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An exceptional year  
As we all know, April 2020 to March 2021 was dominated by the Covid-19 pandemic, which had an       
enormous impact on our service both in terms of the number of people needing our support and how our 
advice could be delivered to our clients.  

As lockdown restrictions came into place, we rapidly focused on establishing a phone and email advice      
service which could be delivered remotely by our staff and volunteers. Despite not being able to support 
people in person, our service helped more people, with more issues than ever before, especially over the 
first six months of the year.   

          Our service supported people with:  

 Over 3,000 employment issues           

(almost double the year before)  

  More than 2,000 housing issues   

(over 800 more than the year before)  

 1620 Universal Credit queries 

(double the number of the previous year)  

 

“Reliable, honest, sincere advice.” 



 

A review of our service in 2020/21 

It total we supported 7,321        
individuals with their advice needs 
(a 35% increase from last year).   
 
Our clients came from all over 
Winchester District including the 
city (47%) and rural areas (53%). 
 
More of our clients were women 
(60%) and around one third of 
those helped had a disability or 
long-term health condition.  

Our advisers supported people 
with 17,910 issues (a 27%       
increase from last year).  

We saw a substantial increase in 
employment advice, particularly 
around furlough, redundancy 
and employee rights.   

Benefits advice remained our 
top issue though, with a growing 
number of people needing      
advice about claiming Universal 
Credit. 

Our clients  Issues  

As a result of our advice we 
helped generate £1.3 million in 
income gain for our clients and 
helped to write off £123,000 of 
debts.  
 
We also issued 78 Covid fuel 
grants to our clients (worth over 
£10,000) and helped resolve 
170 issues related to food 
vouchers. 

Impact  



By 1 April (two weeks into the first 

national lockdown) our remote 

email and telephone services were 

fully up and  running. 

We made improvements to our 

phone service during this time,  

including introducing two new 

local phone numbers  and later a     

Freephone number.  

We also adapted and streamlined 

our email advice to make it as 

easy and efficient as possible.  

Advice delivery  

One of the most significant service        

developments during the year, was  

the pilot of a new partnership      

project called Advice First Aid.  

This project trains frontline workers 

from  other local organisations to 

identify when one of their clients 

might need help, use Citizens Advice 

resources to find out what could be 

done, and  refer to us when needed. 

The project has now been scaled up 

to help us reach even more people.    

Service developments  Staff and volunteers 

Over the course of the year, we 

have welcomed three new         

members of staff.  

This has included Joanne and Claire, 

our specialist Debt Advisers and 

Grace, who joined us as a trainee 

Advice Session Supervisor.  

We also trained two new advice 

volunteers to help us manage the 

demand for our service.  



“They were very  

helpful in a            

situation I didn't 

think anyone could 

help [me with].”  

Our volunteer advisers 

donated over 10,000 

hours of their time 

In the first few weeks of the  

pandemic we made over 100 

‘reaching out’ phone calls to 

our most vulnerable clients 

Our advice team dealt with 

over 8,000 phone calls and 

9,000 emails during the year 

 Our volunteers were awarded a 

Local Hero Award from the Mayor 

of Winchester for their dedication 

and support during the pandemic 

Maintaining a quality advice service throughout the pandemic 

 
“Thank you so 
much for your 
help with the fuel 
voucher. I can 
have my heating 
on . It was so cold, 
now I don’t feel so 
worried.”  



Specialist projects  

Money Advice Project 

Our Money Advice Project supports Winchester City 

Council housing tenants who are in rent arrears.           

The aim of the programme is to help tenants avoid         

eviction and be better able to deal with their debts and 

financial situation.  

Macmillan Cancer Support Service  

A cancer diagnosis can have an enormous impact on the 

financial circumstances of an individual and their family. 

Our Macmillan Cancer Support Caseworker helps individuals 

secure the benefits they need to support them at this     

difficult time.  

Number of clients helped: 83 
Client income generated:  £140,661  

Debts written off:  £66,006 

Number of clients supported: 198 

Number of issues dealt with: 1134 

Financial gain for clients: £574,284 

“Many working age people faced with a terminal       
diagnosis have no idea about their entitlement to    
benefits or their pensions.  A recent client assumed  if 
she took her pension as a lump sum she’d have no 
weekly income. However she was entitled to New Style 
Employment & Support Allowance and Personal        
Independence Payment  giving her a weekly income of 
£265.95.  This made her feel much better about her 
decision to leave work.”   

“Very impressed with the           

outstanding services provided to 

me from [Caseworker] at the         

Winchester Citizens Advice. 

Thanks, much appreciated.” 



Debt Relief  

People seeking advice with debt dipped significantly    

during the first six months of the year as government   

Initiatives, such as restrictions on credit collection and 

bailiffs, provided temporary protection. However in the 

second half of the year, the number of people seeking 

help with debt increased and thanks to funding from the 

Money and Pensions Service we were able to train and 

employ two part-time debt advisers.  

Benefits Casework 

Our benefits caseworker helps clients with complex 

benefits claims including supporting individuals through 

a benefits appeal or tribunal.  These clients often have a 

disability or long-term health condition and can be    

extremely vulnerable.  This has been a very different 

year for tribunals and benefits appeals with many not 

taking place as planned and no face to face tribunals.  

Number of debt clients: 530 

“Not only have I felt supported with really good     
advice and information but in a                            
non-judgemental way – that is so important 
when dealing with debt problems. I can’t think 
of any improvements needed!’” 

Number of DRO’s completed:  6  

Total debts written off:  £123,000  

 

 
Number of clients supported: 20 

Clients assisted through tribunal: 7  

Success rate of tribunals: 85%  (6 out of the 7) 

“Thank you so much for your     
support and help. You have spent 
a lot of time with me and helped 
me with all the paperwork and I 
am very grateful. I am very happy with the 
outcome of the appeal. Thank you so much 
for everything and all your time.” 



Help to Claim  

Our Help to Claim project helps people apply for, and 

successfully receive their first Universal Credit payment. 

This year we’ve helped 425 clients with an initial claim 

for Universal Credit which is a 22% increase on the     

previous year. The impact of the pandemic on people’s 

financial and employment situation has meant that 

many more families and individuals have had to turn to 

Universal Credit for support.  

Number of clients helped:  425   

Number of issues dealt with: 695 

Income gain:  £350,569 

Hate Crime Reporting Centre  

In the 12 months to April 2021, our volunteers 

helped clients with 230 issues linked to hate crime 

or discrimination—an increase of over 80% from 

the previous year.  

Domestic abuse was the most common issue    

reported, along with racial and disability             

discrimination.   

“I've been declined by Universal Credit so 

many times that I wanted to give up. 

Citizens Advice showed me I shouldn't 

give up and everybody was so patient, 

kind and helpful. There are no words 

how thankful I am. Thank you so much!“ 

Research and Campaigns  

We use our clients’ experience to research and 
campaign for positive change. 

As a result of our campaigning nationally, the            

government paused evictions and bailiff activity 

when coronavirus restrictions were strictest, and 

extended notice periods for evictions. 

The government also adopted several of our               

recommendations, including extending the        

Universal Credit uplift (temporarily) and the      

suspension of the Minimum Income Floor for     

self-employed workers.  



Issues we supported our clients with during 2020/21 



Chair’s report  
What an extraordinary year we have had – dominated of course by the impact of 
Covid-19.   During that first lockdown at the end of March 2020 we were still getting 
our volunteers set up at home to deal with clients by telephone, email and            
webchat.  This involved huge efforts by our staff to obtain the right equipment and 
then deliver it all to the volunteers and train them how to use it.   

 
Once underway it became clear that the demand for our services had significantly 
increased and interestingly, because we were dealing with most of our clients’      
problems on the phone, we were able to reach many more of them each day than 
previously.   

 
Telephone consultations are fine for relatively straightforward issues, but as soon as 

complex documents become involved, either more sophisticated equipment is  needed or the client needs to be seen 
face-to-face.  Once the spring lockdown was eased staff re-ordered the reception area to make a safe place for face-to-
face client sessions, keeping these to the absolute minimum for the safety of clients, staff and volunteers.  But then we 
had the autumn short-lived lockdown and the long winter 2021 lockdown to cope with.  This put a stop to face-to-face 
contacts but it did give us the opportunity to improve our equipment so we could deal with the more complex cases 
online.   

 
We are still cautiously moving volunteers back into the office for telephone and face-to-face meeting for those who need 
them.  We are hoping against hope that we don’t have to reverse any of the progress we’ve made back to some sort of 
normal as the 21/22 winter looms.  All of this was done against the background of a fearful time for everyone,  including 
a number of instances of staff and volunteers catching Covid themselves or having to look after dependants during       
lockdown, leading to enforced absences.   



Throughout this turbulent time, staff and volunteers (and that includes trustees) have been quite exceptional,    
always going the extra mile for the clients and for each other.  Sue, our Chief Officer, recognised very early on the 
importance of guarding against burn-out and stress and did a lot of work both internally at CAWD but also for the 
wider Citizens Advice national network in developing  both awareness of the risks to mental health of such high 
pressure working and schemes to mitigate them.  I want to thank her, and all the staff, volunteers and trustees for 
all they have done during the pandemic to not only maintain but increase our service to clients, always maintaining 
the very high standards to which we hold ourselves.    

 
So much more could be said about the last year: the growing number of partnerships we have with a wide range of 
organisations, the emphasis we are putting on seeking out the most vulnerable in the Winchester District, the new 
important projects we have to enable us to do this, the huge efforts to resume – now via email - our help to        
prisoners at Winchester Prison despite Covid and the need for tight security,  our specialist work on debt and       
Universal Credit issues, our continued excellent relationship with our main funder Winchester City Council to whom 
we remain very grateful -  the list goes on.  At a time when our clients needed us more than ever, we stepped up 
and I am so proud of CAWD that we did so.   

 
As many of you know I am retiring from the Board after nine years of service to CAWD. I was able to make that   
decision for two main reasons: one that Sue Campbell has proved such an exceptional leader of CAWD and second, 
that I have in Sarah Gooding a fantastic new Chair who will take over at the AGM on 18 November.  I couldn’t be 
leaving CAWD in better hands.  Thank you to everyone for being wonderful colleagues, partners and                      
supporters.  It’s been a joy to work with you all.    

 
Rachel Aron 
Chair of Trustees 



Our finances in 2020/21 

 Unrestricted 2021 Restricted 2021 Total funds 2021 Total funds 2020 

INCOME      

Core grant—Winchester City Council  211,000  211,000 202,000 

Other income including grants, donations  84,164 87,962 172,126 140,471 

and fundraising      

Investment income  465  465 778 

TOTAL INCOME 295,629 87,962 383,591 343,249 
     

EXPENDITURE     

Costs of income generation  19,000  19,000 20,600 

Charitable activities  262,673 87,962 350,635 338,181 

TOTAL EXPENDITURE 281,673 87,962 369,635 358,781 

     

NET INCOME/(EXPENDITURE)  13,956 - 13,956 (15,532) 

Transfers (to) / from designated reserves (12,500) - (12,500) 5,000 

NET MOVEMENT IN FUNDS 1,456 - 1,456 (10,532) 

     

RECONCILIATION OF FUNDS     

Total funds brought forward  178,484 8,138 186,622 202,154 

TOTAL FUNDS CARRIED FORWARD 192,440 8,138 200,578 186,622 

Winchester District Citizens Advice Bureau (a company limited by guarantee) Statement of Financial Activities 
(incorporating Income and Expenditure Account) for the year ended March 2021 

All activities relate to the continuing operations. The statement of financial activities complies with the requirements for income and expenditure account as outlined 
in the Companies Act 2006. This statement includes all gains and losses in the year and all incoming resources and resources expended that derive from continuing 
activities. For a full copy of our financial accounts please contact us.  



Thank you to everyone for your support   
As a local, independent charity, our service couldn’t exist without the support and generosity of the local community. 

From our amazing volunteers, to the local groups and organisations that have supported us with a donation. Thank you!  

 



Winchester City Council  

Citizens Advice Hampshire  in partnership with  
Macmillan Cancer Support 

Citizens Advice Hampshire 

Citizens Advice  

London Legal Support Trust  

Money and Pensions Service 

Tim Gibbons 

Councillor Tod  

Councillor Porter  

Councillor Huxstep  

Councillor Hiscock  

Councillor Stallard 

Councillor Humby 

C Thomsett 

Lucy Grafen  

National Lottery Community Fund  

Radian Group  

 

Special thanks to our donors this year  

Plus the following Parish Councils: 

Badger Farm PC,  Bighton PC, Bishop’s Sutton PC, Boarhunt PC , Bramdean & Hinton Ampner PC ,  

Cheriton PC, Colden Common PC , Corhampton & Meonstoke PC, Crawley PC,  Curdridge PC , 

Denmead PC, Droxford PC , Durley PC, Headbourne Worthy PC , Itchenstoke and Ovington PC, 

Itchen Valley PC, Kilmeston PC , Kings Worthy PC, Micheldever PC , Newlands PC, New Alresford PC 

Old Alresford PC , Oliver’s Battery PC , Otterbourne PC , Owslebury PC , Swanmore PC , 

Tichborne PC, Twyford PC , Upham PC, West Meon PC, Whiteley TC, Wickham PC, 

Wonston PC  



Citizens Advice Winchester District  

Winchester City Office 
City Offices, Colebrook Street,                                       
Winchester SO23 9LJ  
 
Bishop’s Waltham Office 
Well House, 2 Brook Street, SO32 1AX  

 

 0808 278 7861 (open Mon to Fri 10am-4pm) 

  advice@cawinchesterdistrict.org.uk  

 www.citizensadvicewinchester.org.uk  

Citizens Advice Winchester District is an operating name of Winchester District Citizens Advice Bureau. Registered office: Citizens Advice Winchester District, 

City Offices, Colebrook Street, Winchester SO23 9LJ. Company registration: 7799341. Charity registration 1144965.  

 “Keep up the good work, 

people like you are a true 

God send. Thank you again 

for all your help.” 

 
“Thank you so much for all 
you have done, I would 
have been completely lost 

without your support “ 




