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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 Simple Quality Protects  
Gold Standard.

We also hold the Advice Quality Standard, the only 
sector-owned, independently audited standard that 
focuses on advice.
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80 not out!!

As I write this Chair’s article for our year 2018/19 
annual report the Ashes are being played but this 
is not a reference to our cricket team’s batting 
performance. Instead it is Citizens Advice who are, 
this September 2019, marking 80 years of providing 
free, confidential advice to everyone, whoever they 
are and whatever their problem. 

As a service, collectively over the last 80 years, 
we’ve helped millions of people find a way forward. 
During 2018/19 alone we’ve helped 2.7 million 
people across the country - and the difference 
we’ve made over the past year can be seen in our 
recently published impact report. 

 The service was formed in 1939 to help people in 
a time of crisis and disruption at the start of World 
War 2. While society today is a very different place 
to wartime Britain, and many of the issues we help 
people with have changed, there is still a proven 
need for our services. This is clearly evident in the 
information found within this document highlight-
ing the work that Citizens Advice Tadley did in 
2018/19. 

We have not been providing a service here for all 
those 80 years as we only began in 1985. However 
the time, effort and dedication of all our staff, 
volunteers and trustees has ensured we have made 
a significant contribution in those 34 years to local 
people. We would not be able to offer the service 
we do today without them all, past and present, 
and I would like to give them all my personal thanks 
for their commitment.

As a founder member and Trustee, I have had the 
privilege of being Chair of Citizens Advice Tadley on 
a number of occasions. This is the 6th year of my 

current time as Chair 
of the Trustee Board 
and under our rules 
this is the maximum 
period a trustee is 
allowed to hold this 
post. Therefore I will 
be stepping down 
as Chair at the AGM 
and handing over to 
our new appointee. 
I hope to remain 
as a Trustee how-
ever, and to carry the 
cricket analogy fur-
ther, having finished 
my innings I want 
to carry my bat into future campaigns. If so I will 
continue to support the work in another capacity. I 
wish the new Chair well as they take up this chal-
lenge. I hope they get as much satisfaction as I have 
in being able to help deliver a high quality service 
here in Tadley. 

Thank you to all who have supported me over the 
past 6 years. It has been a pleasure to work with 
you and share the success your hard work has 
delivered. 

It’s impossible to know exactly what the future 
holds for our wider society, if the last 80 years is 
anything to go by, demand for our services is only 
set to increase. But I know that together in the 
Tadley office we’ll do all we can to continue to give 
people the knowledge and confidence they need to 
find their way forward. 

Jo Slimin
Chair Citizens Advice Tadley & District  
Trustee Board

Foreword from the  
Chair of Trustees

Jo Slimin, Chair Citizens Advice Tadley
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Di Lewis

From the start, volunteers ran Citizens Advice.  
In 1939 they worked initially from public buildings 
and private houses. Advisers dealt with problems 
relating to the loss of ration books, homelessness 
and evacuation and they also helped locate missing 
relatives and prisoners of war. Debt quickly became 
a key issue as income reduced due to call-ups.

Much has changed in the intervening years but our 
service has always adapted to meet the needs of 
the population as they become affected by changes 
- to the social welfare system, to employment 
practices, or as a result of recessions. To ensure we 
continue to give consistently good advice, in 2003 
Citizens Advice became the first in the advice sector 
to audit the quality of our advice.

Today benefits, debt and employment remain our 
most common advice areas and we are still adapt-
ing as a sector as we face increasing demand for 
our services, and people’s expectations around 
technology are accelerating. 

We are constantly evolving – whether this is 
through ongoing training of all our staff and vol-

unteers to enable us to keep up to date with new 
legislation and regulation changes, or adapting 
to new ways of delivering our service such as the 
new national Help to Claim telephone and webchat 
service which helps clients make their first claim to 
Universal Credit.

This year we have also been running a Universal 
Credit clinic once a week, for problems with on-
going claims, and we are continuing to offer an 
outreach service at Burghfield Common as well as 
a new drop-in service at Tadley Foodbank and a 
trial GP-referral service, all ensuring we continue to 
adapt and reach as many people in our community 
as possible.

As in 1939, we would not be able to run without our 
volunteers - advisers, admin staff, research & cam-
paigns champions and our entire Trustee Board 
– who generously give up their time and enable us 
to keep providing such a valuable service, for every-
one. Thank you!

Rachel Campbell, Advice Services Manager

Our Service

Training Manager’s report
In May 2018 Tadley went live with the full Univer-
sal Credit service. In preparation for this all of our 
assessors and advisers had to undergo detailed 
training. This wasn’t easy as the rules for Universal 
Credit were changing as we were training!  Our vol-
unteers have been amazing, as always, in keeping 
up to date with the new developments in this and 
all the other advice areas that we cover.

Another major challenge this year was the intro-
duction of the new GDPR regulations. Every mem-
ber of the office, whether staff or volunteer, had to 
undertake a test to check their understanding of 
the regulations. This on-line exam was hard for all 
of us, but especially for those who do not use com-
puters regularly. However, we successfully achieved 
passes for everyone.

With Brexit looming (or not, depending on when 
we go to press!) we are seeing more and more 
enquiries about issues such as settlement status. 
We are also receiving queries from those who will 
be travelling soon and have questions about insur-

ance etc after Brexit. 
As ever, with support 
from Citizens Advice 
National, we are ensur-
ing that our informa-
tion and advice is up to 
date and relevant. Who 
knows what legislation 
will have changed by 
the time of our next 
Annual Report!

This year 7 new train-
ees completed the 6 
week assessor course 
and two of our asses-
sors completed the adviser conversion course.

As always, we are looking for more volunteers in all 
areas: Reception, administration and advising.  
If you have some spare time, want to keep your 
brain active and your skills up to date please do 
give us a call… Di Lewis, Training Manager
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A volunteer’s 
perspective...
I was fortunate enough to be able to retire early 
and had already started to think about what to do 
to keep my brain active, utilise the skills I had built 
up during my working and personal life and give 
something back to the community. I looked at a 
number of options but was encouraged to put my 
name forward to Citizens Advice by an ex work col-
league and a couple of golfing buddies. 

One of the things that attracted me to Citizens 
Advice was the opportunity to have direct client 
contact and make them feel empowered to take 
on problems that might initially have seemed 
overwhelming. One of the greatest satisfactions is 
seeing people go out of the door far more positive 
than when they walked in.

A typical day can often involve helping clients 
resolve their debt issues, assisting with benefit 
queries or analysing options when someone is 
faced with a difficult situation at work. How-
ever, it is the variety of topics that hit your desk 
which makes volunteering so interesting. The 
following will hopefully give you a flavour of 
some of the things that I have helped with over 
the last few months:

•	 Assisted a client to avoid service charges on 
a flat which the client had sold but where 
the buyer’s solicitor had not properly com-
pleted Land Registry formalities.

•	 Fighting charges from a PPI claims handling 
company that the client had not authorised 
to act on their behalf.

•	 Analysing a client’s requirements when her 
husband had sadly lost mental capacity and 
concluding there was no need to go to the 
time and expense of appointing a deputy.

•	 Explaining to a client the rules on succeed-
ing to the tenancy of a Housing Association 
property.

This list may feel a little daunting but there is 
no need to worry. The training provided by 
Citizens Advice is first class. You are not ex-
pected to know everything (as nobody can) but 
the information systems available provide a 
wealth of information which is easy to access 
and clearly explained. Also, all the staff in the 
office will be willing to offer their experience 
and guidance if you hit a particularly thorny 
problem. Once you have built your knowledge 

base and confidence, there are opportunities to 
specialise. At present, we are looking at the option 
to provide financial capability training within the 
local area. 

So, if you want to do something that is mentally 
stimulating with flexible hours, paid expenses and 
the feeling of doing something worthwhile then 
please consider volunteering for Citizens Advice. 
If you decide to take the plunge, I am sure you will 
not regret it. If it’s not something that interests you, 
perhaps you know a friend or family member who 
might want to give it a try?

Mike, Adviser
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Our Team 2018-2019

Advice Services Manager
Rachel Campbell

Joint Strategic Manager
Graham Hatcher 

Training Manager
Di Lewis

Office Managers
Clare Hawkins 
Emma Mayoh

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

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 2018 to 31st March 2019 are set out below 

Members
Jo Slimin 	 Hon. Chair
Kate Wright 	 Vice - Chair 
Neil Deller-Merricks	 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 

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

3 locations
where we provide free 
and independent support

51
dedicated local staff 
and volunteers

£157,259
Annual estimated 
value of 166 hours per 
week donated by our 
volunteers
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Advisers/Assessors
Angela Adams
Lesley Annable
Hazel Baldock
Martin Bartlett
Simon Brewin
Cheryl Cole
Jonathan Dance
Mike Davis
Gordon Douglas
Christy Gardner
Fraser Gleave
Chris Goss
Martin Heath
Janette Hewitt
David Lister
Pat Murphy
Moira Oram
Graham Stones
Caroline Sutton
Kaylie Tang
Anne Watson
Richard Williams
Mike Wilson 

IT
Ruth Porter 

Admin/Reception
Maria Barlow
Jackie Cook
Jess Hudson
Ann Lamacraft
Gail McLellan
Susan Long

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

I enjoy going into 
the office and 
the social side 
of volunteering. 
I always feel 
welcomed and  
that the work I do  
is valued

As I am retired 
I welcome the 
chance to keep my 
mind active while 
doing something 
worthwhile

I feel I make a 
difference to people 
and help lighten 
some of their worries 
and concerns
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Our Clients

Who we helped

32%
of advice issues 
related to Benefits and 
Universal Credit

7,199
interactions with or on behalf 
of the client

2067 people
helped face to face, by phone, 
email or webchat

4,589 issues
people sought our help with

What we helped with

£874,106
gained for our clients this 
year (including Macmillan) 

Citizens Advice Tadley helped 24% 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

£493,108
financial savings to local 
and national government

£3,067,609
Estimated wider social and economic value to society
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The Local Picture
This year we helped 2,067 people face to face, by 
phone, email or webchat, resulting in 7,199 interac-
tions with or on behalf of those clients.
People sought our help with 4,589 issues, of which 
32% related to benefits.

This table shows the primary enquiry area by local 
ward, but we commonly advise clients on multiple 
issues.
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	 299	 16	 141	 40	 20	 31	 28	 63	 11	 95

	 45	 6	 6	 14	 2	 4	 1	 10	 0	 9

	 26	 1	 1	 4	 17	 6	 5	 4	 0	 2

	 5	 2	 2	 0	 1	 4	 0	 0	 0	 1

	 4	 0	 11	 0	 3	 7	 1	 4	 0	 1

	 35	 1	 4	 8	 1	 6	 1	 5	 10	 5

	 13	 0	 18	 7	 0	 8	 3	 6	 0	 4

	 9	 0	 0	 0	 4	 0	 0	 0	 0	 0

	 67	 4	 29	 19	 3	 16	 2	 12	 4	 10

	 10	 0	 1	 0	 2	 1	 1	 5	 0	 6

	 76	 11	 14	 28	 4	 17	 12	 24	 7	 27

	 22	 4	 14	 3	 0	 3	 3	 11	 1	 2

	 0	 0	 5	 0	 0	 0	 0	 0	 0	 1

	 18	 0	 5	 2	 1	 2	 1	 8	 1	 1

	 75	 3	 68	 22	 10	 16	 9	 23	 12	 28

	 156	 12	 50	 48	 3	 48	 13	 72	 13	 66

	 89	 3	 39	 19	 49	 31	 12	 5	 0	 20

	 949	 63	 408	 214	 76	 200	 92	 252	 59	 278

	 69	 4	 25	 5	 11	 7	 5	 22	 9	 10

	 22	 2	 5	 11	 1	 20	 5	 19	 0	 3

	 64	 7	 25	 24	 3	 8	 13	 21	 3	 15

	 36	 2	 8	 20	 0	 7	 5	 15	 0	 12

	 37	 7	 44	 7	 0	 10	 12	 14	 1	 21

	 228	 22	 107	 67	 15	 52	 40	 91	 13	 61

	 330	 78	 129	 169	 26	 132	 86	 180	 8	 205

	 1507	 163	 644	 450	 117	 384	 218	 523	 80	 503

Baughurst and Tadley North

Bramley and Sherfield

Brighton Hill

Brookvale and Kings Furlong

Buckskin

Burghclere, Highclere and  
St Mary Bourne

Chineham

Kempshott

Kingsclere

Overton, Laverstoke and 
Steventon

Pamber and Silchester

Popley
 
Rooksdown

Sherborne St John

Tadley Central

Tadley South

Other B&D Wards

Basingstoke & Deane Total

Aldermaston

Burghfield

Mortimer

Sulhamstead

Other West Berks Wards

West Berkshire Total

Other Local Authorities

Total Issues 2018-19
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Data only from those clients that chose to share this information with us.

Client Profile 2018-2019

    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

64%
Not disabled

29%
Long-Term 
Health 
Condition

7%
Disabled

91%
White

3% Black
3% Asian 2% Other

1% Mixed

    the “Position” heading, enter in the following values for 
x,y,z and Perspective:
        X: 40°
        Y: 2°
        Z: 0°
        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

43%
Phone

36%
In Person

2% 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

61%
Female

39% 
Male

10%
45-49

7%
Under 
25 10%

25-29

10%
30-34

11%
35-39

9%
40-44

10%
50-54

9%
55-59

8%
60-64

5%
65-69

7%  
Over 755% 

70-74

15%
Email

4% Letter
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Advice issue statistics for 
Tadley 2018/19

2%
2%

1%

11%
Relationships &

family

2%

1%

8%
Housing

3%

3%

10%
Employment

2%

14%
Debt

4%

7%
Benefits

U
Credit
niversal

25%
Benefits & tax credits

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

Top 3 Benefit issues Top 3 Debt issues

Top 3 Housing issues Top 3 Employment issues

Personal Independence Payment 26%

Employment Support  
Allowance 18%

Council Tax  
Reduction  
6%

Credit, Store & Charge Card Debts 13%

Debt Relief Orders 9%

Unsecured Personal Loans 8%

Private Sector Rented Property 34%

Housing Association 
Property 13%

Environmental &  
Neighbour Issues 
11%

Pay & Entitlements 18%

Terms & Conditions of 
Employment 13%

Dismissal 22%
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Our impact in 2018-19

85%
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

94%
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.

I think we’re 
very lucky to 
have you in 
Tadley

I have to admit 
that I had to 
swallow my 
pride at first, 
but you’ve all 
made me feel 
very welcome

We think 
the job you 
do is truly 
wonderful!
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The impact of our advice

Case Study - working with other agencies
A 37-year-old single mother was referred to Citizens Advice,Tadley by her 
Housing Association. Ms C had £8500 worth of debts including rent arrears 
and was at risk of losing her home. Ms C had been paying non-priority 
creditors such as catalogue and credit card debts in preference to rent, 
council tax and utilities.

Our client’s council tax debt of over £4,000 had been passed to bailiffs for 
enforcement; their calls were adding stress and anxiety to the client’s already 
fragile mental health (she was attending talking therapies). We contacted the 
bailiffs; they agreed to pause their action when we drew their attention to the 
fact that our client was a vulnerable adult with young children.

Ms C had been in denial about her debts; at the first appointment she 
produced a carrier bag of unopened letters from her creditors. Coming to  
see Citizens Advice was a big step for Ms C and was the first step in dealing 
with the financial issues that were having such a negative impact on her 
mental health.

A debt adviser worked with Ms C to develop trust and to discuss a range 
of debt options available to her. We also helped our client to reduce her 
outgoings by assisting her to change her energy supplier. Her water supplier 
made a grant to cover the cost of water debts and an application for a Debt 
Relief Order resulted in her becoming debt-free - other than rent arrears that 
were affordably repaid to avoid eviction.

Ms C’s mental health gradually improved as she began to regain control of 
events in her life.

Case Study - working with other agencies
Our client is a mother of 2, one with special educational needs and was 
threatened with eviction. At the same time she felt her marriage was over and 
she would like to separate. Her husband controlled all the finances. She has 
learning difficulties and struggled with form filling and using computers. 

We contacted the homelessness office at Basingstoke Council. Unfortunately, 
there was no suitable accommodation in Tadley. After a discussion with the 
client it became apparent that because of her learning difficulties she would 
prefer to be near her family in Reading. We helped her show she had local 
connection and therefore qualified for homelessness support in Reading. She 
found a house and we were able to help her to look at new schools for her 
children and liaised with their current school over the transfer.

Our client had been working part time, but needed to apply for Universal 
Credit and then look for work after she moved. We helped her set up an 
account and work through her to-do list to successfully complete the claim. 
We also helped her apply for Carers Allowance as her daughter qualified for 
Disability Living Allowance.

3 months later, the client told us that the move went well, the children are 
settled in their new schools and she is being supported to gain IT skills and 
look for work. 
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Community Care

As part of our work to support our whole communi-
ty, but especially those that need extra support, our 
caseworker Caroline continues to work alongside 
our most vulnerable clients. Usually these clients 
are unwell themselves, but often she supports car-
ers too.

Clients can be referred by other charities or health-
care professionals, but Caroline often helps clients 
over many years and they self-refer as and when 
they need to. 

Many clients are not able to leave their home 
- either due to illness or lack of public transport in 
our rural community – and we are lucky to be able 
to offer home visits. These clients just cannot easily 
access services and this makes them very isolated. 

Many people have been unable to deal with their is-
sues for some time so the problems have mounted 
up. Caroline has the time to thoroughly explore the 
background to the problem and has a great deal 
of experience in maximising income for clients by 
checking benefit entitlement and then looking for 
ways to reduce expenditure.
 
She can also deal with a variety of other issues 
including, for example, dealing with housing issues, 
discussing care needs and assessments, applying 
for Blue Badges, accessing other community sup-
port, assessing whether a Power of Attorney may 
be appropriate and submitting grant applications.

This year the  
Community Care Project  
generated £132,133  
for our clients.

Caroline Sutton, Community Care and  
Supporting the Community  Caseworker

This year we supported  
82 clients with 275 issues. 

Thank you 
for all your 
help and 
kindness
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Supporting the 
Community
During the final year of this three year project, 
funded by Rotary Club of Basingstoke, we continue 
to see clients whose mental health issues have 
resulted in difficulties with benefit claims. Some cli-
ents will struggle with making initial claims as prov-
ing how their illness affects them can be difficult 
without robust medical evidence; for others it is the 
reassessment that proves difficult as they may be 
assessed as no longer being eligible for a benefit 
which they had been receiving for some time.

If a client does not agree with a decision, the first 
stage now is to request a Mandatory Reconsidera-
tion. If this fails – as is usually the case – the client 
is then required to go to Appeal if they wish to 
challenge the original decision. This is an extremely 
lengthy and stressful process and many clients 
would not be able to manage this without support.

During this 3 year project 
we have gained over 
£200,000 for our clients

Example of a successful appeal

One of our clients has been supported by our 
caseworker for a number of years. She has 
ongoing health problems, both physical and 
mental. Her problems impact hugely on her 
day to day life. As her conditions are not likely 
to improve she has been signed off from the 
hospital and any mental health treatment 
and only sees her GP. 

At a recent Department for Work and Pension 
(DWP) PIP assessment she was given ‘0’ 
points and came to ask for help to request a 
Mandatory Reconsideration and, when this 
failed, help to appeal.

The DWP decision makers state frequently in 
their reports that an unfavourable decision 
has been arrived at due to lack of recent 
medical evidence - their reasoning being that 
if a person does not need ongoing specialist 
input then their condition cannot be severe. 

For long-term conditions this is not always 
the case – a client and their family learn to 
cope with a daily life that is restricted by their 
medical conditions.  

They are frequently unable to convey this to the 
DWP assessors who ask very closed questions 
which are controlled by a script that they have to 
follow.
It should also be noted that it is not the DWP 
assessor who makes the final decision whether 
to award a benefit but a decision maker who has 
never met the client.

Our caseworker assisted this client by writing to 
her GP and requesting that he write a letter for 
the DWP that addressed specific scenarios which 
encompassed the criteria set out by the DWP as 
opposed to a simple review of her diagnosis. 

When the client appeared at Tribunal before 
the Judge and Doctor on the panel – she was 
specifically asked questions which related to the 
GP letter. This allowed them to get a full picture of 
how our client is affected by her conditions. 

Our client’s Appeal was successful, the original 
decision was overturned and her claim was 
backdated. The difference at Appeal is that 
it is the Judge who makes the decision after 
considering all the evidence, questioning the client 
directly and referring to the specialist knowledge 
from the medical practitioner on the panel.
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Hampshire Macmillan
Citizens Advice Service
Hampshire Macmillan Citizens Advice Service 
reached almost 2500 clients affected by cancer this 
year.

Using a single telephone number as a first point 
of contact, it is unique in delivering a consistent, 
targeted advice service to a diverse population.

Petra is our HMCAS caseworker based at Citizens 
Advice Tadley. She can see clients at our offices, 
at Basingstoke & North Hampshire Hospital, at St. 
Michaels Hospice or at home if they are not well 
enough to travel.

Many of Petra’s clients are referred directly by 
medical staff at the hospital and the service is ex-
tremely well received and continues to grow. Whilst 
most enquiries relate to benefit claims, HMCAS also 
assists clients with Blue Badge applications,  Mac-
millan grants, travel and health costs, plus debt, 
housing and employment issues.

This year clients’ income was increased by 
£331,706.

Mary sadly lost her husband and was 
overwhelmed with all the paperwork she 
needed to manage. 
She was advised first to phone the Tell Us 
Once service to notify all the relevant central 
and local government services with one call. 
As her husband usually dealt with all the 
household bills, it was suggested that Mary 
look at bank statements so she could check 
which organisations were regularly being 
paid, so she could work out who else she 
needed to inform.
We then dealt with Mary’s husband’s private 
pensions and life insurance policies together 
as she had been struggling to make any 
progress. We made the calls together and got 
the process started.
Shortly afterwards, Mary received some 
money from one of her husband’s life 
insurance policies; her son was dealing with 
the other policy but she was confident this 
was being processed.
The two small pensions were also paid out 
to Mary and she was happy and grateful for 
all our help and support as she just could 
not manage her affairs on her own at such a 
difficult time.

Burghfield Outreach
We continue to offer appointments at Burghfield 
Village Hall 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 would be able to access 
advice.
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Debt Relief Orders (DROs) were introduced 10 
years ago in April 2009 with the aim of assisting 
people with small levels of assets and little surplus 
income to deal with their debts. Since then, the In-
solvency Service has approved more than 254,000 
DROs to people with debts worth an average of 
£9,400.

Citizens Advice Tadley has been authorised by the 
Insolvency Service to make Debt Relief Order ap-
plications since 2013. Since then, 48 of our clients 
have benefited from the approval of their DROs.

Nationally, while 64% of DROs were granted to 
women, both genders experienced similar levels 
of average debt – £9,200 for women compared to 
£9,100 for men. 

For Citizens Advice Tadley, 75% were female clients 
and 25% male with an average debt of £10,578. 
The gender split is a reminder that women are 
more likely to be economically disadvantaged than 
men as they are more likely to work part-time, or 
in lower paid sectors. They are also more prone to 
becoming insolvent following the breakdown of a 
relationship than men. 

The introduction of debt relief orders 10 years ago 
allowed people struggling to pay their debts a way 
to deal with them for far less as a DRO application 
costs £90, rather than the £680 fee required for 
bankruptcy.

Bankruptcy remains a good solution for some of 
our clients, depending on their circumstances. 
During this year we also helped clients apply for 
bankruptcy which discharged debts of £35,000.

Debt Relief Orders and
Bankruptcy applications

One typical client is Sally who was referred 
to us by her housing association who were 
concerned by her rent arrears. 

Sally, a single parent with two young children, 
had been in denial about her debts and was 
ignoring letters from her creditors – until 
the bailiffs turned up at her door to collect 
payment for outstanding council tax. 

Sally’s debts of £9,500 were having a 
detrimental effect on her mental health which 
greatly improved when she became debt free 
after her DRO was approved.

Many of our clients experience similar 
improvement in their mental health and 
ability to manage their finances when making 
a fresh start after their DRO is approved.

We have now reached 
over £500,000 in written 
off debt as a result of 
DROs set up since 2013

Richard Williams, DRO Intermediary
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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
Julie Gallimore Anna Illingworth

Pension Wise offers free and impartial guidance 
about pension options. 

Appointments are free and last approx. one hour 
and provide information and guidance about 
pension pots, the various ways in which the 
pots can be accessed and a whole host of other 
elements that a client may wish to consider (for 
example how the pension might be taxed or how 
pension funds can be passed on in the event of 
death). To qualify for an appointment, clients must 
have Defined Contribution pension(s) and be at 
least 50 years of age.

Appointments can be booked online or by 
telephone; couples can book ‘joint’ appointments if 
required.

Pension wise

Anthony Henderson, Guidance Specialist
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Tadley Foodbank

Tadley Foodbank has moved to a more central loca-
tion at Tadley Methodist Church and is open every 
Tuesday morning.

As well as receiving a food parcel clients can access 
the Citizens Advice Tadley drop in service. An ad-
viser is available at every session and can provide 
support with any issues either on the day or by re-
ferring a client to the office for a full appointment.

Citizens Advice Tadley issued 45 food vouchers last 
year. Each parcel parcel provides a three day emer-
gency food supply.

A family parcel with 3 days food 
costs £32.15 and a single parcel 
with three days food costs £14.70. 

Tadley Foodbank, Newchurch Road and some of the volunteers

Universal Credit Clinic

Our Universal Credit Clinic is a one year project 
funded by Helping Hands in Tadley.  

The clinic operates one day a week at our office. 
A caseworker will assist clients in managing exist-
ing Universal Credit claims. Universal Credit can be 
complex to navigate and many of our clients need 
extra support to understand their award and the 
impact of not keeping their journal up to date. 

Our caseworker can also liaise with the local Job 
Centre where necessary and help clients with any 
emergencies arising as a result of problems with 
payments.  
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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. 
As a service we have a huge amount of insight and 
data about the problems our clients and their wider 
communities face. 

Through research and campaigns, we use this 
insight to:
•	 help us research issues further
•	 influence decision makers to change policies 

and practices
•	 campaign to get decision makers to change poli-

cies and practices. 

Citizens Advice Tadley Research and Campaigns 
team work with Research & Campaigns Hampshire 
Forum to collect this evidence and contribute to 
policy discussions about how to improve the lives 
of residents.

How we work 
Citizens Advice Tadley has a Research & Campaigns 
volunteer. The volunteer’s role within the office is 
to engage with our advisers, identify campaigns, 
provide reports/statistics and assist with publicity 
including social media. A monthly report of evi-
dence forms raised by Tadley advisers is distributed 
via email as well as on the noticeboard in the office. 
A quarterly report is also shared which shows the 
main issues dealt with by the office in an easily 
digestible graphic format. This report is also shared 
with four local MPs for their information.

In 2018-19 the Tadley office submitted 56 separate 
items of evidence to our national Research and 
Campaigns unit about the effect of poor policies 
and practices in the Tadley area. These covered a 
huge range of issues although as can be seen in the 
chart below the majority of the issues raised are in 
the area of benefits.

    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
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Benefits & Tax

10.5%  
Utilities

Evidence forms raised 2018-19

2%  
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2%  
Financial

9%  
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2%  
Relationships

25%  
Benefits  
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2%  
Consumer

3.5%
Housing

2%  
Legal

2%  
Tax
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Issues raised by Citizens Advice 
Tadley 2018-19
We continue to support National Campaigns, 
particularly through the use of social media, infor-
mation on research and reports provided by the 
national team.
 
Big Energy Saving Week and Scam Awareness were 
promoted illustrating the benefits of switching en-
ergy supplier and how to avoid common scams.

Social media is also used to publicise local informa-
tion that is considered to be useful or of interest 
to the local community and to raise awareness of 
fundraising ventures and volunteering opportuni-
ties, etc.

In early 2019, we surveyed local banks whether a 
homeless person could open and maintain an ac-
count or claim using the address of a post office or 
PO box. As a result of this national survey Citizens 
Advice have established a working group with 
Royal Mail and Post Office Ltd to try to explore so-
lutions that could give homeless people an address 
and access to post.

National Campaign successes
The national Research and Campaigns team have 
achieved some great successes this year using the 
evidence sent from local offices to influence the 
media and policy makers to create change for our 
clients and consumers.

Universal Credit 
Universal Credit is working well for the majority 
of people, but a significant minority - often those 
people who need support the most - are having 
problems making their claim. The result is thou-

sands of people each month are not being paid 
on time, and Citizens Advice new research finds 
that this is pushing some families into debt and 
hardship, particularly as rollout speeds up. We 
welcome the recent improvements made by the 
government, but the success of those changes and 
Universal Credit overall is being undermined by 
lack of adequate support for people struggling to 
make their Universal Credit claim. 

Super Complaint – Loyalty Penalties
Citizens Advice lodged a super complaint with 
the Competition and Markets Authority (CMA) 
after finding that customers who stay with the 
same provider are paying £4.1bn extra in loyalty 
penalties.

The most vulnerable, including the elderly and 
people suffering from mental health problems, are 
most likely to be affected as they tend to switch 
utility providers less frequently.

Energy price cap
From 1 January 2019 the energy regulator, Ofgem, 
capped the price that customers on default tariffs 
pay for each unit of electricity and gas. Suppliers 
can charge customers a lower price, but won’t be 
allowed to charge more than the capped amount

Big Energy Savings Week
Events, press and social media activity saved con-
sumers a whopping £1,098,384 and the number of 
visits to our energy price comparison tool rose to 
28,382 over the course of the week.

Improving the benefits system for disabled 
people
Advice on disability benefits is the number one is-
sue among clients who come to Citizens Advice for 
help. Last year, we helped nearly 250,000 people 
with PIP or ESA.

A growing proportion of clients coming to Citizens 
Advice for help with disability benefits need advice 
on challenging or appealing the outcome of a Work 
Capability Assessment for ESA or UC, or an assess-
ment for PIP. 

Data published by the Ministry of Justice shows 
that around two-thirds of the PIP and ESA deci-
sions taken to appeal are overturned.

Check 
You might be paying too much or missing out on discounts, grants or support.

Switch
You could save hundreds of pounds by switching your	energy	tariff	or	supplier.	Find	out	more	at	energycompare.citizensadvice.org.uk.

Save
Even small changes to habits or making your home more	energy	efficient	can	cut	your	bills	by	hundreds	of pounds. 

Find	out	more	at	bigenergysavingweek.org.ukOr call the consumer helpline on 03454 04 05 06

Worried about the cost of your energy bills?
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Thank you to our funders 
and supporters
Aldermaston Parish Council
Ambrose Allen Charity
Basingstoke and Deane Borough Council
Basingstoke Foodbank
Baughurst Parish Council
Baughurst Parochial Church Council
Bramley Parish Council
Burghfield Parish Council
Citizens Advice
Citizens Advice Hampshire
Four Lanes Trust
Greenham Trust
Hampshire & Isle of Wight Charity Foundation
Hampshire County Council
Helping Hands in Tadley
Henry Smith Charity 
Loddon Valley Lions
Kingsclere Parish Council
Mortimer West End Parish Council
Pamber Parish Council
Rotary Club of Basingstoke
Sherfield-on-Loddon Parish Council
Silchester Parish Council
Sulhamstead Parish Council
Tadley & Baughurst Scarecrow Trail
Tadley & District Community Association
Tadley & Pamber Parochial Church Council
Tadley Singers
Tadley Town Council
University of the 3rd Age
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  
or drop in during normal opening hours 
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Citizens Advice 
Tadley & District
Franklin Avenue
Tadley
Hampshire 
RG26 4ET

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






































































































