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Citizens Advice Tadley & District, founded in 1985, 
is a local independent charity and a member of a 
national association – Citizens Advice.

We provide free, confidential and independent 
advice to help people overcome their problems.
We work to fix the underlying causes of these 
problems. We are a voice for people on the issues 
that matter to them.

We value diversity, promote equality and challenge 
discrimination and harassment.

We’re here for everyone.

Citizens Advice Service
Aims and Principles

We hold the Advice Quality Standard, the only 
sector-owned, independently audited standard that 
focuses on advice.
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In March 2019 Citizens Advice Tadley & District 
was looking forward to a busy and important year, 
which promised a number of challenges. 

We celebrated 35 years as an independent 
Citizens Advice charity in Tadley, which was a very 
significant achievement. During that time we have 
grown in size and in the number of people we have 
been able to help. Much of what was achieved 
during that time was down to the commitment 
and hard work of outgoing Chair, Jo Slimin, and 
her comrade in arms and Vice-Chair, Kate Wright. 
One of the challenges, therefore, was to replace Jo 
– at least physically (she is probably irreplaceable 
in terms of personality and achievement). We 
also had to find a new Treasurer, and at least one 
other new trustee. Happily, Jo, Kate and colleagues 
overcame the challenge, and so we have welcomed 
Kevin Rafferty as Treasurer, and Stephen Hodgson 
as Vice-Chair. We are pleased to say that both 
Jo and Kate will continue as trustees and we will 
introduce some fresh blood to the Trustee Board in 
the course of the coming year. 

I joined the Board in October last year, and took 
over the chair at the AGM in November. It is a 
great privilege to join such a successful and well-
run charity, and I very much hope that we shall 
continue to build on the achievements of my 
predecessors.

As I write we are mid-Covid 19 pandemic, with a 
further surge if not a second wave looming. We 
will report separately on how we have coped with 
the crisis and managed to continue to provide a 
much-needed service; but I cannot help but reflect 
that this year’s challenges make 2019-20 seem 
positively ‘routine business’ by comparison. By the 
end of the year we had entered lockdown, and 
Rachel Campbell and her wonderful team of paid 
staff and volunteers were confronting the challenge 
of keeping open as best we could. It goes without 
saying that I am immensely grateful to everyone 
for the effort put in over the year, and for their 
generous support for the new boy in the chair.

The constant challenge is to fund all our activities 
and staff, and like other charities we suspect that 
2020-21 will be a difficult year. Our local authorities 

provide tremendous financial assistance, and we 
could not survive without a generous grant from 
Basingstoke & Deane Borough Council, with further 
assistance from Tadley Town Council, the Turbary 
Allotment Charity, Greenham Trust and some of 
our parishes. Fund-raising opportunities have been 
restricted by the lockdown, and we shall be asking 
our local community for support as never before.

The Citizens Advice service is going to be in great 
demand in the coming years as a consequence of 
the pandemic, and we are determined to continue 
to provide the benefits, employment, housing, 
debt, relationships advice (and more) that young 
and old in our community may need.

Professor Tony Downes  
Chair Citizens Advice Tadley

Foreword from the  
Chair of Trustees

Professor Tony Downes
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We started 2019 with swift preparations for 
launching the Help to Claim service – where local 
Citizens Advice offices provide dedicated support 
to new claimants of Universal Credit. We recruited 
new staff and provided lots of new training to all 
our existing staff and volunteers. Most of us also 
had a session with Basingstoke Jobcentre staff, 
which was very informative and put the process in 
context for everyone.

Due to the success and hard work of our Macmillan 
caseworker, Petra, we were able to expand our 
service to cancer patients and their families to five 
days per week. This post becoming full time made 
an enormous difference to the number of clients 
and outcomes we were able to achieve.

In amongst the new and existing projects, we were 
finally able to complete our IT replacement project, 
with financial assistance from Greenham Trust, 
Tesco, Four Lanes Trust and our own fundraising 
efforts. 

We were also fortunate to receive a visit from 
Mayor Councillor Diane Taylor and her consort 
Andy Taylor. They both already knew a great deal 
about our work but it was great to be able to show 
them our offices, explain all our day-to-day and 
project work and introduce some of our volunteer 
advisers.

We ended the year with the realisation that we 
needed to plan for a rocky few months with the 
news that Coronavirus infection rates were rising. 
We utilised what newly-purchased IT we could, 
giving out laptops and phones – and even the office 
PCs – to anyone that was prepared to continue 
advising from home. We planned new resources, 
training and rotas and then everyone but me went 
home. The majority of those calls in the early days 
were about claiming Universal Credit so all that 
extra training right at the start of the year has been 
put to very good use.

Rachel Campbell, Advice Services Manager

Our Service

Andy Taylor, Mayor Cllr Diane Taylor, Cllr Jo Slimin, Professor Tony Downes, Rachel Campbell
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Trainee Mentor
My new role as trainee mentor at Citizens Advice 
Tadley is to ensure trainees (in whatever role) 
have support during and after their initial training. 
Their training is intensive and further learning on 
the job itself is a necessity if the volunteers are to 
make progress and feel confident in their ability 
to give the good level of advice required by our 
membership of Citizens Advice.

At the same time experienced advisers often need 
refresher training e.g. in using the Lisson Grove 
Benefits Programme (a software package of fully 
cross-referenced benefits information) or giving 
advice via webchat, both of which I have conducted 
workshops about. 

Hazel Baldock

Training Manager’s report

I am joint Training Manager for Citizens Advice 
Basingstoke and Tadley.

In April 2019 we joined the Help to Claim Service 
run by Citizens Advice. This telephone service 
offers help to anyone with questions about 
starting a Universal Credit claim. We can help to 
support clients through making the claim as well 
as addressing issues that they might encounter 
leading up to their first payment. This would 
include queries about their eligibility, an advance 
payment and how to manage and maintain their 
claim. A dedicated team have undertaken training 
to fulfil the requirements and reach the knowledge 
required to offer this service.

With Brexit looming we have had an increasing 
number of queries about the EU settlement 
scheme which started on 29th March 2019. Clients 
have been asking about their eligibility as well as 
help to access the scheme. We have undertaken 
training courses to ensure that our advisers 

Di Lewis

understand the process and the details of the 
scheme.

During the year we have trained 5 new volunteers 
to Assessor level and one assessor has converted 
to become a full adviser.
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Our Team 2019 - 2020

Advice Services Manager
Rachel Campbell

Joint Strategic Manager
Graham Hatcher 

Training Manager
Di Lewis

Office Manager
Clare Hawkins 

Office Administrator
Katie Bilella

Advice Session Supervisors
Hazel Baldock 
Sharon Dover
Fraser Gleave
Janette Hewitt 
David Lister
Caroline Sutton
Richard Williams

Caseworkers
Petra Fearnley
Caroline Sutton

Trainee Mentor
Hazel Baldock

Trustee Board
Members of the board of Trustees are directors for 
the purpose of company law and trustees for the 
purpose of charity law. 

The members who served during the period 1st 
April 2019 to 31st March 2020 are set out below 

Members
Tony Downes Hon. Chair
Stephen Hodgson  Vice - Chair 
Kevin Rafferty Hon. Treasurer 
Katherine Birkinshaw Co. Secretary 

Board Members 
Lorraine Bissell 
Michael Bound
Alistair Cheyne OBE
Andrew Cobb
Simone Friere
Janette Hewitt
Anna Illingworth 
Eddie McGrath
Jo Slimin
Kate Wright 

Derek Mellor HCC representative 
Rachel Campbell Ex officio/ASM 
Martin Hart Ex officio/Citizens Advice

� locations
where we provide free 
and independent support

�8
dedicated local staff 
and volunteers

£212,�70
Annual estimated value 
of hours donated by 
our volunteers
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Advisers/Assessors
Angela Adams
Lesley Annable
Hazel Baldock
Martin Bartlett
Andy Bell
Simon Brewin
Jonathan Dance
Mike Davis
Gordon Douglas
Steve Ellis
Christy Gardner
Fraser Gleave
Chris Goss
Martin Heath
Janette Hewitt
Jess Hudson
David Lister
Pat Murphy
Moira Oram
John Stanforth
Graham Stones
Caroline Sutton
Kaylie Tang
Colin Turner
Anne Watson
Richard Williams
Mike Wilson

IT
Ruth Porter 

Admin/Reception
Anne Harrison
Ann Lamacraft
Susan Long
Karen Lees-Smith
Gaynor Whitehouse

Research and Campaigns group
John Allison
Rachel Campbell
Philip Neild
David Lister
Jo Slimin
Anne Watson

Bookkeeper
Christine McGarvie

Apart from the 
satisfaction gained 
from helping my 
fellow citizens, 
I enjoy working 
alongside my 
colleagues and the 
friendly atmosphere 
at the office

We asked our team 
“What’s the best thing 
about working or 
volunteering with us?”

Helping 
communities with 
their day to day 
problems

Knowing that we’re 
helping people when 
potentially they are 
at their lowest point

Opportunity to 
serve the local 
community and 
make a difference 
to people’s lives
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Our Clients 2019 - 2020

Who we helped

�7%
of advice issues 
related to Benefits and 
Universal Credit

10,��0
interactions with or on behalf 
of the client

�12� people
helped face to face, by phone, 
email or webchat
(including Macmillan)

8,8�1 issues
people sought our help with

What we helped with

£2,011,�09
gained for our clients this 
year (including Macmillan) 

Citizens Advice Tadley helped 26% of our clients prevent a crisis 
such as homelessness, repossession, unemployment, bailiff 
action, court proceedings or disconnection of gas/electric, etc.

The difference this makes

£8�8,0�9
financial savings to local 
and national government

£�,�09,0��
Estimated wider social and economic value to society
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*Data only from those clients that chose to share this information with us.

Client Profile 2019 - 2020*

    the “Position” heading, enter in the following values for 
x,y,z and Perspective:
        X: 35°
        Y: -12°
        Z: 2°
        Perspective: 0°
    Under the “Extrude & Bevel” heading, enter in the follow
ing value:
        Extrude Depth: 60pt
    For “Surface” choose “Diffuse Shading”.
    Click the “More Options” button and then enter the 
following values:
        Light Intensity: 100%
        Ambient Light: 57%
        Blend Steps: 256
        Shading Color: Black

Client Disability

    the “Position” heading, enter in the following values for 
x,y,z and Perspective:
        X: 35°
        Y: -12°
        Z: 2°
        Perspective: 0°
    Under the “Extrude & Bevel” heading, enter in the follow
ing value:
        Extrude Depth: 60pt
    For “Surface” choose “Diffuse Shading”.
    Click the “More Options” button and then enter the 
following values:
        Light Intensity: 100%
        Ambient Light: 57%
        Blend Steps: 256
        Shading Color: Black

Client Ethnicity

    the “Position” heading, enter in the following values for 
x,y,z and Perspective:
        X: 35°
        Y: -12°
        Z: 2°
        Perspective: 0°
    Under the “Extrude & Bevel” heading, enter in the follow
ing value:
        Extrude Depth: 60pt
    For “Surface” choose “Diffuse Shading”.
    Click the “More Options” button and then enter the 
following values:
        Light Intensity: 100%
        Ambient Light: 57%
        Blend Steps: 256
        Shading Color: Black

Client Age

Client Gender

Contact Streams with clients & �rd parties

�8%
Not disabled

��%
Long-Term 
Health 
Condition

8%
Disabled

92%
White

2% Black
�% Asian 1% Other

1% Mixed

    the “Position” heading, enter in the following values for 
x,y,z and Perspective:
        X: 35°
        Y: -12°
        Z: 2°
        Perspective: 0°
    Under the “Extrude & Bevel” heading, enter in the follow
ing value:
        Extrude Depth: 60pt
    For “Surface” choose “Diffuse Shading”.
    Click the “More Options” button and then enter the 
following values:
        Light Intensity: 100%
        Ambient Light: 57%
        Blend Steps: 256
        Shading Color: Black

��%
Phone

28%
In Person

1% Webchat

    the “Position” heading, enter in the following values for 
x,y,z and Perspective:
        X: 35°
        Y: -12°
        Z: 2°
        Perspective: 0°
    Under the “Extrude & Bevel” heading, enter in the follow
ing value:
        Extrude Depth: 60pt
    For “Surface” choose “Diffuse Shading”.
    Click the “More Options” button and then enter the 
following values:
        Light Intensity: 100%
        Ambient Light: 57%
        Blend Steps: 256
        Shading Color: Black

�1%
Female

�9% 
Male

10%
��-�9

�%
Under 
2� 8%

2�-29

10%
�0-��

10%
��-�9

9%
�0-��

10%
�0-��

9%
��-�9

9%
�0-��

7%
��-�9

8%  
Over 7��% 

70-7�

17%
Email

10% Letter 1% Other
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Advice issue statistics for 
Tadley 2019 - 2020

1%

1%

1%

9%
Relationships &

family 3% 4%
Legal 1%

9%
Housing

3%
Health &

2%

9%
Employment

14%
Debt

3%

13%
Benefits Universal

Credit
24%

Benefits & tax credits

Benefits & tax credits
Benefits Universal Credit
Consumer goods & services
Debt
Discrimination & Hate & GVA
Education
Employment
Financial services & capability
Health & community care
Housing
Immigration & asylum
Legal
Other
Relationships & family
Tax
Travel & transport
Utilities & communications

Top 3 Benefit issues Top � Debt issues

Top � Housing issues Top � Employment issues

Personal Independence Payment 28%

Employment Support  
Allowance 1�%

Other benefits issues 
11%

Credit, Store & Charge Card Debts 12%

Debt Relief Orders 11%

Other 11%

Private Sector Rented Property �0%

Housing Association 
Property 1�%

Environmental &  
Neighbour Issues 
1�%

Terms & Conditions of Employment 17%

Dispute Resolution 1�%

Pay & Entitlements 22%
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Our impact in 2019 - 2020

8�%
of our clients feel 
less anxious or 
stressed after 
visiting us

The difference we make

100%
of our clients 
reported they 
would use Citizens 
Advice again

9�%
of our clients feel 
confident to deal 
with the problems 
they face

We know that receiving help with their practical 
issues can improve the health and well-being of our 
clients.

Thank you so 
much for all 
your help and 
support. You do 
a wonderful job 
and it is truly 
appreciated. 

I received a 
great service and 
valuable help 
and advice. I got 
an appointment 
quickly and the 
help assisted me 
in resolving my 
problem.

From my initial 
phone call to date 
I have been treated 
with the utmost 
respect & kindness. 
The help I have 
received & am still 
getting has been 
invaluable.



12 Citizens Advice Tadley and District Annual Review 2019-2020

The impact of our advice

Thank you to you all for your support, time and 
expertise these last six months or so. From looking at 
my Personal Independence Payment form to advising 
me about Universal Credit and Employment & Support 
Allowance. And for being prepared to do all this over 
the phone and by email. I really am so grateful and it 
has made a real difference at this difficult time.

I want to say thank you for all of the continuing help 
and support that you’ve given me over the last 2 or 3 
months. Having recently lost my job as you know I have 
had domestic, financial and personal issues. Without 
your assistance looking back I don’t know what I would 
have otherwise done. In particular I want to thank 
Rachel and Mike at your Tadley office, and the lovely 
ladies and chaps at the Foodbank. I have to admit that 
I had to swallow my pride at first, but you’ve all made 
me feel very welcome to receive the help I’ve been given. 
I think we’re very lucky to have such excellent support 
services in Tadley.

Just to let you know I was successful in my appeal on 
8 November 2019. More importantly I need to thank 
you for all your support, advice and time spent with 
me. I would probably have given up if it wasn’t for you 
and my husband. Can’t say thank you enough. Bless 
you and all your colleagues for your dedication to help 
everyone who comes through your doors.
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Community Care 
& Mental Health Projects
Our specialist caseworker Caroline supports our 
most vulnerable clients, including those with 
mental health issues.

She has close links to local medical professionals 
and supported housing staff who refer clients in for 
support with any practical issues. Clients can also 
self refer.

Caroline can help clients:
• check benefit entitlement and complete 

necessary applications
• make appeals as necessary 
• access appropriate medical evidence
• maximise income
• reduce expenditure
• complete Blue Badge applications
• access other community support

Caroline Sutton

Caroline in 
Tadley is 
my rock.

I don’t know what I 
would do if this service 
was not available. They 
have helped and advised 
when I had no one to 
ask for help. To me this 
service is priceless.

I had nothing but a 
positive experience 
with Caroline at the 
CA in Tadley. She was 
extremely knowledgeable 
about what I needed help 
with and was kind, caring 
and compassionate.
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Help to Claim

Launched in April 2019 Help to Claim is a national 
service run by Citizens Advice to help clients make 
their first claim for Universal Credit.

We can help clients: 

• work out if they can get Universal Credit
• fill in the Universal Credit application 
• prepare for their first Jobcentre appointment 
• check their first payment is correct

Hampshire Macmillan
Citizens Advice Service
Our Hampshire Macmillan adviser supports clients 
with cancer, and their families, who are living or 
being treated in Hampshire. This year we increased 
our service so our adviser is available 5 days a 
week.

Petra can help clients:
• make benefit claims
• complete Blue Badge applications
• apply for Macmillan grants
• with many other issues including travel & health 

costs, debt, housing and employment 

Angela Adams Fraser Gleave

Petra Fearnley
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Burghfield Outreach

We continue to offer appointments at our 
Burghfield Outreach thanks to the support of 
Burghfield Parish Council.

This outreach is invaluable to those clients who 
cannot travel to Tadley due to the lack of public 
transport. Although some clients are happy to 
receive advice through other channels sometimes a 
face to face appointment is necessary and the only 
way some people could access advice.

Due to the nature of this service we hope to be able 
to expand the number of our outreach locations in 
other rural areas in the coming months and years.

Our DRO intermediary supports clients where a 
DRO or Bankruptcy application has been identi-
fied as their preferred course of action following a 
thorough debt assessment and communication of 
their debt options.

Debt Relief Orders and
Bankruptcy applications

Richard Williams

I saw a very 
knowledgeable and 
helpful man, who was 
reassuring and gave 
good information based 
on what I told him. I 
was extremely worried 
about a situation but 
this meeting put it all in 
perspective and showed 
me the way forward.
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Relationship and 
Employment Legal Advice
We are very fortunate to have the support of 
Rowberry Morris Solicitors who provide free weekly 
legal advice sessions in relation to employment and 
family matters.

Following a generalist advice appointment, we are 
able to refer clients who would benefit from legal 
advice from a solicitor specialising in their issues. 

As legal aid is now only available to qualifying indi-
viduals in very few areas of law, many of our clients 
would not otherwise be able to afford legal advice. 

Citizens Advice Tadley is a local Healthwatch Cham-
pion, part of Healthwatch Hampshire. 

We provide information and signposting to people 
about local health and care services, how to access 
them and how to find their way round the system. 
We also feedback any concerns about the quality of 
health and social care services locally.

Healthwatch Hampshire

Tadley Foodbank
Tadley Foodbank is at Tadley Methodist Church 
every Tuesday morning.
 
We run an advice drop-in session where we can 
issue vouchers as well as provide support with any 
other issues.

Citizens Advice Tadley issued 101 food vouchers 
this year. Each parcel provides a three day 
emergency food supply. 

at Tadley Methodist Church
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Research and Campaigns

Research and campaigns is one of the twin aims 
of our service.  It aims to improve the policies and 
practices that affect people’s lives.

We collect anonymised data about the clients we 
help.  The data is well respected by decision makers 
at all levels. It informs both local and national 
campaigns to seek changes that will benefit not just 
our clients but also the many people who never 
access Citizens Advice.

National work
During 2019 Citizens Advice nationally achieved a 
number of successes including:
• Energy price cap. This was introduced following 

years of campaigning, and will benefit those – 
mainly vulnerable – people who are on standard 
variable contracts

• Outlawing of cold-calling to sell pensions 
• Banning up-front fees to letting agents 
• The slowing of the rollout of smart meters  

to focus more on quality and less on targeted 
numbers 

Local work
• We have been monitoring the rollout of 

Universal Credit since the Basingstoke Jobcentre 
became “full-service”. We contributed to national 
campaigns that secured numerous technical 
improvements (such as the reduction from 6 
weeks to 5 weeks before first payment)

• We have also been monitoring a decline in the 
performance of PIP appeals  

• Finally, we noticed an increase in the number of 
food vouchers we have issued on behalf of the 
food bank. This has been a multi-year trend.

However once 
coronavirus struck all of 
our efforts have been 
directed to helping our 
national team with the 
data needed to validate 
urgent campaigns.

04/11/2020 research-and-campaigns-process.png (384×353)

www.testvalleycab.org.uk/images/research-and-campaigns-process.png 1/1

Philip Neild, Research & 
Campaigns Co-ordinator,  
Citizens Advice Basingstoke  
and Tadley
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Supporters 2019 - 2020

Aldermaston Parish Council
Ambrose Allen Charity
Basingstoke and Deane Borough Council
Basingstoke Foodbank
Baughurst Parish Council
Baughurst Parochial Church Council
Bramley Parish Council
Brimpton Parish Council
Burghfield Parish Council
Citizens Advice
Citizens Advice Hampshire
Four Lanes Trust
Greenham Trust
Hampshire County Council
Helping Hands in Tadley
Henry Smith Charity 
Loddon Valley Lions
Kingsclere Parish Council
Mortimer West End Parish Council
Pamber Parish Council
Sherborne St. John Parish Council
Silchester Parish Council
Stratfield Mortimer Parish Council
Sulhamstead Parish Council
Tadley & District Community Association
Tadley & Pamber Parochial Church Council
Tadley Town Council
Tesco Bags of Help
Turbary Allotment Charity 

We also received kind donations from a number of 
private individuals.

We are extremely grateful to all the organisations and 
individuals whose generosity enabled us to help those 
most in need in our community.
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How you can help us...

Donate to Citizens Advice Tadley,  
your local independent charity

We are not centrally funded and rely on grants or 
our own fundraising to keep our service open.

You can donate online at either:

http://uk.virginmoneygiving.com or

https://thegoodexchange.com

https://www.easyfundraising.org.uk
When you use easyfundraising to shop with any of the 
4,000 retailers, the retailer makes a small donation to 
us at no extra cost to you.

https://smile.amazon.co.uk
Amazon donates 0.5% of the net purchase price 
(excluding VAT, returns and shipping fees) of eligible 
purchases to us.

Please get in touch if you would like to become one 
of our regular donors or if you are able to give us a 
one-off donation.

We are always looking for volunteers for a 
variety of roles.

To register your interest please  
call us on 0118 981 7567  
email admin@tadleycab.cabnet.org.uk 
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Citizens Advice 
Tadley & District
Franklin Avenue
Tadley
Hampshire 
RG26 4ET
0118 951 7567

Adviceline number
03444 111306

Opening times:
Monday 10am-3.30pm
Tuesday 10am-1pm
Wednesday 10am-1pm
Thursday 10am-3.30pm 
(evening pre-booked appointments only)
Friday 10am-1pm

Free, confidential advice  
whoever you are
We help people find a way forward with their 
problems and campaign on big issues when their 
voices need to be heard.
We value diversity, champion equality and 
challenge discrimination and harassment.

We’re here for everyone.

Designed in-house at  
Citizens Advice Tadley.
Printing by BDBC print services on 
environmentally friendly recycled 
paper. BDBC print services belong 
to a scheme that carbon balances 
the paper used by planting new trees.
If you wish to reproduce any of the contents please 
contact admin@tadleycab.cabnet.org.uk

Citizens Advice Tadley & District
Company Limited by Guarantee No. 5900656
Charity Registration No. 1118080
FRN: 617764

https://www.facebook.com/TadleyCAB/

https://twitter.com/TadleyCAB

http://basingstokeandtadleycab.org.uk

Help to Claim
0800 144 8 444


















































