will be negotiating 

the next phase in our relationship with the authority as the 

major funder of our work. There will be changes and challenges. 

The end of the current contract marks the end of a period which 

started in 2013 when the organisation was reeling from the loss of 

legal aid funding and needed to rebuild. The programme of growth 

we have managed since then has seen income rise from £825,000 to 

over £1.2m this year from diverse sources. The number of people 

helped has risen from 8,200 to a projected 12,000 this year. We have 

changed our delivery model and pioneered new methods, opened up 

telephone access, improved our reach and built new relationships 

with partner agencies and funders. What has remained constant is 

the high level of need for our service – and that shows no sign of 

abating. 

We’re greatly encouraged by the commitment the Council has given 

to continue to fund community and specialist advice services and the 

faith it has shown in CAW. The Council this year asked us to add a 

special service for EU citizens to our offer and we responded 

positively – as Councillor Dawson explains. 

As we move into the next era of our development we and the 

community we serve face a number of challenges. There are 

opportunities too to take our service to a new level of impact. The 

stakeholders whose comments appear in this review have identified  

many of these. We’re grateful for their contributions and also to Link 

Up Battersea volunteer Nada for conducting stakeholder interviews. 

For our community the impact of the full roll-out of Universal Credit in 

2018 will be huge. We expect a rise in demand for our advice; 

evidence suggests claimants will find the on-line process and monthly 

in arrears payments difficult to cope with - rent arrears and debt will 

rise. The growth of low paid, insecure employment will affect many 

local people. Rising homelessness causes us great concern and Brexit 

raises new uncertainties for EU nationals living in Wandsworth.  

These challenges affect demand not only for CAW’s services but of 

course for those provided by other local agencies including the health 

service, mental health agencies, community groups and networks and 

other local charities and elected representatives. And at the same 

time these agencies are under increasing financial pressure as public 

spending is reduced.  

We have placed a significant emphasis on working with new partners 

in recent years while strengthening our work with more traditional 

colleagues. We have sought to spread our sphere of influence, learn 

from others and also contribute to achieving wider welfare and 

wellbeing objectives and targets. Examples include our work with 

health services and engagement with health and wellbeing strategy, 

and our Big Lottery funded Help Through Hardship Crisis Project, 

cited by several stakeholders. Its focus on work with community, 

social and faith agencies, building a strong local network and devolv- 
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A new era of partnerships and prevention 
-ing advice knowledge and skills through the Advice First Aid 

programme marks a new approach. This recognises that working with 

and building community advice assets is the key to sustainability. 

CAW is evolving to place an increasing emphasis on preventative 

interventions, while maintaining generalist and specialist advice 

services to help people when things have gone wrong. We want to do 

more, in collaboration with others, to help redesign failing systems 

and improve policy and practice. We also want to enable more people 

who can to help themselves, with web-based resources. 

CAW has also identified its important role as a strategic, coordinating 

body: a hub for local advice and related services, a skills and 

knowledge provider and influencer of system redesign and change. 

The spokes from our hub include CAW’s own range of targeted 

projects and also the services provided by a range of other agencies. 

CAW need not provide all information and advice but will work to 

ensure that what is there is joined-up with the clear referral systems 

and pathways that stakeholders rightly call for. CAW will work to 

ensure that advice skills and knowledge are effectively shared across 

our local community and that it works in partnership to plug gaps and 

make improvements. CAW provides advice, brings other agencies in 

to provide advice, trains other agencies and co-ordinates the local 

advice network and its policy, research and influencing work.  

CAW’s priority for services will remain rooted in need. CAW’s strength 

is that it offers advice to all on a broad range of topics. It will maintain 

this ‘advice for all’ ethos. However, its specialist, in-depth services will 

be focused on people in the greatest need. It’s likely that over the 

course of the next year our service model and access points will 

change. We’ve been ‘running hot’ this year; dealing with more 

demand than our system and team can cope with. To be efficient and 

sustainable we’ll need to offer more by telephone and on-line. 

We’re up for the challenge and look forward to collaborating with you. 

 

Nearly 3 in 4 Citizens Advice clients experienced negative impacts as a 

result of their problems (national figures from Citizens Advice): 

 

5 

Nearly 1 in 3 had less 
money or escalating 
financial difficulties 

2 in 3 
felt stressed, 
depressed or 
anxious 

Over 1 in 5 
had difficulties in 
relationships with 
other people 
 

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

Nearly 1 in 5 had 
difficulties in 
relationships with 
other people 

Nearly 1 in 3 felt 
their physical 
health had got 
worse 
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Advising local people 
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In 2016/17 we helped 11,220 clients with whom we were 
in contact on 18,484 occasions to assist with 16,337 
issues 
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Councillor Peter Dawson 
Peter Dawson is one of the elected Conservative councillors for 

Northcote Ward in Battersea which includes Clapham Junction 

and the area around Northcote Road.  

Peter chairs the Overview and Scrutiny Committee for Education and 

Children’s Services. He was elected in 2006 after a business career 

working in the UK and overseas. Since the referendum he has been 

campaigning for the rights of, and a secure future for, EU citizens 

living in Wandsworth.  

In the Summer, the Leader of Wandsworth Council, Ravi Govindia, 

wrote to the Prime Minister and called for EU nationals to be given 

“absolute clarity” over their future status in the UK. At the same time, 

he wanted to devise ways in which the Council could provide practical 

support. 

Peter welcomed this initiative by Cllr Govindia particularly to develop 

proposals for supporting and advising the borough’s European 

citizens on their rights and how the Government’s proposals could 

affect them. He praises the many EU citizens in Wandsworth, who he 

describes as our friends and neighbours, for their contribution to the 

borough and the country. He knows they are living in uncertain times 

and may have complex family circumstances and believes that an 

advice service is certainly needed. 

Citizens Advice Wandsworth is highly credible, well known, 
local and trusted 

 

For Peter, Citizens Advice Wandsworth was the obvious choice to 

provide such a service. CAW responded positively to the challenge 

and are recruiting a caseworker to lead the project. The caseworker 

will work with existing CAW staff and volunteers. Cllr Dawson is very 

supportive of the project and sees his role as a conduit to bring EU 

nationals he knows together with CAW to learn about the issues and 

share experiences. 

All areas of society need to contribute to CAW 

 

Peter is impressed by how CAW is always looking for opportunities to 

help people through the provision of advice, and importantly working 

in partnership with other organisations, including Council 

departments, housing associations, sectors of the health service and 

specialist organisations such as Macmillan Cancer Relief, to make this 

happen. As well as funding from the Council CAW is  able to tap into 

different funding streams to support this vital partnership work. 

He thinks that CAW is well placed to provide leadership in the 

voluntary sector, especially around the council’s regeneration projects 

in Roehampton and the Winstanley and York Road estates. The move 

to Battersea library seems to have been a success in terms of access, 

hours and use. 

I would encourage CAW to continue to develop their online 

presence locally 

 

Using different ways to provide advice services is also important to 

Peter. He sees an online and telephone presence, with the potential  

for developing smart phone app based services, as particularly 

important for reaching out to younger people and many others who  

are pressured for time.  A final point he stressed was the value of 

involving volunteers from the local community.  

7 
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A hub of connected local services & projects  
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Sue McKinney is one of the elected Labour Party councillors for 

Roehampton and Putney Heath but in her day job, she’s a senior 

lecturer at the University of Roehampton. 

Her role at the Council has involved sitting on various committees, 

including the Overview and Scrutiny Committee for housing and 

regeneration. Her heart lies in ensuring that the regeneration of 

Roehampton includes homes where local people want to live and 

social housing, and does not cause too much disruption to local 

businesses.  

The future role of CAW should be forming a partnership 

between the local voluntary sector and Wandsworth 

Council 

 

One of the CAW activities that has most impressed Sue was the Help 

Through Hardship Crisis Annual Conference in July. For Sue, the event 

was a good example of how the Council and the voluntary sector can 

get together to tackle issues of importance to local people in need. 

Sue was particularly impressed that the event attracted 80 people 

with different roles to get together. The conference was organised in 

partnership with Wandsworth Community Empowerment Network 

(WCEN). 

Together we can fight unfairness 

 

 

WCEN and CAW are working together on a major project funded by 

the Big Lottery Fund. This is a four-year project to help people in crisis 

take back control of their lives in Wandsworth.  Citizens Advice 

Wandsworth is training community champions to provide ‘advice first 

aid’ and put people in need in touch with the support they need to 

improve their circumstances and has advisers who can take referrals 

of people who need advice. Sue believes that this sort of collaboration 

is key to the future of CAW and of advice services across the borough.  

I really believe in the Citizen’s Advice motto of ‘helping 

people to find a way forward’ 

 

Volunteering is key for good advice provision. Sue feels that one of 

the challenges for CAW is finding volunteers to support the work. In 

addition to the work with WCEN, Sue has first-hand experience of 

using CAW training programmes for local volunteers for various 

projects including a local food bank. But she thinks that CAW needs to 

be more creative in how volunteers are recruited and retained. She 

thinks the key to good services is reaching out to diverse communities 

and learning from them. Using co-production methods where service 

users get together with those designing and delivering services could 

be a good way of planning services in the future. 

Councillor Sue McKinney  
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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 core public community advice service.  
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Eglionna is Chief Executive of the Wandsworth Carers Centre. She 

describes her role as ‘chief cook and bottle washer’, because 

leading a small charity means that she leads her teams, supports 

the board of trustees but also mucks in cleaning the kitchen 

when needed. She is jealous of Citizen Advice Wandsworth’s 

spacious premises at Battersea Library. 

Wandsworth Carers Centre aims to support family carers to be able to 

care well, have a life outside caring and appropriate breaks, and also 

to have a voice to influence policy and practice around caring. 

I think CAW has an important role in bringing 

organisations together and I really appreciate the work 

they have done with the Wandsworth Advice Forum 

 

Eglionna appreciates how outward facing Citizen Advice Wandsworth 

is and hopes they CAW takes a lead role in co-ordinating advice-giving 

organisations in the borough. She sees this as having two benefits: 

having greater influence by having one voice, but also offering a 

better service to people needing advice and support. 

Eglionna is particularly concerned about people are supported who 

may fall through the gaps between different organisations. One 

example is people who have stopped being family carers (and so do 

not really come under the umbrella of the Carers Centre) but still 

need help. As access to services such as housing moves increasingly 

online, there is a real need to support filling in online forms for 

people who have difficulty with computers for whatever reason.  

 

It’s important to build trust between agencies especially at 

the current financial climate. Although we might 

sometimes find ourselves in competition, we need to 

create an atmosphere where we are all clear, open and 

transparent 

 

Eglionna thinks that regular meetings of the relevant advice-giving 

agencies are a perfect place where issues and plans can be discussed. 

The forum can influence policy, but more importantly influence 

practice, and share what services each organisation is providing.  It is 

also a good place to share ideas around research – what research is 

needed and how it could be carried out.  

I would like to see a proper referral system between 

agencies 

 

But Eglionna’s priority is that local organisations should work together 

to provide the best possible advice. When the Carers Centre signposts 

people to CAW they are never sure what the outcome is. There is a 

concern that people get lost in the system. Eglionna is also frustrated 

that CAW does not seem to refer people to the Carers Centre. CAW 

could have a key role in identifying carers and advising them on the 

services offered by the Carers Centre. 

Eglionna believes that there is an opportunity for CAW to lead and co-

ordinate the Wandsworth Advice Forum to bring organisations 

together to influence policy and practice and to provide the best 

service possible. 

Eglionna Treanor, Carers Centre 
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Helping people in greatest need 
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Citizens Advice Wandsworth Clients by Lower 
Super Output Area 2017 

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. 
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Darren Fernandes is the Strategic Coproduction Lead for South 

West London and St George’s Mental Health NHS Trust.  

Coproduction means delivering public services in an equal and 

reciprocal relationship between professionals, people using services, 

their families and their neighbours. By co-producing activities, our 

services and local communities can play a bigger role in delivering 

positive change. 

CAW is an organisation that ‘turns up’ – they don’t just talk 

a good game, they deliver 

 

Darren feels that CAW is fully engaged in their work with other 

organisations that they are reliable and dependable and respond well 

to requests for help or new ideas. 

Darren sits on the project oversight panel for the work of Citizens 

Advice Wandsworth and WCEN in promoting advocacy services within 

different communities in Wandsworth, and was pleased that the NHS 

Trust was able to support the funding bid to the Big Lottery. 

There is an increasing need for advocacy and advice 

services because of how the demographics of London are 

changing 

 

He thinks the approach WCEN and CAW are taking where people are 

given the skills to offer advocacy and advice within their own 

communities is vital. Many people, especially people who were not 

born in this country, do not understand the system, know how to 

access services, or even know the right questions to ask. People 

within some communities might be frightened of who they talk to or 

might have had bad experiences when dealing with authority. 

Training people from within these communities could overcome some 

of these fears and concerns and so ensure that people get the advice 

and support they need. 

Darren’s impression of CAW is that as an organisation CAW is open to 

doing things differently. He hopes that it will expand its work with 

different communities possibly by being less office-based and offering 

satellite drop-in advice services across the borough. He also feels that 

CAW needs to promote their services by utilising their wide network 

of community organisations and their premises. 

As well as grassroots promotion, Darren feels that CAW needs to be 

more visible and build its profile amongst decision-makers in 

Wandsworth – for example by sitting on boards and advisory panels. 

He feels CAW has a real role in getting involved in local service 

delivery and challenging those who make decisions. 

Darren Fernandes, Mental Health NHS Trust 
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Demographic data 
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Ethnicity 

Age profile 

Disability and Long Term Health Conditions 
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Louise Simms is centre manager at the charity STORM, which 

started out offering support for women who have experienced 

domestic violence.  

STORM has built up a number of services and offer a free nursery, 

accredited courses and courses, and activities such as art therapy and 

volunteering to support development of “soft skills”. All these services 

are now available to support anyone from the community to have 

increased self-esteem and achieve their goals in life. 

Louise and a colleague were participants on the first ‘Advice First Aid’ 

training course which took place over three days in June 2017 at 

Citizens Advice Wandsworth offices in Battersea Library. The training 

covered welfare benefits, housing and homelessness, debt, 

confidentiality, interview skills and resources and referrals. Louise 

found the training invaluable, and has encouraged colleagues from 

STORM to sign up for the next sessions. 

The training has been brilliant because now we know 

about something like PIPs – it’s really helped us an 

organisation 

 

Louise recognises that, although STORM does a lot to support the 

people they work with, they are not in a position to offer specialist 

advice, for example, around debt or housing. After the course they 

know exactly what services to refer people to. 

Louise and her colleagues now often refer people to CAW. Because of 

the holistic approach of STORM, they also follow-up these referrals 

and the feedback about the services offered by CAW has been really 

good. People report that they have been helped quickly and that CAW 

staff and volunteers are friendly.  

Louise values the training so much she thinks that it should be 

available across the borough and, in particular, be given to all council 

workers. 

Oh, I didn’t know Citizens Advice still existed! 

 

CAW services are valued by those you receive them, but Louise feels 

that people don’t know that CAW exists or what it does. She does 

have CAW cards which she gives out, but feels that the cards should 

give examples of the advice CAW can offer – for example, housing or 

debt advice. Another way in which CAW could ensure those who need 

advice get it would be to be more flexible in their opening hours or to 

offer different services in local communities. 

Louise feels that there are many more people who could benefit from 

CAW advice services, which she knows empower people by giving 

them knowledge about what they are entitled to. A key area where 

CAW could have a role is supporting individuals and organisations to 

prepare for the forthcoming roll-out of Universal Credit. 

 

Louise Simms, STORM 
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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 2017, despite clients having to wait longer than they would prefer to speak to an adviser, 98% of all 

survey respondents said that they would use our service again, or recommend it to others. 

 

3.20 3.30 3.40 3.50 3.60 3.70

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?

How do you feel about the service? 

Average rating of respondents – on scale of 0 (very unhappy) – 5 (very happy) 
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Peter Forde is Technical Support Manager for revenue services 

for Wandsworth and Richmond Councils. This means that his 

team support and maintain policies, systems, contracts and 

quality assurance around council tax, benefits and parking. His 

team support the staff who are making assessments. 

Peter’s main link with Citizens Advice Wandsworth is around the 

implementation of Universal Credit. The Universal Credit system that 

replaces several different benefits has been introduced by central 

government, but it is the responsibility of local authorities across the 

country to implement support for the new benefit. In Wandsworth the 

live service for single people is up and running, and the full service 

will be rolled out for all claimants from December 2017 to April 2018. 

Citizens Advice Wandsworth provides information and support for 

people needing to claim Universal Credit. Peter thinks that it’s very 

helpful for CAW to provide a local focal point for information and feels 

it would have been very difficult to have provided this service from 

within the Council.  

CAW reacts very quickly to requests for services 

 

In an ideal world, Peter would like to be in a position to commission a 

long-term advice service for Universal Credit. He finds CAW’s ability to 

be flexible and respond quickly to annual negotiations and funding 

valuable. Peter knows how difficult it is to provide these sort of 

services quickly and is impressed by what CAW achieves with limited 

funding and notice.  

It is important that CAW supports the Wandsworth Advice 

Forum as an independent organisation 

 

Peter finds the Wandsworth Advice Forum a valuable arena which 

allows the Council to meet people from the voluntary sector. Because 

the Forum is run independently from the Council it allows the Council 

representatives to be part of the discussion and explain what the 

Council is doing in different areas.  

We have a good relationship which I hope will continue 

 

 

Peter Forde, Council Revenue Services 
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Research 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. 

18 

In 2017 CAW’s Disability & Social Care Advice Service (DASCAS) undertook 

research into the experience of local people with the disability benefits system.  

The research found: 

o Claimants find the application process too complicated to manage by 

themselves and can experience deterioration in mental health during the 

process. 

o Disability and language may operate as a barrier to engagement, with low 

literacy levels and not having English as a first language identified as 

particular obstacles. 

o 4% of those surveyed said they would not appeal if their initial claim was 

unsuccessful; 7% said they were not sure if they would appeal. Only 13% 

said they felt confident in formatting an appeal without the help of 

DASCAS. 

o Respondents reported negativity about the outcome, stress, anxiety, 

disillusionment and apathy as reasons why they might disengage from the 

claiming and appealing process. 

The report was launched in June 2017 and has been brought to the attention of 

policy makes nationally and locally. It was submitted as evidence to the Social 

Security Advisory Committee. 
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Patrick Marples is the CEO of South West London Law Centres. SWLLC 

has four branches across south west London boroughs. In the last 

financial year, they offered direct help to 8412 people. They can provide 

case work to those qualifying for legal aid, the advice of a duty solicitor 

at county court and advice clinics. Their dedicated helpline receives 

around 60,000 calls a year. 

Patrick describes the relationship between Citizens Advice Wandsworth and 

South West London Law Centres as ‘cross signposting’. However, he believes 

that the relationship could be strengthened to ensure that people get the best 

advice and support possible. 

The advice sector is fragmented and it’s difficult for people 

to understand where to turn to 

 

SWLLC receives no core funding and so is limited in the general legal advice it 

can give. However, their evening clinics  run four evenings a week on a first-

come first-served basis and they can only take on case work for people who 

are eligible for either legal aid or come within grant fund criteria. Patrick 

believes that the two organisations need to work more closely together – and 

especially that staff and volunteers at Citizens Advice Wandsworth could and 

should be offered training to increase their understanding of the specialist 

services offered by SWLLC and especially who is eligible and how SWLLC 

works. An example would be that CAW could encourage people who tell them 

they have a court hearing on a Wednesday to attend and to make contact 

with the duty advisor from SWLLC. 

Patrick believes that CAW offers very good advice and is pleased that they 

offer specific advice services such as those working with Macmillan Cancer 

Relief etc. He feels that because CAW see so many people they could have a 

role in identify people who would benefit from SWLLC support.  

CAW could have more of a role in referring people to the best advice 

available, and there could be better collaboration in terms of work flow. 

Although there is competition between agencies for funding, it is important to 

think about which service is most appropriate for the individual.  

All the advice-giving agencies need to come together to try 

to fill the gaps in service provision 

 

Patrick is concerned that there are gaps in service provision. Advice around 

debts and benefits and housing issues is relatively easy to fund, whereas 

funding for other issues such as community care or immigration and asylum 

is not easy to find. This is particularly difficult when many of these issues are 

inter-related.  

The best referrals happen when people know each other 

 

Patrick thinks that advice services in Wandsworth need to work together, but 

believes that the best way to achieve this is through small incremental steps. 

The first step would be for each organisation to understand what the other 

does.  

Patrick thinks that CAW is uniquely placed because it has the external 

resource of Citizens Advice nationally behind it. CAW could have a strategic 

and campaigning role to co-ordinate the effort to highlight the need for advice 

services, campaign for more funding and spread good news about the 

difference advice services make to people’s lives.  

Patrick Marples, SW London Law Centres 
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Mohamed Ali is Founder & Director of Elays, a grassroots 

organisation based in Battersea. Mohamed describes Elays as 

youth-led, which means that many of its activities are run by 

young people themselves. This empowers them to reach their 

full potential.  

Elays has mentoring projects, after school activities, a women’s 

project and runs many activities and classes. They work closely with 

other agencies in the borough, including CAW, WCEN, the Katherine 

Low Settlement and the Council. 

Mohamed describes the relationship between Elays and Citizens 

Advice Wandsworth as ‘brilliant’. He feels that the CAW workers really 

understand people from the Somali community. 

The partnership between Elays and Citizens Advice 

Wandsworth means that people don’t get lost in 

translation 

 

The two organisations work well together to support people. Elays 

identifies people within the community who might have issues where 

CAW could help. They work with the individual to create a summary of 

the issue in English for the CAW worker to pick up and work with. 

Mohamed particularly values the way that CAW workers will follow up 

a client or the appropriate agency to ensure that the problem is 

resolved as effectively as possible. The relationship is good: for 

example, if some doesn’t attend an appointment, CAW staff can go 

back to Elays to ask them to remind them about attending or clarify 

their needs. 

Mohamed says that the way CAW works has vastly improved in the 

last few years. He remembers a time when you had to queue in the 

morning, CAW would let the first five people in – and then the door 

would close. He thinks that the approach CAW has now, where people 

are allocated appointments works much better. It avoids the 

disappointment of not being seen, which is especially important if 

someone is vulnerable or has mental health issues.  

We need more of CAW! 

 

The only improvements that Mohamed would like to suggest is more 

of CAW. If CAW had more funding and more workers, he would like to 

see them offering appointments in hours rather than days. He also 

feels there is a place for more one-to-one advocacy work, which he 

has seen work well, and feels is especially important for people who 

have little English.  

Mohamed Ali, Elays 
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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. 
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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 every 
£1 invested in Citizens Advice Wandsworth in 2016/17 resulted in:  

Fiscal benefit £1.38  

Public value £8.54 

Benefits to individuals £10.56 

Review & Prospectus  2017 



Our impact and value 2016/17 
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Fiscal benefit:  £1,282,215 

Public value:  £7,950,357 

Benefits to individuals:  £9,833,937 

The overall value of our advice and volunteering 

Local authority £246,900 

NHS £302,177 

DWP £340,517 

Criminal Justice 
System 

£18,568 

Housing providers £374,052 

Savings to Council, other bodies and government departments 

The methodology outlined earlier also tells us:  
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Voluntary effort and value 
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CAW’s volunteers (around 100) 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 654 
hours per week of 
their time in 2016/17 

This time is valued at 
£574,843* 

*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  £399,186  

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 
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Makoto Takano, Treasurer 
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Against the backdrop of continued funding challenges for the 

charity sector, 2016 was a year of significant progress and 

accomplishments for CAW. A financial summary for the year 

appears on the next page. 

Total income increased by 23% to £1,134,000. This improvement was 

primarily driven by funds secured for four new services during the 

year and the transfer of the Disability and Social Care Advice Service 

(DASCAS) to CAW in October 2016. CAW has accounted for the 

transfer value of DASCAS reserves of £48,417 under donations and 

related income. 

New funding in 2016/17 included £89,000 for the Community Centred 

Help through hardship Crisis project funded by the National Lottery 

through the Big Lottery fund, £26,000 from the Clinical Commissioning 

Group to expand GP referral services to West Wandsworth, a total of 

£50,000 for DASCAS (£33,000 from Wandsworth Council and £17,000 

from City Bridge Trust) as well as £25,000 from Wandle Housing 

Association for a debt advice service.  

Total expenditure increased by 14% to £1,082,000. This increase 

reflects the additional activities resulting from the new funding and 

contracts secured during the year. In particular, CAW made important 

investments in sustainability including upgrades to technology; 

expanded phone capacity to meet the increase in demand resulting 

from an expanded telephone Adviceline service; created opportunities 

for staff and volunteers in the new services and provided training and 

development that would strengthen the quality of the advice service.  

Expenditure on advice and advocacy increased by 13% to £841,000 

and expenditure on research and campaigns by 11% to £58,000.  In 

2017 we spent £145,000 on volunteer recruitment, training and 

support.  

I would like to record our thanks for all CAW’s funders for their 

support. Special thanks go to Mr & Mrs Mumford and to the Richmond 

Local Quaker Meeting for their kind donations during the past year. 

Funding sources, 2016/17 

41% 

25% 

12% 

7% 

5% 

4% 
2% 

2% 1% 1% 
Wandsworth Borough Council

Clinical Commissioning Group Localities

Macmillan Cancer Support

Big Lottery Fund

City Bridge Trust

Cardinal Management

Wandle Housing Association

Citizens Advice Grants

London & Quadrant Housing Trust

Roehampton University
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Financial Summary 
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A full copy of  CAW’s Report and Financial Statements to 31 March 2017 including the Trustees Report is available on the Charity Commission web site: charitycommission.gov.uk 

INCOME AND EXPENDITURE ACCOUNT 

Year ended March 2017 Year ended March 2016 

INCOME 

Donations £52,618 £2,522 

Income from charitable activities: 

advice and advocacy £1,076,482 £907,206 

Income from other trading activities: £2,021 £9,684 

Investment Income £3,079 £2,684 

Total £1,134,200 £922,096 

EXPENDITURE 

Cost of raising funds £38,066 £20,930 

Charitable activities costs-advice and advocacy £1,043,674 £883,438 

Other-restructuring cost - £46,857 

Total £1,081,740 £951,225 

NET SURPLUS / (DEFICIT)  £52,460 -£29,129 

SUMMARY BALANCE SHEET at 31 March 2017 at 31 March 2016 

Fixed Assets £65,061 £57,568 

Debtors £143,246 £122,292 

Cash and bank £479,108 £335,959 

Creditors and deferred income -£366,072 -£245,279 

NET ASSETS £321,343 £270,540 

Restricted Funds £4,073 £6,424 

Pension Reserve -82,729 -81,072 

General Funds £399,999 £345,188 

TOTAL FUNDS £321,343 £270,540 
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CAW’s Board and Management Team 2017 
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Management Team 2017 

o Phil Jew, Chief Executive 

o Mary-Ann Foxwell, Director of Service and 

Development 

o Leslie Allen, Service Manager (Battersea 

Library) 

o Denise Barnett, Service Manager (Quality, 

Training, Adviceline) 

o Kate Edwards, Service Manager 

(Roehampton) 

o Caroline Lambert, Service Manager 

(Projects) 

o Beth Rattigan, Service Manager (Projects) 

o Rob Wootton, Volunteer and Training 

Manager 

o Emily Joseph, Finance Manager (to June 

2017) 

Trustee Board  

o Jonathan Mogford, Chair 

o Lucy Harmer, Deputy Chair 

o Makoto Takano, Treasurer 

o Borge Andreassen 

o Val Timlin   

o Chris Poole (to January 2017) 

o James Spybey 

o Guy Conway 

o Susan Marshall 
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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

