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Citizens Advice Service Aims and Principles 

Citizens Advice Tadley & District was founded in 1985, it is a local independent charity and a 

member of a national association—Citizens Advice.  

 

Citizens Advice service provides free, independent, confidential and impartial advice to 

everyone on their rights and responsibilities with the aim of increasing their health and 

wellbeing, and empowering them so that they can help themselves. 

It values diversity, promotes equality and challenges discrimination.  

The service aims: 

 To provide the advice people need for the problems they face 

 To improve the policies and practices that affect people’s lives 

We hold the Simple Quality Protects Gold Standard.  

Advice Quality Standard We hold the AQS; the only sector– owned, in-

dependently audited standard that focuses on advice. 

Donate to Citizens Advice Tadley & District 

your local independent charity 
We are always grateful for donations which help us to carry out our work. You can donate 

online at either http://uk.virginmoneygiving.com or https://the goodexchange.com/ Any 

donation given via the good exchange website will be match funded.  

Please get in touch if you would like to become one of our regular donors or you are able to 

give us a one-off donation.  We really do rely on these donation to enable us to continue 

our work.  Thank you.  
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Foreword from the Chair of Trustees 

Writing this Chair’ s forward for our Annual Report 2016/17 reminds 
me yet again on the speed of time and change we all experience in 
our busy lives at seemingly greater pace each year. We continue to 
deliver and develop our service embracing new technology but never 
forgetting that for some of our clients accessing the help they need 
can only be achieved face to face.  
 
We are now operating under a new membership agreement with our 
national body Citizens Advice giving a commitment to and agreeing 
new measures of Standards and Compliance to enable us to 
continue to be part of this extraordinary and well respected 
organisation. 
 
In this report you will find details of the daily advice and many 
projects that we are delivering for our local residents and the 
fantastic results our staff and volunteers have been able to achieve.  While the financial 
outcomes are measurable, and impressive, the impact on the wellbeing for the community is 
more difficult to quantify but from feedback we can see how it makes a significant impact on 
many lives.  Those who give so generously of their time to help us deliver the service do so as 
they see the difference they are making to real people. The voluntary value of the work of all 
involved again can  not be quantified in monetary figures but without it the service could not 
be provided here and the community would be so much poorer. Their commitment and 
continued enthusiasm for the work they do here is evident and I cannot praise them highly 
enough. 
 
They do not seek recognition but in this annual report I am able to publically thank all who 
help us to do that in whatever role. This includes staff, volunteers and the Trustee Board.  
 
The Trustee Board, also volunteers, has again been responsible for supporting the service 
with much input into ensuring that the structure, volunteers, policies, financial management 
and funding and business plans are in place to deliver a service within our financial 
constraints. During the year we said goodbye to two members, and I thank them all for their 
support and welcome one new member. 
 
I also thank our many funders without whose support we could not continue to operate. The 
list can be found in this report.  Many have supported us over many years and some more 
recently. We have always seized opportunities for funding and projects that can help us 
deliver both our core services and any new initiatives that will benefit local people and will 
continue to do so. 
 
We continue our collaboration with Citizens Advice Basingstoke helping deliver our advice 
services across the whole borough.  
  
This report reflects just a small part of what our service offers and the results. I hope you will 
find it of interest and I commend it to you. 
 
Jo Slimin 
Chair of Trustees 

They do not seek recognition but in 

this annual report I am able to 

publically thank all who help us to do 

that in whatever role.  
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Overview of Service 

Our volunteers continue to generously give their time to support 
our clients by providing advice and information about a wide 
range of issues through different channels including face-to-face 
drop ins and appointments, home visits,  phone calls,  emails and 
webchats.  

We are all ably supported by our administration and IT volunteers 
who make sure our office runs smoothly and that clients are 
greeted by a friendly face.     

It has been a very busy year for us.  As well as our day-to-day work 
of helping our clients we have been undertaking training and 
preparing for several initiatives, including our new case 
management system Casebook.  

All Citizens Advice advisers were required this year by the government’s Money Advice 
Service to complete training to prove their debt technical knowledge. We were really 
impressed with the way our advisers and supervisors undertook the training and 
assessment and achieved their accreditation within the relatively short timeframe.   

In preparation for our role as a Hate Crime Reporting Centre we listened to a very 
interesting presentation about Hate Crime given by a local police sergeant. This was an 
introduction prior to more detailed training for this project.  We are also hoping to 
strengthen our advice and help to victims of domestic violence and have started to plan for 
this work. 

Our research and campaigns work continues to be vital. In the course of our work we hear 
about the problems our clients and the wider community are facing and what policies or 
practices are not working.  Our advisers are passionate about providing evidence from our 
clients to inform our research and campaigns teams at a local and national level.   

Thank you to all our volunteers and staff -  administrators,  IT support  and research and 
campaign workers, assessors, advisors and supervisors – who work so well together and 
make Citizens Advice Tadley such a friendly but professional place to work.  

We gained a total of £1,262,334 for our clients this year. Examples of these payments were 

by way of debt write offs, benefit back-payments and tribunal awards. As payments can 

continue beyond 12 months and the gain is a verified figure from clients who have kept us 

informed the real total is likely to be much higher. 

Tadley Office  £390,405  

Burghfield Outreach £20,241 

Community Care   £204,323 

Rotary   £105,552 

Macmillan    £541,813 

Total     £1,262,334 

 

Linda Harvey 

Advice Services Manager  

I would highly recommend volunteering 

at Tadley Citizens Advice to any one. The 

team are so friendly and there are always 

biscuits !  
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Training Manager’s report  
This year we saw 5 new volunteer assessors undergo the 

extensive Citizens Advice training programme.  Two newly 

trained assessors went straight on to start their conversion 

training to give full advice which, when complete, will allow us 

to offer more appointments to our clients.  

More recently two of these volunteers condensed their 

learning over a one week period, a method that we have used 

in the past for students that cover over the summer period.  

The fast track course was a great success and I am pleased to 

say that they are both fully on board offering our advice service over the phone, face to face 

and via webchat. 

Once our volunteers have achieved gateway or advisor level, the training doesn’t stop. Our 
volunteers regularly complete training courses and e-learning to expand their knowledge 
and we are extremely grateful for their enthusiasm and their commitment to us and to 
learning for the benefit of our community. 

 

Di Lewis 

Training Manager 

 

Our Volunteers— the key to our success 
Citizens Advice Tadley would not be able to operate if it were not for our excellent team of 

dedicated volunteers, who give their time and support free of charge.  

Volunteers are equipped to help clients as a result of a structured programme of induction 

training, ongoing continuous development, and on-the-job support from the Advice Session 

Supervisors (ASS). Our advice has to be current so it is also important that we keep up with 

the latest developments, team training and individual assessments therefore continue 

beyond the initial induction.  On top of that, the work is challenging, clients are often upset 

and we have to be ready to answer any questions.  

 

 97% of volunteers say volunteering has enhanced their sense of well-being 
(happiness, self-esteem, confidence etc.) 

  
 81% of volunteers believe they have gained new skills or improved existing skills 
81% Yes 
 94% of volunteers feel happier and involved in the wider wellbeing of the 

 

The support from paid staff alongside my voluntary 

colleagues make it a pleasure to come into the office 

every week and have given me a new purpose, which I 

never expected after taking early retirement!  
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Our Team 2016-2017 

Advice Services Manager    Joint Strategic Manager 

Linda Harvey      Graham Hatcher 

Advice Session Supervisors    Office Managers 

Sharon Dover Richard Williams   Emma Mayoh  

David Lister  Janette Hewitt   Clare Hawkins 

Hazel Baldock  

Caseworkers      Training Manager  

Rachel Campbell—Macmillan    Di Lewis 

Caroline Edge—Community Care—Rotary 

Trustee Board 

Members of the board of Trustees are directors for the purpose of company law and trus-

tees for the purpose of charity law. 

The members who served during the period 1st April 2016 to 31st March 2017 are set out 

below 

Members 

Hon. Chair  Jo Slimin 

Vice– Chair  Kate Wright 

Hon. Treasurer Neil Deller-Merricks 

Co. Secretary Katherine Birkinshaw 

Board Members Anna Illingworth Beryl Batson (resigned) 

   Lorraine Bissell Shelagh Finch (resigned) 

   Alistair Cheyne Simone Friere (new member) 

   Andrew Cobb Eddie McGrath 

   Janette Hewitt Michael Bound 

   Warwick Lovegrove 

 

Volunteer representative  Sarah Filsell /Sharon Bolt 

Ex officio / ASM   Linda Harvey 

Ex officio / Citizens Advice Martin Hart 
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Invaluable volunteers 

Advisers/Assessors 

Angela Adams Anne Watson 

Caroline Edge Christy Gardner 

David Lister  Fraser Gleave 

Hazel Baldock Juliet Turner 

Liz Taylor  Martin Bartlett 

Mike Kenney  Moira Oram 

Richard Williams Sarah Filsell 

Gill Wright  Sharon Bolt 

 

Trainee Advisers 

Jane Ostridge 

Mike Wilson 

 

Gateway Assessors 

Pat Murphy 

Cheryl Cole 

Chris Goss 

 

Trainee Gateway Assessors 

Jonathan Dance 

Lesley Annable 

Kaylie Tang 

IT Volunteer 

Ruth Porter 

Admin/Reception 

Ann Lamacraft 

Jackie Cook 

Susan Long 

Helen Angell 

 

Research & Campaigns Co-ordinators 

Christine McGarvie 

Julie Gibson 

 

Fundraising Group 

Ann Bone 

Linda Harvey 

Clare Hawkins 

Jane Johnston 

Ann Lamacraft 

 

Research & Campaigns Group 

Anne Watson 

Cllr Jo Slimin 

David Lister 

Jane Johnston 

Christine McGarvie 

Linda Harvey  

Register your interest in volunteering by calling us on 

0118 981 7567  or drop in during normal opening hours  
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The National Picture 
During the year 2016/17 nationally Citizens Advice  

 Helped 1,996,638 clients 

 Dealt with 5,742,456 client problems 

 Clients had an average of 3 issues each. 

Citizens Advice reports that Basingstoke and Deane has a higher than national percentage of 

people who use the internet, with 89.5% doing so.   

Citizens Advice online provides extensive self-help information on a wide range of topics for 

the UK.  Last year there were 43,228,183 unique visitors to this website.  

In addition, we have our own Basingstoke and Tadley Citizens advice website.  

In 2016/17 there were 34,968 visits, 56,222 page views and 3,331 unique visits to ‘’ Get 

Advice’ 

Basingstoke and Deane Local Authority  charts 
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Client Profile 2016—2017 

Initial Contact Streams 
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Advice issue statistics for Tadley 2016/17 

Top 4 Benefit Issues 

31.9%

8.6%

13.4%

13.4%

Private Sector

Threatened homelessness

Housing Association Property

Enviornment & Neighbour Issues

22.9%

12%

17.4%

17.4%

Pay &  Entitlements

Dispute resolution

Dismissal

Terms & Conditions of

Employment

Top 4 Debt Issues 

Top 4 Housing Issues Top 4 Employment  Issues 

7.3%

8%

11.1%

14.3%

Rent Arrears

Council Tax Arrears

Unsecured personal loans

Credit, store and charge card
debts

18.9%

17.6%

10.2%

10.4%

Employment

Support

Allowance

Personal
Independence

Payment

Housing
Benefit

Working &
Child Tax

Credits
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Healthwatch Hampshire 
Citizens Advice Tadley is a local Healthwatch 

Champion. People speak to us about their issues 

and experiences of using health and care services. 

We feed these to Healthwatch Hampshire who share the experiences with local professionals 

so that services can be improved. We use your voice to encourage those who run services to 

act on what matters to you. They also share them with Healthwatch England, the national 

body, which identifies common issues affecting people across the country, and informs those 

with the power to make change happen.  

We can offer an advocacy service which provides free, independent support and assistance 

to people who need support to make a complaint about an NHS Service. Specially trained 

advocates work to ensure people can represent their own interests as far as possible rather 

than offering advice on how they think an individual should act. 

We offer our clients the option to participate in Healthwatch surveys that may affect them.  

Recently we have shared in our community one regarding Hospital discharge, one for 

Maternity services and the other GP services.  The feedback will be collated by Healthwatch 

Hampshire and shared with the service providers. 

Case Study: Support at home  

Our Client suffers from kidney and bowel problems following surgery, which has left her 

housebound.  She was seen at home for her claim for ESA and requested that she had her 

assessment at home. She is in receipt of Personal Independent Payment care and mobility. 

She is not able to wash and dress on her own and cannot prepare her own meals. She 

requires a wheeled frame to aid her walking and cannot go out of the house at all on her 

own. She needs a stick and the assistance of another person. She used to have carers twice a 

day, however due to a decision by the care team this was reduced to once a day in the 

morning. This has restricted her already limited movements as she is unable to make her 

dinner herself or get ready for bed unaided which has resulted in her sleeping in her front 

room chair.  This we believe is not good for our client’s health and well-being. 

We advised our clients of the options available to her. 

- Keep with carers once a day and continue to sleep in chair - She does not want to do this 

- Client can pay herself for more care - she cannot afford this 

- Client can request a new assessment from Social Services - Client would like to do this 

Our client asked us for our help to reinstate her carers in the evening. We wrote to her GP 

who replied referring us to Hampshire Social Services. We contacted Hampshire Social 

Services requesting that a new assessment of her situation be carried out.  Basingstoke 

Social Care responded requesting we ask for a supporting letter from the GP.   

Our client continued to sleep in her chair at night as no one was taking responsibility in 

addressing the problem she faced.  Her health was deteriorating and she is falling 1-3 times 

a month requiring ambulance assistance each time.  As a result of our support she now has 

carers visiting twice a day and has meal prepared for her three times a day. She is regularly 

seen by a district nurse but still has not had a home visit from her GP. After going to appeal, 

she now also receives ESA support. 
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Energy Best—Tackling Fuel Poverty 
Once again this year Tadley CA delivered four face to face public awareness raising 

presentations aimed at vulnerable consumers (and the frontline workers who support them). 

The campaign aims  

 To make consumers aware of the savings that can be made by switching fuel providers or 

negotiating with existing providers; 

 To provide information about help available from energy suppliers and government for 

consumers struggling to pay their gas and electricity bills; and 

 To inform consumers about how they might save money by using less energy and sources 

of advice and help around energy efficiency. 

Energy Best Deal Extra    

Energy Best Deal extra offers advice to those tackling fuel poverty. The project will aim to 

reduce consumers energy costs; putting more money in consumers’ pockets, potentially 

reducing any fuel debt, improving consumers’ wellbeing and improving the knowledge of their 

energy use options. 

Focus is targeted at the following particular groups of consumers: 

 Those of pensionable age 

 Those that have a disability 

 Those that are chronically sick 

 Those on low incomes 

 And those living in rural areas 

 

£300 saving for vulnerable clients 
Our Client is in her 70’s and has a disabled husband 

who is suffering from dementia, is bed ridden and requires an electric bed. He requires the 

house to be heated 24 hours a day.  She has to stay at home all the time to look after him. He 

was on 'end of life care' but recovered a little so this has now been removed. This also means 

that she has to pay towards some of the care that her husband is receiving. We helped our 

client successfully claim for Housing Benefit but she is still short of money. Our client does 

have a computer at home but is not a very proficient or confident user. 

Our client wanted assistance in checking her energy usage and comparing prices.  Information 

provided on her annual energy statements did not equate to her bill so we needed additional 

statements to be able to make a successful comparison. 

We suggested that she requested that her husband be put on the Priority Services register 

due to his condition and visited our client in her home to help with the energy comparison 

process.  We found a better deal through switching the client’s current provider. This will 

provide our client with an annual saving of £300. Our client decided she wanted to make the 

switch to the different supplier. We talked her through the process to ensure she fully 

understood and submitted the switch request for her. 

By saving money the switch will help increase our client’s income alleviating all the stress and 

strain she is experiencing making ends meet and covering the care costs for her husband. Our 

client is very happy with this outcome 
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Community Partnerships 

Burghfield Outreach  

Burghfield Parish Council once again provided us with financial 
support to offer our advice service at Bughfield Village Hall to those 
living in Burghfield, Mortimer and the surrounding area every Monday 
10am – 1pm. 

We offered  appointments, reaching 29 unique clients with 98 different 
issues.  We have recorded £20,241 gains for our clients seen at the 
outreach last year. The main issues clients sought our help with were Benefits and Tax 
Credits, Debt and Relationships. 

We would like to thank Burghfield Parish Council, without their support and funding this 
service could not continue.   

Client freed of anxiety and worry  
Our client’s marriage broke down and her husband left her with no income and sole/ joint 
debts.  Her husband refused to pay maintenance for child or spousal support  towards their 
debts. Our client had one child and debts of over £15,000.  

Over a series of appointments we discussed options regarding her relationship and claiming 
financial support, dealing with her debts and the option of a Debt Relief  Order .  We looked 
at her benefit entitlement and claiming and ways to maximise her income. 

Our client is now also in receipt of income-related Employment Support Allowance. She was 
awarded Housing Benefit and Council Tax reduction.   

We assisted our client with her debts applying for a Debt Relief Order which was approved 
freeing her of the debt and all its associated anxiety and worry. 

The Tadley CA have been amazing 
with all the help they have given 

me, I would not have been able to 
do this without their help 

Pension wise 
Tadley continues to be a popular and busy location 
for the delivery of the Pension Wise service.  The 
Pension Wise Guidance Specialists are in their third 
year giving face to face service to those aged over 50 
and have Defined Contribution (DC) pension pots 
and wish to know their pension options. Call 0800 
138 3944 or go to www.pensionwise.gov.uk to book 
an appointment for free, impartial guidance to help 
you understand how to take your money. 

Thank you for your support and advice I 
was at my wits end not knowing what to 

do or who can help with this matter 
until I came to CA 

http://www.pensionwise.gov.uk/
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Community Care 
Our Community Care project continues to run due to the funding and support of the 
Turbary Allotment Charity. Donations were also received from Sun Life Financial of 
Canada Brighter Life Community Fund and AWE. We are extremely grateful for the 
funding we have received without which the service could not continue. 
 
This service is designed to help vulnerable people in the community especially those 
who may be geographically isolated or not able to visit the Citizens Advice offices and in 
these circumstances a home visit will be organised. The people we are targeting include 
the elderly, frail, disabled and those with mental health issues. The help is provided by a 
specialist benefit caseworker which includes identifying benefits and practical help, 
income maximisation and ensuring that these people claim any help that they may be 
eligible for whether it be benefits, cold weather payments or help from external bodies 
or practical aids. 
 
Last year we supported 61 clients under the Community Care Project with 224 issues. 
This client group usually has multiple problems and requires a high level of support and 
on average each of these clients would have needed up to 4 visits or appointments 
each. We have prepared submissions for tribunals, supporting them in their appeals for 
Personal Independence Payment, Disability Living Allowance, Employment and Support 
Allowance and Pension Credit overpayment demands. We have also assisted with 
successful Attendance Allowance and Carers Allowance claims, Blue Badge applications 
and negotiated a reduction or elimination of Health Care costs for some of our clients. 
The total financial outcomes for these clients were £204,323. This is made up of benefits 
received and backdated, awarded or increased following revision or appeal, or 
overpayments written off that were charged in error. Research has shown that money 
paid in benefits is likely to be spent back in the local community.  Other clients have also 
told us about their improved health and capacity to manage as a result of the help we 
have provided.  

Client examples 

 Client has a disabled husband who was put on end of life care a year ago. He has 

Alzheimer’s and is bedbound 24/7. Client wanted help with her deputyship for his 

financial decisions and for his personal welfare. Client herself is over 70 she had already 

been appointed but wished to have someone else appointed, ‘jointly and severally’ in 

case anything happens to her. We contacted the Office of the Public Guardian and helped 

her to complete the numerous forms that were required. 

 We have been supporting a client who had his Personal Independence Payment stopped 

because he did not inform the DWP of a change of address. We contacted the DWP on his 

behalf and even though he was past the deadline for submitting the new forms they 

restarted his benefit whilst we helped him fill in and submit the forms. 

 We have been supporting a client with mental health problems who found it very difficult 

to cope after the death of his father. We helped him with the 

probate forms and then with informing the DWP about his 

inheritance. His benefits stopped because he had inherited 

after his father’s death. He found coping with running a house 

difficult and we had to help with changing utility supplier and 

problems with overcharging by the utility company. 
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Rotary Supporting the Community  

Last year we teamed up with the Rotary Club of Basingstoke to run a 
new project – ‘Supporting the Community’. 
 
The project employs a specialist caseworker one day a week to 
specifically help vulnerable and mental health clients who are appealing 
their benefit decisions.   The caseworker helps with their submission 
and will support them in court. 
 
During the year we have seen nearly 30 clients under this project with 94 issues.  
 
The main benefit enquiries that we have helped with over the year are with Employment 
Support Allowance and Personal Independence Payments. Most clients seen have multiple 
benefit queries across more than one benefit type.  We have also assisted these clients with 
advice on their Employment, Housing - preventing a client being made homeless, debt 
where we have been able to reduce or obtain write off or help the client get their debts 
under control and referral to foodbanks where there has been immediate crisis. 
 
We obtained financial gains for these clients of £105,552.  These included reinstated or 
increased benefits following revision or appeal, benefits backdated or overpayments written 
off that were charged in error.   

Benefits appeal 
 
A disabled house bound client approached us when her benefits were stopped following a 
review by DWP. She had previously been awarded Employment and Support Allowance and 
Disability Living Allowance. We supported her appeal for ESA and organised for the appeal to 
be heard by telephone as she could not leave her home.  
 
Outcome - She was awarded the top rate. We then helped her to reapply for DLA and she was 
also awarded the top rate. 
 
This case necessitated numerous visits to the 
client’s house and a lot of research and casework 
to ensure that her case was supported by the 

Thank you so very much for such 

clear advice. Such a great help  
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Hampshire Macmillan  

The project has worked with Citizens Advice 

Tadley since 2009. The service offers the full 

Citizens Advice service to people affected by 

cancer. We see people in a variety of locations, 

including North Hampshire Hospital, St Michaels Hospice and the local Citizens Advice 

offices. When necessary we can home visit, and can also offer advice over the telephone.  

The office in Tadley is very busy and over the last year Rachel saw 268 clients increasing 

their income by £541,813. This increase in income is achieved by ensuring our clients know 

what benefits they are entitled to and assisting them with claims when necessary. We also 

assist with: 

 charitable grants, 

 money issues, including debt, utility companies and tax 

 travel and health costs 

 housing 

 and employment. 

We promote our service by presenting to professionals and local support groups. Many of 

the referrals come from the Health Professionals who say we are important to both 

patients and staff who acknowledge that we are there at a time of great stress.  

 
 
 
 

Help with funeral costs 
 
This client was initially helped to apply for a carer premium so that she and her husband 

would be entitled to a higher amount of Pension Credit, Housing Benefit and Council Tax 

Reduction. Her husband had always handled the finances and the client found dealing with 

money really overwhelming. When her husband died, the client was distraught to realise 

she could not afford to pay for his funeral, even though she had made arrangements with 

the funeral director by this time and would be liable for the full amount. We discussed what 

help she might get from the social fund in paying for part of the costs, but there would still 

be a shortfall which she could not cover. We successfully applied to the Elizabeth Hall Trust 

for a grant for £700. The cheque was posted the same day and this meant that the client 

could at least make the first payment, in the hope that the social fund would cover the 

balance of the amount.  

The service removed the inevitable 

stress and time in researching and 

applying for various benefits 
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Relationship and Employment legal advice 

Foodbank 

The foodbank provides emergency food to those who have hit 

crisis.  Citizens Advice Tadley made 26 referrals for food parcels 

last year to our clients for either the Basingstoke or Burghfield 

foodbanks. These vouchers had a total financial value of £732.   

The parcel provides a three day emergency food supply. A family 

parcel has a value of £32.15 and £14.70 for a single person.  We 

were able to assist some client with travel costs to the foodbank 

using money kindly donated by the Loddon Valley Lions for bus fares.  

In May 2017 the Basingstoke Foodbank opened an outreach at the Immanuel Centre on 
Thursday afternoons from 12.30 to 2.30pm making the service more accessible to those in 
our community. 

It is common knowledge that the law is complex and that legal advice 
is expensive. These days legal aid is only available to qualifying 
individuals in very few areas of law. As a result, many people, rightly 
feel that they have no access to justice. CA Tadley is a place where 
those people can get access to legal advice.  Rowberry Morris 
continue to support CA Tadley by offering free advice sessions twice a month in relation to 
family and employment matters. This arrangement helps vulnerable individuals by providing 
specialist legal advice in very difficult situations. 
 

We are very grateful to Rowberry Morris for the service they provide our clients. 

Debt Relief Orders 
Citizens Advice, Tadley has been authorised by the Insolvency Service to make Debt Relief 

Order applications since 2013.  

This personal insolvency option is appropriate for debtors who are on low incomes (having 

less than £50 a month left after normal household expenditure); who do not own their own 

property, and who have debts of less than £20,000.  

In the four years that we have been providing the service 38 of our clients have benefited 

from the successful submission of their DRO’s, resulting in debts of £404,697.21 being 

written off. In addition to the 38 successful DRO’s, a further 3 were submitted and 

subsequently revoked either because  of a change in circumstances during the 12 month 

moratorium period (e.g. receipt of a lump-sum repayment in respect of a mis-sold 

premium bank account) or discovery of further pre-existing debts causing the £20,000 limit 

to be exceeded.  

In addition to the tangible outcomes, we note that many of our clients experience an 
improvement in their mental health and ability to manage their finances as further benefits 
of making a fresh start. 

Very informative, detailed & 

professional session  
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Research and Campaigns  
As a service we hold a huge amount of insight and data about the problems our clients and 
their wider communities face. We can use this insight and date to do several things: 

To help us research issues further 
To influence decision makers to change policies and practices 
To campaign to get decision makers to change policies and practices 

In 2016/17 we submitted 61 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 Research and Campaigns working group has met quarterly. We continue to promote 
Research and Campaigns as a key focus through monthly reports and our Research and 
Campaigns Star of the month.  
 
In 2016/17 we carried out desk research on local options for low income people living in 
Tadley and surrounding areas to buy or obtain household goods.  The outcome of this 
research was a leaflet ‘shopping on a budget for furniture, white goods and electrical items’ 
which is now available for clients and advisers.    We are currently working on a project 
which aims to improve the quality of evidence provided by medical professionals in 
support of benefit claims.  It is hoped that this could have a real positive impact on clients 
and health professionals in the area.  
We took part in this year’s national Scams Awareness campaign and as a result, a story was 
published in a local newspaper highlighting the issue and where best to go for advice.  
 
Fixing Universal Credit Campaign 
Since Universal Credit was launched, Citizens Advice has helped over 48,000 people with 
Universal Credit issues. Our data shows that Universal Credit is already failing many 
people. It is forcing people into debt and leaving them unable to make ends meet.  
Nationally we are calling on the government to pause the roll-out of Universal Credit, and 
fix 3 significant problems: 
 People are waiting up to 12 weeks for their first payment without any income. 
 Universal Credit is too complicated and people are struggling to use it. 
 People aren’t getting help when the system fails them. 
Universal Credit will begin fully rolling out in Basingstoke & Deane in February 2018 so we 
expect this to be an area of increased focus in the coming year.  



21 

The impact of our advice 

Bank Complaint Success 

Our client Mrs D was very grateful for our help in obtaining a 

satisfactory resolution to her complaint against a bank.  

Whilst we can never provide anyone with investment advice 

ourselves, we were able to assist our client to complain about 

the way she had been pressurised into signing paperwork at 

the bank which she had not been able to absorb properly. She 

had also been advised that the bank’s advice was free and 

was shocked to find that she had been charged a large 

administration fee. 

She had already made a verbal complaint and had received an 

apology from them and offer of compensation.  However, she 

was not prepared to accept this and felt aggrieved at the 

bank’s treatment of her. 

We helped the client draft a letter about the mistakes they had made and the distress this 
had caused her.  Following this letter, the bank offered her an increased sum in full and final 
settlement of her complaint.   

Employment issues resolved 

Our client started a job in a local department store but found that she was unable to stand 

for long periods and that the job did not suit her due to suffering from arthritis. She had 

taken some time off sick and there had been some confusion over receipt of sick notes, 

which meant that she had not received any sick pay and fallen behind with her rent.  

She decided she could not continue to work for the employer. We helped the client 

negotiate with her employer in connection with her sick pay and ensured she received the 

correct payments, including holiday pay, on leaving her employment, so that she could pay 

her rent.  We also advised on discussing repayments with her fuel providers to ensure she 

could keep up with her fuel bills  

 

Benefit help 

Our client had been diagnosed with Multiple Sclerosis for several years, however her 

symptoms had become worse. Although already in receipt of Personal Independence 

Payment, she wanted to know if there were other benefits available as her husband had 

recently lost his job and wanted to act as a full-time carer for her. Taking all their income 

and circumstances into account we did a benefit check for them which showed the couple 

that they could claim Carers Allowance for her husband and also obtain increased Housing 

Benefit, Council Tax Reduction and Income Support. We confirmed she should also be 

eligible to apply for enhanced rates of Personal Independence Payment.  
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Sources of Income 

We are in our 3rd year of our 5 year Strategic grant awarded by Basingstoke and Deane 
Borough Council.  Last year we were also fortunate enough to be awarded a 3 year grant 
from Greenham Common Trust. We have been successful in our application to The Henry 
Smith charity securing funding to allow our evening advice service to continue.  Additional 
project funding has come from our involvement with Macmillan, webchat, Energy Best, 
Healthwatch, Community Care and Rotary.  The Turbary Allotment Charity provided us with 
a grant to pay the rent for the building we use to offer advice. Once again this year we have 
been well supported by Parish and Town Councils in the area, Parochial Church funds and 
of course donations from our grateful clients. 
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Thanks to our funders and supporters 

We are extremely grateful to all of the following organisations and individuals whose 

generosity enables us to help those most in need in our community. 

In 2016/17 we received funding and other support from the following organisations 

 

Aldermaston Parish Council 

Ambrose Allen Charity 

Basingstoke & Deane Borough Council 

Basingstoke Loddon Rotary Club 

Baughurst Parish Council 

Baughurst Parochial Church Council 

Big Lottery Fund 

Bramley Parish Council 

Burghfield Parish Council 

Citizens Advice 

Citizens Advice Hampshire 

Four Lanes Trust  

Greenham Common Trust 

Hampshire County Council 

Helping Hands 

Kingsclere Parish Council 

Loddon Valley Lions 

Pamber Parish Council 

Rowberry Morris Solicitors 

Silchester Parish Council 

Tadley & District Community Association 

Tadley and Pamber Parochial Church Council 

Tadley Town Council 

Tadley Chamber of Trade 

Turbary Allotment Charity  

We also received kind donations from a number of private individuals and organisations. 
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Citizens Advice Tadley & District 

Franklin Avenue 

Tadley 

Hampshire 

RG26 4ET 

Tel: 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 

Citizens Advice Tadley & District 

Company Limited by Guarantee No. 5900656 

Charity Registration No. 1118080 

FRN: 617764 

Designed in-house at Citizens Advice Tadley. 

Printing by BDBC print services. If you wish to 
reproduce any of the contents please contact  
admin@tadleycab.cabnet.org.uk 

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  

Basingstokeandtadleycab.org.uk 

@TadleyCAB 

Facebook.com/TadleyCAB 


