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Our Aims 

 

The overall aims of the service are: 

 

 To provide the advice people need for the problems they face; 

 

ensuring individuals do not suffer from a lack of knowledge about their rights and 

responsibilities; and 

 

 To improve the policies and practices that affect people's lives; 

 

ensuring a responsible influence is exercised on the development of social 

policies and services at both local and national levels. 

 

 

 

Our Objectives 

 

The objectives of the Citizens Advice service are: 

 

 To help people resolve their legal, money and other problems; 

 

by providing free, independent, confidential and impartial advice, and by 

influencing policy makers; and 

 

 To value diversity, promote equality and challenge discrimination. 

 

 

All Citizens Advice bureaux use the evidence of their clients' problems to campaign 

for improvements in the laws and services that affect everyone. 
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Chair's Report 

 

 

Once again, Hounslow Citizens Advice Bureaux Service has continued to provide services 

to a continually increasing number of clients. This year we saw 8,765 clients, involving 16,033 

client contacts, and helped with 21,622 enquiries. 

 

We also contributed to a number of social policy issues, including the cuts to Legal Aid 

and the conduct of Bailiffs. In addition, we collected evidence relating to debt, benefits, 

housing, employment and legal matters. 

 

Amongst the main challenges faced this year has been the continued impact of the 

Welfare Reform Acts, for example, homelessness due to the 'Bedroom Tax' and the increased 

need for Food Banks due to the Benefits Cap. We also faced the practical challenges to the 

service arising from the relocation and reconfiguration of the Hounslow offices and the 

implementation of our new electronic case recording system, Petra, that has been successfully 

completed, despite some initial teething problems. Once again, our excellent staff and volunteers 

have risen to all of these challenges and have dealt with them admirably, often in very difficult 

circumstances. 

 

Our collaborative working relationships continued with our various partner organisations, 

including Age UK Hounslow, ILAYS and Disability Network Hounslow among others. We are also 

grateful, as ever, to our Honorary Legal Advisers from many local firms of solicitors, who give 

generously of their time by holding daytime sessions in all three of our offices and by 

participating in our weekly evening Free Legal Advice surgeries. 

 

The London Borough of Hounslow, our principal funder, has continued to provide 

invaluable support to the Hounslow CABx Service. We are continuing to deliver services under 

the four contracts that we won from the Borough at the beginning of 2011 and are hoping to 

continue this relationship into the future. 

 

Looking forward to 2014–2015, the main challenges for the Service will be to submit the 

new bids in order to, hopefully, continue with our commissioned advice services and to pass our 

three-yearly Citizens Advice Audit of our services and governance. 

 

 This will be my first and final annual report as Acting Chair, as I have decided to give up 

my role as a Hounslow CABx Service Trustee. Having been a trustee for almost five years, I 

decided to step down and to hand over the reins to my fellow trustees on the Board. We have 

recently recruited several new trustees, and, together with those who have been with us for 

some time, we have a strengthened and enthusiastic Board that will be well placed to provide the 

support and energy required to help take the Service forward as one of the most successful in 

the country. 

 

I would like to thank everyone who has contributed towards the many achievements of 

our Service this year and I will miss you all. 

 

 

Sue Boyall 
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1939 to 2014: 75 Years of Advice 

 

 

Hounslow Citizens Advice Bureaux Service launched in its current format in 1999, 

although advice has been given in the borough dating back to 1939. Our Brentford 

and Chiswick bureau was opened in Chiswick Town Hall as part of the first two 

hundred Citizens Advice Bureaux to be launched nationally. 

 

From its origins as an emergency service during the Second World War, Hounslow 

Citizens Advice Bureaux Service has evolved as a frontline agency providing 

essential advice and information services to those living and working in the London 

Borough of Hounslow. 

 

 

The Charity for Your Community 

 

Hounslow Citizens Advice Bureaux Service is an independent registered charity and 

a member of the Citizens Advice national network. Without funding through public 

sector grants and contracts, and charitable fundraising, we could not continue to 

provide the necessary help and support to the local community. 

 

We are extremely grateful for the continued support of our existing funders and, in 

addition, we regularly seek new streams of funding with which to build new 

partnerships so that we can develop our work further. This is to ensure that we can 

continue to meet the changing, and ever-increasing, needs of the local community.  

 

 

 

 

 

Making a Donation 

If you would like to know more about what we do, or support us in 

any other way, we would be delighted to hear from you! Please 

contact Elaine White at e.white@hounslowcabs.org.uk for further 

information. 
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Treasurer's Report 

 

 

I am delighted to present the accounts for Hounslow Citizens Advice Bureaux Service 

for the year ending 31st March 2014.  

 

Our accounts show that our income for the financial year 2013-2014 was £506,624 and 

our expenditure was £457,747 (both including the value of Premises In-Kind of £40,000) thus 

giving an essential surplus. It has enabled us to keep our reserves at the recommended level, 

which needed to be higher than last year’s level, due to the increase in our income. This led to a 

substantial increase in the growth of our organisation and services and hence a significant 

increase in our income and expenditure. 

 

Our main income is from the London Borough of Hounslow. Following the London Borough 

of Hounslow’s move to voluntary sector commissioning three years ago and, as a part of their 

corporate funding strategy for the financial period 2011-2015, we agreed a reduction of 5% in 

our funding for years two and three, giving an overall reduction of 2.5% for the four-year 

period. This reduction was due to austerity measures and the downturn in the economic climate. 

 

Therefore, a surplus throughout years one and two was very essential to ensure that we 

could meet our budgets for years three and four. This has given us a more secure start to the 

coming year and also for the future. It is only by severely and continuously scrutinising our 

spending that we are able to maintain a tight control of our financial affairs. We continue to 

make every effort to obtain additional funding with some success. Our thanks go to our Borough 

Director for her endeavours. 

 

The strategy of introducing our stronger internal control system that enables us to 

monitor and carry out our quarterly reviews of bookkeeping, checks and balances, continues to 

ensure that we are in control of our finances. This makes the procedure much more transparent 

to our funders and is working very well. 

 

As usual my thanks must go to Parveen Sohal, our Borough Director, for her help and 

guidance during the financial year, especially in finding new sources of funding. Once again my 

thanks and appreciation go to Christine Green, who has kept the accounts in excellent order. My 

co-trustees and I appreciate their hard work and assistance. 

 

My thanks go to Sue Boyall, our chairperson, and all other members of the Trustee 

Board, for their support. I would also like to thank all our staff and volunteers for their 

excellent work and services on behalf of Hounslow borough residents. 

 

The financial report and fully audited accounts for the year ended 31 March 2014 can be 

obtained by contacting Christine Green at the company's registered office, Feltham CAB. The 

accounts were audited by M.Afolabi & Co Ltd, 133 Heston Road, Hounslow, Middlesex TW5 0RD. 

 

 

Lasana Sheriff 
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Finance Report 

 

 
Our main financial support once again came from the London Borough of Hounslow, this year in the 

form of the four bids that we had previously won. These are four-year contracts, running from April 

2011 to March 2015, that cover Generalist, Specialist, Disability and BAME (Black, Asian and Minority 

Ethnic) Advice. Additionally, we received funding from the Big Lottery Fund for a new project, the 

'Advice Services Transition Fund', and from Citizens Advice via a Utilities Grant. The remainder of our 

income was made up of Donations (£500), the Waitrose Chiswick Community Matters Scheme (£300), 

a Citizens Advice Debt Relief Order Grant (£157) and various smaller amounts (totalling £320), all 

combined to make a Sundry income of £1,277. 

 

Our three offices are all situated in council buildings, provided by the London Borough of Hounslow, 

giving us a rent subsidy, in-kind, at an estimated total value of £40,000 per annum. 

 

 
This year, 78% of our income 

came from the four contracts that 

we have with the London 

Borough of Hounslow. They also 

provided us with free premises, 

for our three offices, that 

amounted to an additional 8% of 

Benefit In-Kind to our Service. 

Similar to previous years, 93% of 

our expenditure was directly 

spent on Charitable Activities. 

This includes the benefit In-Kind 

of the provision of our three 

offices. Only 6% was expended 

on Other Resources and a mere 

1% on Governance. 
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Minutes of the 2013 Annual General Meeting 

held in Montague Hall, Montague Road, Hounslow on 

Tuesday 12 November 2013 

Chair's Opening Remarks 

Yvonne Birch, our chair, welcomed everyone to our AGM and Christmas Party. She began by saying that our 

organisation was going from strength to strength. During the last year we were very pleased to have solved one of 

our oldest problems - Chiswick premises. After many previous attempts, it had finally been resolved. Following 

Hounslow Homes leaving the Town Hall, an agreement had been reached with Fusion and the council for us to 

swap some rooms, enabling the Chiswick office to be situated all on one floor, which was much safer and more 

suitable for all of our staff and clients. Yvonne then told us that, sadly, this would be her last AGM, as she was 

standing down. Yvonne had been on the Trustee Board for 12 years and, before that, she had worked as a 

volunteer adviser. She had made the decision to step down, due to work and family commitments, but she was 

pleased to have been associated with such a fantastic organisation. Having looked at some old annual reports 

that had shown some very difficult conditions and circumstances, the organisation had been turned around into 

the success that it had become. During the last few months of the year, we had also lost three other trustees, due 

to the pressure of their jobs, and we had begun recruiting for new trustees. 

 

Apologies for Absence 

Elaine White, one of our administrators, reported that several apologies had been received, in particular, from 

some of our local councillors, our MPs and some staff from all three bureaux. 

 

Minutes of the 2012 AGM 

The minutes, on pages 4 and 5 of the annual report, were proposed to be adopted as a true and accurate record. 

Yvonne Birch, Chair, proposed the adoption of the minutes and this was seconded by Parveen Sohal, Borough 

Director. The meeting agreed. 

 

The Annual Report 

Parveen Sohal, our Borough Director, presented our annual report and highlighted some examples of our work in 

the case studies on pages 8 to 12. Parveen also mentioned our partnerships working, illustrated on page 19, that 

showed the added value of the free time given to our service by other organisations, pro-bono solicitors and all of 

our volunteers. Our statistics for the year were on page 20 and showed that 87% of our work fell into the top six 

categories. The trends over the last year were on page 21 and showed that enquiries in all categories had 

increased, with Employment and Support Allowance enquiries having gone up the most by a staggering 53%. 

Parveen ended by saying that she had recently had a look through our archives containing old hand-written 

reports and certificates, with the oldest report being from 5th March 1942. They were all very interesting, 

especially the old case studies, and showed the differences and progress to the present time. Parveen ended by 

giving her thanks to everyone involved with the Hounslow CABx Service, as none of our achievements would 

have been possible without all the hard work and dedication of all of our staff and volunteers. 

Susan Boyall, Trustee, proposed the adoption of the annual report and this was seconded by Jagjiwan Singh, 

Trustee. The meeting agreed. 

 

The Annual Accounts 

Lasana Sheriff, our treasurer, was happy to present the accounts for 2012-2013. Our income less expenditure for 

the year gave us an essential surplus that kept us in a secure financial position. Our main revenue for that year 

had come from the London Borough of Hounslow. During the year, due to the austerity measures, the council's 

revenue had been cut by the government, and this had resulted in the value of our contracts being reduced by 5% 

for years 2 and 3, which equated to an overall reduction of 2.5% over the 4-year period. This meant that we 

needed a surplus in years 1 and 2 to balance our budgets for years 3 and 4. Lasana pointed out that we had good 

control of our finances with systems in place that he checked quarterly. This enabled us to show our funders our 

financial integrity. Lasana gave his thanks to Christine Green for keeping the accounts in good order. He also 

gave a big thank you to all our volunteers for their efforts. He commented that we could not give them money but 

we could give them a round of applause. The audience clapped their appreciation. He then gave thanks to 

Parveen for fundraising and said goodbye to Yvonne with thanks for her support and that of the other trustees. He 

ended by saying that copies of the full accounts were available from Christine Green at the Feltham CAB office 

and that the auditors were M.Afolabi & Co. Lasana asked for any queries to be directed to him and thanked 

everyone for coming. 

Penny Allen, Disability Adviser, proposed the adoption of the accounts and this was seconded by Yvonne Birch, 

Chair. The meeting agreed. 
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Appointment of Auditors 

The treasurer proposed M.Afolabi & Co, 133 Heston Road, Hounslow TW5 0RD to continue as our auditors. 

Theresa Tierney, Hounslow Volunteer Representative, proposed the adoption of M.Afolabi & Co as auditors and 

this was seconded by Sue Boyall, Trustee. The meeting agreed. 

 

Nominations for Election to the Board for 2013-2014 

Elected members 

Susan Boyall, Lasana Sheriff, Basil Mann, Jagjiwan Singh, Lata Dhiri. 

 

The above names were read out by the chair and, there being no further nominations, these people were elected 

to the board. 

Parveen Sohal, Borough Director, proposed the election of the trustees en bloc and this was seconded by Ehud 

Sivosh, Specialist Team Leader. The meeting agreed. 

 

Achievement Awards 

During the year many of our volunteers had passed their training. The chair stressed that a great deal of hard 

work went into completing the Citizens Advice basic training certification course. There were two types of 

certificate, Gateway Assessor and Generalist Adviser. The following were awarded with certificates for Gateway 

Advisors: Andrew Wood, Hazel Hardy, Anne Muthumu, John Sharkey and Sara Ramhit. Sara Ramhit was also 

awarded a Generalist Adviser certificate. The chair congratulated them and read out all of their names. 

Certificates were presented to those present on the night. 

 

Guest Speakers: 

The chair introduced two members of our staff, who gave us an insight into a day in the life of our bureaux: 

 

Roger Penfold – Volunteer Generalist Adviser in our Feltham Bureau 

Roger spoke about a typical day in the life of an adviser in the bureau and outlined how the advice process 

worked. Clients were seen in a drop-in session on a first come, first served basis. Emergencies were always seen 

on the day. Clients were given a Gateway interview, a type of triage, which usually took about 15-20 minutes. If 

the case was complicated, an appointment to see us again at a later date or a referral was made. Roger then 

gave an example of a typical day - one fine September day, six clients were waiting. First needed was hot black 

coffee and then the IT systems were checked to be working. A last check to make sure that I had everything, 

especially a box of tissues, as clients could be more emotional these days. We were often the last chance saloon 

and clients were already frustrated. Some clients couldn’t face going home dreading another letter or bailiffs at the 

door etc. After a morning of seeing clients, there was only a short time to grab a quick lunch then all the cases 

had to be written up and telephones needed to be answered. If time allowed, some training and/or research could 

be done. Then it was time to go home, where you could reflect and hope that the clients were happy that they had 

made the first step on what could be a long hard road to solving their problems. Each day in the office was a 

varying mix of clients and emotions. 

 

Penny Allen – Disability Adviser with our Specialist Team 

Penny told us that she dealt with clients who saw her by appointment after first coming to the open door and 

having had a Gateway interview. A great deal of Penny's work involved form filling, for example, forms for 

Disability Living Allowance. The background of the client first needed exploring and then difficult intimate 

questions needed to be asked for the purpose of filling in the form. Advisers had to be very creative to get the 

answers that were needed. Penny then spoke about the assessments carried out by Atos Healthcare on behalf of 

the Department for Work and Pensions and stressed her frustration with the system, when clients that she felt did 

meet the criteria of the benefit they were applying for were refused, leading to a very long appeals process. 

 

Vote of Thanks 

Yvonne gave her thanks to Roger and Penny for the insight into bureau life. 

 

Presentation to Yvonne 

Our longest serving volunteer, Bernadine Doran, thanked Yvonne for all her years with Hounslow CABx Service 

and presented her with a leaving gift on behalf of all the trustees, staff and volunteers. 

 

Chairs Closing Remarks 

On behalf of Parveen and herself, Yvonne thanked all volunteers and staff for their hard work. The chair thanked 

everyone for attending the meeting and, with the official business having been concluded, invited everyone to 

take refreshments. The meeting closed at 7.30pm. 
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Borough Director's Report 

 

 

Another extremely busy year... 

 

Looking back at our previous year is a reminder of how well Hounslow 

Citizens Advice Bureaux Service adapts and responds to challenges. 

 

We faced many challenges last year, including some that continued from 

the previous year, for example, the economic situation and the impact of the 

Welfare Reforms. We also faced new challenges like the introduction of Petra, 

our new electronic case recording system, and the relocation of our Hounslow 

office, which involved two moves, that resulted in the loss of our client waiting 

room. This caused us to have to make major changes to our service delivery and 

meant that we could no longer hold drop-in sessions from our Hounslow office. 

 

Despite all this exceptional pressure, thanks to all the efforts of our 

volunteers and staff, we performed magnificently by completing the training for 

Petra and starting to use the new system; meeting all the targets set by our 

contracts; adapting to new ways of working with new partners; introducing a new 

volunteer training system; dealing with the two office moves and managing an 

increased work load.  

 

Another major development over the last year has been that, as a part of 

the Big Lottery 'Advice Services Transitional Fund', we started working in 

partnership with other advice providers in the borough on a borough wide 

volunteer training programme. We welcomed our new partners and looked 

forward to working with them. 

 

Looking forward to next year, we are expecting to submit new bids to the 

London Borough of Hounslow for continuing our commissioned Advice Services. 

As a ‘trusted brand’, Hounslow Citizens Advice Bureaux Service will continue 

working together with our partners to deliver value for money, responsive 

services and improved access to independent information and advice provision. 

 

My sincere thanks go to all our staff, voluntary and paid, working in all of 

the various roles in the bureaux, and to all members of the Trustee Board, for 

all their hard work and commitment that has made our service such a success. 
 

 

Parveen Sohal 
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Key Achievements 

 

 

 

 

 

 

 Total financial outcomes for our clients amounted to £1,698,336 for the year. 

This figure included gains for our clients, which was mainly money recovered on their 

behalf through benefit claims, appeals and managed debts. 

 

 Face-to-face advice was provided by our trained volunteer and specialist advisers, 

in many community languages, in the form of drop-in sessions and pre-booked 

appointments from our three offices and outreaches.  

 

 Telephone advice was provided for an increased number of 24 hours per week in 

addition to the above face-to-face sessions, with one single helpline telephone 

number for the whole borough. 

 

 More than 80 volunteers worked in the Hounslow CABx Service last year and 

performed a variety of duties, at an estimated current market value of £482,403. 

 

 Pro-bono advice sessions continued to be provided across the borough, relating to 

the main advice areas of law, for example, Housing, Immigration, Employment and 

Relationship. This brings about improved services to the community, increased 

income and spending within the community and a reduction in stress, ill-health and 

social and financial exclusion. The total hours of pro-bono advice sessions provided 

was estimated to be worth £210,400 last year. 

 

 A Borough-wide Training Programme was developed for advice workers as part of 

the Big Lottery 'Advice Services Transition Fund' and 14 volunteer advisers from 4 

'not-for-profit' organisations within the Hounslow borough have already been trained.  

 

 Referrals continued to be accepted from Staines County Court Help Desk, as we 

are partners in that scheme. 

Hounslow Service helped 8,765 clients last year 

with 21,622 enquiries from 16,033 client contacts 
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Some Examples of Our Work 

 

 

 

The Impact of the Welfare Reform results in our client's 

eviction 

Ms H is a lone parent with five children aged 4 to 14. The 

family lived in privately rented 3-bedroom accommodation. 

The rent was £300 per week, which was £50 lower than the 

Local Housing Allowance. 

Ms H was entitled to the high rates of Child Tax Credit and 

Child Benefit but the Benefit Cap of £500 per week meant 

that she was only able to claim £88 per week towards her 

rent. This left her with a massive shortfall of £212 per week. 

Unable to pay such a high amount from her other subsistence 

benefits Ms H, with our help, applied for a Discretionary 

Housing Payment as a top up to meet the gap. She received 

this until September 2013 but then the rules concerning 

Discretionary Housing Payments changed and it was 

dramatically reduced to £140.90 per week from 1 April 2014 

and then it stopped altogether. At this time, we helped her 

with an 'Application to Reconsider' that resulted in a weekly 

allowance of £46 for three months only. 

This led to increasing rent arrears following which the 

landlord obtained possession and eviction orders: Our client 

was evicted. 

The family were housed by the council in emergency interim 

accommodation, that will have cost more than the benefit 

saved. We expect to see the same pattern repeating itself as 

the Benefit Cap continues. 

This is a very stressful experience for families, especially for 

the children, who can be uprooted from their school, friends 

and other members of their family. 

CASE Study 1 

 

Impact of the Welfare Reforms 

Families living in privately 

rented accommodation are 

experiencing possible eviction 

due to the Benefit Cap. 

Previously, the rent would have 

been covered by Housing 

Benefit but, with reduced 

payments, clients can find 

themselves in rent arrears. 

While some people decide to 

come to the CAB for advice, 

many others assume that when 

a public authority issues a 

decision it must be correct and 

they do not challenge it. 

  

RESULT: We did help our 

client's family stay in the 

property longer but the 

Welfare Reforms ultimately 

led to their eviction 

 



 

75 Years of Advice 11 

 

 

 

 

An EU National was refused benefits: We had to appeal 

to the Upper Tribunal 

Ms C is a Polish national who came to the UK in September 

2004. She had worked continuously since arriving in the UK. 

She had also studied at University where she met and 

married a British man.  

After the birth of her baby, in 2009, she had been able to 

carry on working. However, in February 2010, her marriage 

ended and she had to stop working in order to look after her 

baby.  

Ms C claimed Income Support, as a lone parent, but was 

refused on the grounds that, as an EU national, she did not 

have the 'Right to Reside' in the UK. We believed that the 

decision was wrong and so we helped her with an appeal to 

the First Tier Tribunal. 

In July 2010, the judge in the First Tier Tribunal rejected our 

appeal. We believed that the judge erred in law and was also 

wrong with regard to the facts of the case. We therefore 

appealed to the Upper Tribunal. 

Appeals to the Upper Tribunal are notoriously long and, in 

February 2012, the Upper Tribunal finally quashed the 

decision of the First Tier Tribunal, ordering a new hearing 

with a different judge.  

Finally, in June 2012, two years and four months after 

originally applying for Income Support, the Tribunal allowed 

Ms C’s appeal and awarded her Income Support backdated to 

February 2010. 

 

CASE Study 2 

 

Vulnerable people might 

wrongly find themselves made 

homeless 

Local authorities have a duty to 

provide housing to people who 

are vulnerable as a result of 

mental illness. 

 

 

 

 

 

 

  

RESULT: After CAB 

intervention, our client was 

provided with the housing 

she was entitled to 
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Our client loses work due to cancer and spirals into 

debt: We helped her to deal with her debts and her 

recovery improved 

Ms A is a young woman who, until five years ago, was in well-

paid full-time employment. While working, she took out a 

couple of bank loans and credit cards but was comfortably 

able to make repayments. Unfortunately, she was diagnosed 

with Leukaemia and, after a short period off sick, could not 

work. Her income was then reduced to Employment and 

Support Allowance together with Disability Living Allowance. 

The immediate effect of her reduced income was that she 

was no longer able to maintain the payments on her credit 

agreements. The amount of debt began to escalate with 

added fees and interest. 

After treatment, she returned to work and stopped the 

escalation of her debts. Unfortunately, there was then a 

recurrence of her illness and she had to go through more 

treatment and was again unable to work. 

Her debts had reached £12,500 when she came to Hounslow 

CAB for help. After an initial interview, she was referred to 

our Specialist Advice Team. One of the most disturbing things 

we noticed was that, even though her cancer treatment had 

been successful, her recovery was being hindered by the 

pressure and anxiety of dealing with debt. 

We helped Ms A to budget to prevent any new debt. We then 

looked at long term options and she decided that her best 

option was a Debt Relief Order (DRO). As a licensed DRO 

intermediary we were able to do this for her. She is now 

debt- free and feeling much better as she no longer has stress 

and sleepless nights. She is in remission and is planning to 

return to work part-time. 

 

CASE Study 3 

 

Illness can result in a dramatic 

change of circumstances 

Clients faced with a big change 

in circumstances resulting from 

illness can face a slower 

recovery due to the stress of 

dealing with mounting debts. 

Interest charges and late 

payment fees escalate the debt 

and, because some companies 

use pressurised debt collection 

practices, clients feel stressed 

and unable to cope. 

Everyone in this situation 

should seek free debt advice. 

 

  

RESULT: We obtained a 

Debt Relief Order for over 

£12,500 and our client's 

recovery improved 
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A vulnerable, homeless client was denied housing: We 

had to intervene 

Mrs B suffers from Schizophrenia. She is married and claims 

Disability Living Allowance together with Employment and 

Support Allowance as a couple. 

The family became homeless after the landlord wanted to 

live in the property himself. They made a homelessness 

application to the local authority who referred them to 

emergency Bed and Breakfast accommodation pending a 

decision on this application. 

However, in spite of Mrs B’s mental health disability, the local 

authority decided that she was not vulnerable and therefore 

they did not have a duty to provide housing. The family were 

told to vacate the Bed and Breakfast accommodation by the 

end of the month. 

At this point, Mrs B came to Hounslow CAB for help. She was 

given an appointment with our Specialist Disability Adviser 

who immediately requested a review of the decision. The 

local authority did agree to review their decision but said that 

they would not continue to provide the Bed and Breakfast 

accommodation. 

We advised the client to remain in the accommodation and, 

eventually, we received a new decision from the local 

authority accepting full housing duty to Mrs B and her family. 

As a result, the family have been moved into temporary 

accommodation from where they can later bid for a 

permanent property with a higher banding priority. 

 

 

CASE Study 4 

 

Vulnerable people might 

wrongly find themselves made 

homeless 

Local authorities have a duty to 

provide housing to people who 

are vulnerable as a result of 

mental illness. 

 

 

 

 

 

 

  

RESULT: After CAB 

intervention, our client was 

provided with the housing 

she was entitled to 
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A client with mental illness struggles with Tax Credits 

Ms X is a lone parent, with two children to support, who 
suffers from severe depression. 
 
Ms X was claiming Employment and Support Allowance plus 
an element for interest on her mortgage. She had also been 
in receipt of Child Tax Credit for her son that was later 
stopped from the date that he started further education. She 
had been informed that she had an overpayment of £1,330 
which was being recovered by way of deductions from her 
benefits payments. 
 
When her appeal against this decision was not progressing, 
Ms X sought our help. It transpired that the paperwork had 
been lost and, despite resending her appeal papers and all 
documentary evidence again, our client still waited for over 
three months without any payment or a decision.  
 
We investigated the matter and felt that our client had a very 
good chance of winning this appeal, based on the evidence 
available.  
 
It also transpired that our client had not appealed a previous 
similar decision made for her daughter who was also in full-
time education. At the time, Ms X was so ill that she was 
unable to appeal the decision. This meant that she had lost a 
substantial amount of benefit that she should have been 
receiving for the past two years. 
 
We helped to put a hold on the recovery of the overpayment, 
restored Child Tax Credit payments for her son and submitted 
an appeal for the decision made for her daughter.  
 
This challenge was successful. It resulted in a back payment 

of over £5,000 for her daughter and cancellation of the 

overpayment decision for her son. 

 

CASE Study 5 

 

The complicated benefit 

system 

The Tax Credit system is very 

complicated and vulnerable 

clients struggle to appeal HMRC 

decisions. 

Child Tax Credits can be paid 

for a qualifying young person 

up to and including the last day 

they undertake full-time non-

advanced education, approved 

training or reach age 20, 

whichever is the sooner (and 

providing they meet all other 

qualifying conditions). 

 

  

RESULT: With our help, our 

client was able to recover 

over £5,000 back payment 

of Child Tax Credit and 

receive ongoing benefit 
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Client pursued for incorrect Tax Credit overpayment 

Ms S is a single parent who separated from her husband in 

July 2010 after suffering from domestic violence. 

HMRC wrote to her in 2013 asking her to repay £6,600 

overpayment of Child Tax Credits claimed as a couple 

between 2010 and 2011. She appealed, without success, and 

soon started receiving letters demanding repayments. 

Ms S came to Hounslow CAB in October 2013. We 

investigated further. After a series of contacts with HMRC, 

and a request for call recordings, we established that the 

client had met her responsibilities (under Code 26) by 

reporting her change of circumstances to them within one 

month. Moreover, she had submitted a new claim and an 

Annual Renewal form with the correct details. 

We wrote to HMRC for a review of their decision about the 

overpayment. 

They replied in March 2014 asking the client to complete an 

annual review form confirming details of the situation and 

giving them her income for the years 2009-2010 and 2010-

2011. Our adviser found that some of the pre-populated 

information on this form was incorrect and had to contact 

HMRC to report the errors. 

Finally, HMRC admitted that they were in error and they 

confirmed, in writing, that Ms S had indeed met her 

responsibility and that they would not be pursuing the 

overpayment. 

 

CASE Study 6 

 

Incorrect decisions made by 

government agencies 

Our client needed CAB help to 

overturn an incorrect Child Tax 

Credit overpayment decision 

made by HMRC. 

 

 

 

 

 

 

 

  

RESULT: After a successful 

appeal, our client was not 

pursued for the Child Tax 

Credit overpayment 
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Our Users' Opinions 

 
 
 
 
Our clients' opinions are very important to us, as it 
helps us to shape our service according to their needs. 
 
 

We gather our clients' opinions in many ways, from 
daily comments, upon completion of cases and by 
running a Client Satisfaction Survey. 
 
 

All clients who contacted our service during a particular 
period, in person or by telephone, were asked to 
complete a questionnaire. The findings were slightly 
different for each office and individual project. The 
total results are summarised below. 
 

Questions   Answers 
2013-2014 

% 
2012-2013 

% 

Access to our service  Very Easy / Easy 95 92 

About the advice received Very Happy / Fairly Happy 97 97 

About the Service received Very Happy / Fairly Happy 96 98 

Use the service again  Yes 99 96 

Recommend us to others Yes 91 96 

OVERALL SATISFACTION 96 94 

 
 
 
 

 

 

 

 

I would like to say a 

very big thank you 

for all your help 
 

It is a great service, 

extremely good 

Useful service. 

Should always be 

available 

Everything the CAB 

helping me is good 

response 

It was great help indeed and the lady who was 

dealing with the case has a brilliant knowledge 

The adviser 

is in good 

mood 

thank you 
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Range of Our Services 

 

Hounslow CABx Service has continued delivering advice services to the residents of the London 

Borough of Hounslow from our three offices and through various projects, outreaches and 

increased hours on our telephone helpline, providing a fully integrated and efficient service.  

 

Our core service included four-year funding contracts with the London Borough of Hounslow to 

deliver four projects: Generalist, Specialist Debt and Welfare Benefits, Disability and BAME 

(Black Asian and Minority Ethnic). We have just completed the third year of this funding cycle. 

 

In addition to this core support, our Service provides added benefit to the local residents by its 

ability to lever-in extra funding to carry out a number of more tailored services, targeted at some 

very vulnerable groups within the community. 

 

 Utilities Project run by Citizens Advice: annually renewable, this project helps staff training 

in dealing with fuel debts as well as monitoring of Fuel Poverty in the borough. 

 

 Benefits, Fuel and Debt Advice funded by the London Borough of Hounslow: the private 

sector housing team refer their clients to us for Welfare Benefits and Debt Advice.  

 

 Pound Advice funded by the London & Quadrant Housing Association: their tenants are 

referred, or can self-refer, to us for Welfare Benefits and Debt Advice. 

 

 Pro-bono Solicitor Service provided by firms of local solicitors: free legal advice is given on 

Employment, Immigration, Family and Housing issues.  

 

 Advice Services Transitional Fund funded by the Big Lottery Fund: a two-year partnership 

training project, successfully training volunteers for our partner organisations, to build advice 

capacity, enabling them to deliver advice to the needy in the borough. 

 

 Representation at Appeals Tribunal Hearings provided by the Free Representation Unit and 

Hillingdon Law Centre: a partnership project to assist clients in challenging Department for 

Work and Pensions decisions, up to tribunal hearings. 

 

 Outreaches provided as part of our contracts with the London Borough of Hounslow: in order 

to make advice accessible to the local community, we operate a variety of outreaches 

throughout the borough, with additional venues being arranged. 

 

All of the above-mentioned ADDITIONAL SERVICES bring about 

improved services, increased income and spending in the community and 

a reduction in stress, ill-health and social and financial exclusion. 
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The residents of the Hounslow borough continued accessing our service in various ways, including 

both drop-in sessions three mornings per week from all of our three offices (during which clients 

can drop-in without an appointment) and our telephone helpline which operates between 10am to 

3pm most weekdays. 

 

During this year, the top four areas of our work remained Welfare Benefits, Debt Management, 

Employment and Housing. 

 

 

Generalist Service 

 

Our Generalist Team consists of three Deputy Managers (one for each office), one Borough 

Director, one Borough Services Manager, two Borough Administrators and approximately eighty 

experienced volunteers (in the differing roles of Advisers, Receptionists, Gateway Assessors, IT 

Workers, Administrators and many more...). 

 

All client journeys start from drop-in sessions, telephone calls or referrals from other agencies. 

 

On their first contact with the service, all clients receive an initial Gateway Assessment (GA) 

interview. The purpose of the GA is to briefly explore the client's problem and assess the best way 

forward for the client (see diagram on the next page). 

 

Following this, clients may be given the appropriate information, signposted to organisations 

better suited to assist them or we may act on their behalf by booking an appointment; this may be 

on the same day, depending on the urgency of the situation, or on a different day, to allow the 

client to bring in the appropriate documents.  

 

Many clients return more than once with the same issue. This is generally because their situation 

may not have progressed, their circumstances may have changed or, sometimes, an agreed course 

of action has not worked. Each time a client comes to us, our advisers aim to ensure that the case 

has moved on. 

 

Many of our clients are vulnerable because of physical and mental health disabilities or because 

of social and language isolation. 

 

Following the Welfare Reform Acts, the current benefits regime and policies have had a huge 

impact on the poorer members of the population and, in particular, more vulnerable people. 
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All Clients Receive Gateway Assessment Interview 

Face to Face or Telephone

Resolved with Self Help or 

Assisted Information?
Yes

No further action but client 

advised to return if problem is 

not resolved

No

Is the client at Risk?

Is the problem time critical?

Is the problem an emergency?

Yes

Make active referral to in-house service or other 

appropriate agency making sure the urgency of 

the matter is recognised by the provider

No

Can the issue be managed by CAB General 

Service, Specialist or Project Worker within a 

reasonable timeframe

Yes

Appointment booked for client and details given of what to bring 

when they next attend.  Provide background information if 

appropriate so that they can prepare

No

Identify appropriate agency and 

make active referral for the 

client.

 

 

 

 

Specialist Advice Team 

 

This team is dedicated to providing in-depth advice and assistance in complicated Welfare 

Benefits and Debt Management cases (including Debt Relief Orders and Bankruptcies). The 

Specialist Advice Team operates out of all three bureaux and consists of two four-day per week 

paid advisers. They also provide specialist support and training to our advisers in the bureaux (on 

an 'as and when needed' basis).  

 

As a part of our integrated advice service, most of the appointments for this team are made by the 

generalist advisers following Gateway interviews with the clients. This type of casework often 

creates a great deal of follow up work, for example, repeat visits by clients and a number of 

contacts via phone calls and/or letters with third parties, such as the Benefits Agencies, Courts, 

Tribunals and creditors.  

 

The main issues brought to the team were appeals and challenges on Housing and Council Tax 

Benefits, Tax Credits, Employment and Support Allowance and EU nationals' rights to Benefits 

and/or Tax Credits. In the area of debts, we mainly dealt with multiple-priority and non-priority 

debts including Council Tax and rent arrears. Help given included the prevention of 

repossessions, Debt Relief Orders, Bankruptcies and Debt Management Plans. 



 

1939 to 2014 20 

The law governing the rights of EU Nationals in the UK is extremely complex and requires 

specialist knowledge. Due to this complexity of the law, we receive quite a few referrals of EU 

nationals who have been refused benefits. In many cases, until we successfully challenge the 

decisions our clients have no money for food and are dependent on food banks and other 

charitable provisions to survive. As with other welfare benefit challenges, the whole process can 

take anything up to six to twelve months. 

 

 

Disability Advice 

 

Disability Advice is part of our Specialist Advice Team, for management purposes, and consists of 

one four-day per week paid worker. The main aim of this project is to assist disabled people and 

their families with advice needs, which often ranges from helping with initial applications for 

benefits to challenging benefit decisions. 

 

The Disability Advice Worker carries out both face-to-face interviews and operates a dedicated 

telephone advice line. The adviser sees clients face-to-face by referral appointments. These are 

held in all three bureaux and also via open door access at various outreach sessions, for example, 

in Canal House for mental health service users.  

 

During the last year, the main issues dealt with by this adviser have been applications for 

Employment and Support Allowance, Disability Living Allowance and Attendance Allowance. As 

a result of the impact of the Welfare Reform Act, there has been a sharp increase in clients 

needing help with submitting appeals for Employment and Support Allowance and Disability 

Living Allowance. 

 

The worker also advises on other issues that may be identified during a client consultation, for 

example, Debt, Housing, Consumer Rights and Community Care.  

 

The Disability Advice Worker has also been involved in 'raising awareness' days for Carers Rights 

and delivering training to our staff. 

 

 

Black Asian and Minority Ethnic Advice (BAME) 

 

The main aim of the BAME Advice Team is to deliver a specially targeted service, in various 

community languages, to needy London Borough of Hounslow residents who would otherwise not 

be able to access our services. 
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The team consists of one four-day per week paid Team Leader and two two-day per week paid 

bilingual advisers. We continue to deliver advice in many languages including Somali, Polish, 

Slovakian, Italian, Spanish and Asian languages (for example, Punjabi, Urdu, Gujrati and Hindi).  

 

As well our three offices, the service is delivered from two outreach sessions, monthly at the 

Bedfont Children's Centre and the Brentford Children's Centre. The BAME Advisers continue to 

work with the bureaux teams and provide advice via Gateway, Telephone and Appointments. 

Service delivery from three new outreaches is currently being negotiated. 

 

During the last year, similar to previous years, the majority of the work has been in the area of 

Welfare Benefits. Within which, the main enquiry areas remained Employment and Support 

Allowance (both initial applications and challenging decisions), Debt advice (including Pay Day 

Loans), problems with contacting some agencies (for example, the local Job Centre and the Tax 

Credits office), the Council Tax Reduction Scheme, shortfalls in Housing Benefit and rent arrears. 

Therefore, the number of applications for Discretionary Housing Payments and Discretionary 

Crisis Payments continues to increase. We also continue to notice an increase in the need to make 

referrals to food banks. 

 

 

Referrals for Representation for Appeals 

 

As previously mentioned, help with Welfare Benefits remains the biggest area of demand for 

residents of the Hounslow borough. This also means that many wrong Welfare Benefit decisions 

need to be challenged within one month of the decision and, often, the final decision is reached by 

a tribunal after a hearing. During the last year, this complete appeal process, from the 

submission of the appeal to the hearing, has been taking approximately six to nine months.  

 

As a general advice agency, and in order to manage our work load, it has been common practice 

for us to help more able clients challenge negative benefit decisions by enabling them to prepare 

their own paperwork and submit the appeals. This practice has proved to be very effective with a 

high success rate. However, for a few clients, where the representation at the hearing was 

critical, we needed to refer such cases to other suitable providers, for example, a local solicitor or 

the Free Representation Unit, where student solicitors or barristers represent the clients at 

Social Security or Employment Tribunals. 

  

Our 2012-2013 statistics showed that, as the Welfare Reform Acts were introduced, enquiries in 

this area increased by a staggering 53%, as an increasing number of clients with negative 

decisions were seeking help. The resulting increase in workload has continued this year. These 

cases often require many hours of preparation work from an experienced adviser and then 
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representation at the hearing, about six to eight months afterwards. The main benefits affected 

were Employment and Support Allowance and Disability Living Allowance. 

 

Fortunately, the London Borough of Hounslow decided to fund a new scheme, a partnership 

between Hillingdon Law Centre and Hounslow CABx Service, in order to deal with this growing 

need to challenge the Department for Work and Pensions’ decisions. We continue to prepare the 

cases, collect the evidence and submit the appeals. We then refer the appropriate cases (of 

Employment and Support Allowance, Disability Living Allowance or Attendance Allowance 

appeals) to Hillingdon Law Centre for representation at tribunal hearings.  

 

So far, this has been a very successful partnership: 85% of appeals have been successful 

whilst the success rate without representation was less than 40% !!! 

 

 

Advice Services Transition Fund (ASTF) 

 

The ASTF project is funded by the Big Lottery Fund. Within this national programme, many 

organisations in the third sector are funded by this project with the aim of building sustainable 

advice and bringing advice providers together in order to be more efficient and effective. The 

duration of the project is two years. 

 

In October 2013, we started off with a total of five partners, Hounslow CABx Service, Age UK 

Hounslow, Disability Network Hounslow, Sure Start Children's Centre and ILAYS (a Somali 

organisation) with Hounslow CABx Service as the lead organisation. Unfortunately, one of our 

partners, Sure Start Children's Centre, had to withdraw from the partnership, as the 

organisation closed down in March 2014.  

 

The main objectives for this project are; 

 

 to develop and deliver an integrated borough training project. 

 

 to recruit and train up to sixty volunteers from partner organisations (to Gateway 

Assessor level) so that they can conduct triage interviews and give basic advice and 

information, 

 

 to build better strategic networks amongst local organisations by creating an efficient 

referral system, and 
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 to compile an up to date directory of advice services (that indicates the level of 

services provided by various organisations and that can be used as a point of reference 

by other organisations, when referring their clients to other service providers). 

 

We successfully recruited fourteen trainee volunteers, both for our bureaux and our partner 

organisations, that were enrolled onto our new Gateway Assessor training programme. This 

course was specifically designed by our trainer for this project and incorporated Citizens Advice 

training. The trainees are taught about the main enquiry areas, how to deal with clients and 

telephone interviewing skills together with general office procedures and policies. The trainees 

are then assessed on their progress, during supervised interviews, to ensure that they have met 

the competencies required of a Gateway Assessor.  

 

So far, the main achievements and activities include the following: 

 

 We successfully trained fourteen volunteers and, in October 2014, we are due to start 

the next level of training for Generalist Advisers.  

 

 We have been working with our partners to set up advice and information sessions for 

their trainees to put into practice the skills they have learnt. 

 

 We have started offering one-off training sessions to our partners, and other voluntary 

organisations within the community, on specific areas, for example, Welfare Benefits 

and Debt.  

 

 In addition to training, we have also provided consultation to some of our smaller 

partners on matters of organisational governance, for example, good practice, policies 

and procedures that has helped them to transform their service delivery. 
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The Service Working: Gains for Clients 

 

Financial Gains 

 

This year, the Total Financial Outcomes for our clients amounted to £1,698,336. 

 

This figure included direct monetary gains for our clients, which was mainly money recovered on 

their behalf through benefit claims, appeals and managed debts. 

 

The following chart shows the direct monetary gains recovered from each of our four individual 

contracts, Generalist, Specialist Debt and Welfare Benefits, Disability and BAME. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Soft Outcomes 

 

In addition to financial outcomes, non-financial outcomes that cannot be measured are sometimes 

just as important to our clients, for example, preventing eviction or putting a stop on bailiff actions 

whilst negotiations take place. 

 

One very pleasing outcome was where we assisted a client to get his dog back from the RSPCA, 

which had been taken and kept since February 2014. Our client had mental health problems but, after 

further investigation following our intervention, they gave him his dog back. This may seem a small 

outcome to some people but our client was very attached to his dog and it was very important to him. 

 

As well as our clients benefitting from these outcomes directly, 

our clients' families can also benefit. 
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Partnerships Working: Added Value 

 

 
 
 
 
 
 
 
 
Important partnerships for this year included... 
 
 

 Honorary Legal Advisers: 30 hours of Advice 
 
During the last year we continued to provide specialist advice on some Monday evenings 
from our Chiswick office with the help of our Honorary Legal Advisers. 
 
 

 Pro-bono work by Local Solicitors: 1,022 hours of Advice 
 
Local solicitors gave their time delivering advice to our clients from all three of our 
offices on issues related to Housing, Employment, General Litigation and Family matters. 

 
 
 

Overall, this year... 
 
 

 At the current commercial market rates the above-mentioned specialist advice provided 
by our partners is worth approximately £210,400. 
 
 

 Around 85 volunteers, each working 6 to 12 hours per week, have generously given us 
approximately 650 to 750 hours per week of their valuable time. Over the year they have 
given us over 32,000 hours and a 'value of volunteering' for the Hounslow CABx Service 
of over £482,400. 

 
 

 Our total enhanced value for 2013-2014 is at least 
 
 
 
 

 
 

  

£692,800 

Joint working with a range 
of different partners from 
the wider advice sector and 
charities enables us to reach 
a broader range of client 

groups than we could alone. 
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What is Happening in the Hounslow Borough? 

 

Top 6 problem categories were:

Benefits and Tax Credits 7,308 34%

Debt 5,815 27%

Housing 2,534 12%

Employment 1,424 7%

Relationships and Family 940 4%

Legal 840 4%

Top 6 issues within benefits were:

Housing Benefit 1,366 19%

Employment and Support Allowance 1,348 18%

Working and Child Tax Credits 822 11%

Jobseekers Allowance 520 7%

Localised Support for Council Tax 474 6%

DLA - Care Component 328 4%

Top 6 issues within debt were:

Council Tax arrears 835 14%

Credit, store and charge card debts 718 12%

Unsecured personal loan debts 455 8%

Overpayment Housing/Council Tax Ben. 306 5%

Debt Relief Order 287 5%

Fuel debts 282 5%

Top 6 issues within housing were:

Private sector rented property 751 30%

Local Authority housing 389 15%

Threatened homelessness 311 12%

Access to and provision of accomm. 197 8%

Other housing issues 168 7%

Actual homelessness 164 6%

Top 6 issues within employment were:

Pay and entitlements 309 22%

Dismissal 231 16%

Terms and conditions of employment 185 13%

Dispute resolution 177 12%

Other 130 9%

Redundancy 84 6%

  

8,765 clients contacted us 16,033 times and we helped them with 21,622 enquiries 

during last year (April 2013 to March 2014) 
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Trends Over the Last Year 

 
 
 

 
 

 

 

 
 The top 6 categories of enquiries made up 88% of the total. These 

comprised Welfare Benefits 34%, Debt 27%, Housing 12%, Employment 7%, 

Relationship 4% and Legal 4%. 

 

 Benefits and Tax Credits queries amounted to 7,308. Issues topping the list 

in this category were Housing Benefit, which accounted for 19%, and 

Employment and Support Allowance, 18%. 

 

 Debt issues brought us 5,815 queries, which was a slight increase on the 

percentage of total queries since the previous year. 

 

 Employment and Support Allowance enquiries continued to be high, 

following the previous year's staggering increase, and this year brought us 

1,348 queries. 

 

 Debt issues related to Council Tax remained high at 835 after the previous 

year's 43% increase. 

 

 Working and Child Tax Credits enquiries were the third most popular issue 

in the benefit category and we dealt with 822 queries. 

 

 Local Authority Housing issues increased to 15% of the total Housing 

enquiries (up from 12% last year). 

 

 Housing issues of clients faced with 'threatened homelessness' decreased 

to 12% of the total Housing enquiries (down from 16% last year). 

 

 Fuel Debts created an increased demand from clients seeking help and we 

dealt with 282 issues. 

 

 Food Banks were essential for clients that were identified as being in crisis 

and unable to feed themselves. We referred 82 clients to local food banks. 

 

Our Advisers helped 8,765 clients during the 
year bringing us 21,622 enquiries 
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The Welfare Reform Acts: 

 Impact on Hounslow Borough Residents 

 

The main changes affecting local people in the Hounslow borough include:  

 

Housing Benefit and Bedroom Usage (Bedroom Tax) 

 

From April 2013, the 'bedroom tax' has brought in new rules for people claiming Housing Benefit for 

their council or housing association homes. This applies to tenants below the state pension age.  

 

These new rules mean that housing benefit will be reduced if their home has 'spare bedrooms'. 

Those who have one bedroom more than they need, according to the 'size criteria' rules, will have 

their Housing Benefit cut by 14%; those who have two or more spare bedrooms will face a cut of 25%. 

People who are affected by the Bedroom Tax must themselves pay the difference, between the rent 

and their Housing Benefit, directly to their landlord. If this is not done on time, they might find 

possession proceedings being initiated against them. 

 

In the London Borough of Hounslow, Housing Benefit claimants make up around 22% of 

households. There has been a 5.4% increase in total claims since the introduction of the 

Local Housing Allowance cap (in April 2011) across all tenures. 

 

Household 'Income Cap' 

 

From April 2013, new rules set a maximum limit around how much a single person (£350) or a 

household with child (£500) can claim in benefits; this is called a 'Benefit Cap'. Benefits included in 

this cap are: Housing Benefit, Jobseekers Allowance, Employment and Support Allowance, Child 

Benefit, Child Tax Credit, Council Tax Benefit, Widowed Parents Allowance and Carer’s Allowance. 

This cap resulted in many households losing in excess of £100 each week. This reform is expected to 

have a much bigger impact in London, due to higher housing costs. 

 

It is estimated that 530 households in the Hounslow borough would be affected by the 

Benefit Cap, with average losses to Housing Benefits of around £165 per week. Usually, the 

loss is from a few pence to over £300 per week. The wards with most households affected are 

Bedfont (with 24 households affected), Cranford (21), Brentford (20) and Heston West (20).  

 

Universal Credit 

 

By 2017, everyone should have been moved over to Universal Credit, which will merge a number 

of benefits like Housing Benefit, Income Support, Income-based Jobseekers Allowance, Income-

related Employment and Support Allowance, Child Tax Credit and Working Tax Credit. 

 

The new Universal Credit will be paid monthly, directly to claimants, and will include any rent element; 

presently, rent is paid directly to landlords each week. People not used to regularly paying their own 

rent, or having to manage large sums of money, will have to budget very carefully or may risk losing 

their homes. 

 

In the Hounslow borough, no definite date has been given for the Universal Credit roll out. 
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Council Tax Support 

 

A reduction in central government funding means that all working age claimants in the Hounslow 

borough must pay at least 8.5% of their total Council Tax bill. Most of this group of people had 

previously paid nothing. This has an enormous impact on low income clients.  

 

Approximately 15,000 people on benefits will have to pay a percentage of their Council Tax.  

 

Discretionary Housing Payments 

 

Discretionary Housing Payments are payments that can be awarded by the London Borough of 

Hounslow if a resident's housing benefit is less than the amount of rent charged. Discretionary 

Housing Payments are awarded from a limited budget, at the discretion of the local council.  

 

In order to mitigate the impact of welfare changes, local councils have been allocated funding by the 

Department for Work and Pensions. For the London Borough of Hounslow the budget for 2013-2014 

was £1,120,000 compared to £320,788 for 2012-2013. This allocation is expected to decrease over 

the following years. 

 

The average claim made for a Discretionary Housing Payment has increased from £529 in 

2010-2011 to £628 in 2013-2014. 

 

Personal Independence Payments 

 

Personal Independence Payments, a replacement for Disability Living Allowance, will have a 

major impact on Hounslow borough’s disabled residents. In November 2012, there were 6,360 

working age Disability Living Allowance claimants in the borough. Consider the following facts about 

the Hounslow borough: 

- A quarter are aged 45-54 and a third are aged 55-64. 

- 70% of claimants have been claiming for five years or more. 

- Amongst the working age population, 10% have learning difficulties. 

 

This change is likely to cause more hardship for local disabled residents. 

 

 
Conclusion 

 

The full impact of the reforms is expected to continue into the next few years. 

 

 In general, most people currently in receipt of benefits are likely to receive reduced 

amounts as a result of these changes. This means that we are likely to see an 

increase in demand for advice in areas such as debt, rent arrears and 

repossessions. 

 More people will end up in debt and may borrow money from loan sharks or pay 

day loan lenders. 

 As benefit claims continue to be processed at a slower pace, many more people will 

need to be referred to food banks in the area. 
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Social Policy Work: 

 Twin Aim of the Service 

 

As well as giving advice and information to individual clients, our advisers and caseworkers collect 
evidence from our client cases on the practices and policies that are adversely impacting on them 
and causing problems. Our knowledge of our clients' problems and how these might impact their 
circumstances enables us to analyse any trends.  
 
Armed with this evidence, we try to influence 
policymakers to make changes that result in 
getting a fairer deal for everyone.  
 
 
 
 
 
 
 
 
 
During 2013-2014, the following areas were 
of concern: 
 

 The impact of cuts to Legal Aid and 
whether this has led to clients' situations 
becoming worse, as they are unable to 
resolve their issues at an earlier stage.  

 

 Bureau Evidence Forms showed that: 
 

 Around 50% of the responses related 
to benefits issues. 
 
In particular, poor and confusing 
communications, appeals processing 
delays and perceived unfairness or 
inaccuracy in benefits decisions made 
by local and national agencies. 
 

 10% involved issues relating to the 
Benefit Cap. 
 

 The remaining 40% covered a range of 
Debt and Housing issues, including the 
behaviour of landlords and unfair 
bailiffs' conduct, in addition to a small 
percentage of trading scams. 
 

 
 

 Job Seeker's Allowance sanctions and the 
new Claimant Commitment caused 
exceptional hardship for some of our 
clients, resulting in reliance on high cost 
'payday loan' type credit. 

 

 We saw the impact of the Welfare 
Reform intensify. We had an increase in 
referrals to Food Banks and an increase in 
Housing enquiries, from clients either 
being evicted or already homeless (having 
lost their homes due to the Bedroom Tax).  

 

 In October 2013, the Mandatory 
Reconsideration was introduced, meaning 
that clients can no longer lodge an 
immediate appeal to the Department for 
Work and Pensions against a benefit 
decision. They first have to ask the 
department for a reconsideration. The 
serious consequence of this procedure is 
that no benefit is paid while the decision is 
being reconsidered, which leaves clients 
with no money until they receive a 
response and can lodge an appeal with 
Her Majesty's Courts and Tribunals. 
 
In these circumstances, clients are advised 
to apply for a Discretionary Local Crisis 
Payment in the interim, in order to obtain 
food vouchers, which is the only help they 
can currently get. 

 

 The change to the criteria to join the 
Locata Home Scheme means that clients 
with low priority (privately rented, 
overcrowded secure property) have been 
removed from the list. Hounslow Homes 
are also consulting their tenants on a New 
Tenancy agreement. 

 

Did You Know?  We deal with around 
24,000 enquiries per year, which puts 
us in an excellent position to identify 
the issues facing local residents. 
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Social Policy Initiatives and Activities 

 

Locally (in West London): 
 

 In cooperation with other bureaux 
(Richmond, Hammersmith & Fulham and 
Croydon), Hounslow CABx Service took 
part in an initiative, led by Richmond CAB, 
to bring to the Government's attention 
the problems faced by working-age sick 
and disabled clients following the welfare 
reforms. We collected a number of 
example cases of hardship and included 
these, as evidence, in open letters written 
to our two local MPs, Mary McLeod and 
Seema Malhotra, urging them to take up 
the matter with Ministers. Richmond CAB 
is liaising with the Citizens Advice Media 
Group that is working with local media to 
publicise the initiative and pressure 
Ministers to take action. 
 

 Our specialist team contributed to the 
Social Security Advisory Committee's 
consultation on the Housing Benefit 
(Habitual Residence) Amendment 
Regulations 2014. After analysing the 
evidence, the Committee plans to submit 
its report to the Secretary of State for 
Work and Pensions which will be used to 
update the current legislation.  

 
Nationally: 
 

 Civil Penalties were introduced by the 
Welfare Reform Act and implemented 
from October 2012. These £50 penalties 
are given to claimants who have been 
overpaid benefits as a result of the 
claimant's negligence, such as providing 
incorrect information or failing to report a 
change of circumstances. 
 
Bureaux evidence suggests that some civil 
penalties are being applied in cases which 
don't fit this description. 
 
One of our electronic Bureau Evidence 
Forms was quoted in the June issue of the 
Citizens Advice Social Policy Bulletin, as 
part of the evidence gathered to date. 

 Medical Evidence: Citizens Advice reports 
growing numbers of GPs are refusing to 
provide medical evidence in support of 
Employment and Support Allowance 
claims, either at the initial claim stage or 
for an appeal. 
 
In some cases, GPs quote instructions 
from their Local Medical Committee 
telling them that they should only respond 
to requests for medical evidence from the 
Department for Work and Pensions and 
not from claimants or bureaux. 
 
In the Hounslow borough, it is often the 
case that GPs ask for a very high fee for 
any letter of evidence that is needed to 
support a client's case. 
 

 Bailiffs: In the Hounslow borough, 
compared with last year, we have seen an 
increase in the number of electronic 
Bureau Evidence Forms relating to 
problems with bailiff actions. This 
coincides with the 'Localisation of Council 
Tax Support'. 
 
This has resulted in the number of 
individuals turning to 'Adviceguide' for 
information on 'how to deal with bailiffs' 
nearly trebling, from 7,000 to over 20,000. 
 
As part of its campaign against aggressive 
bailiffs, Citizens Advice is undertaking a 
survey on bailiffs used by Local 
Authorities. The aim is to compare 
authorities' practices in using bailiffs to 
collect council tax debts and unpaid 
parking penalty tickets. 
 
In the Hounslow borough, we have 
recorded several instances of 
questionable practices by bailiffs, for 
example, harassing a vulnerable client 
(against stated council policy) and use of 
aggressive language to a client offering to 
pay back a debt in instalments. 
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Impact of Volunteering 

  

Volunteers are vital to the way we deliver our service, allowing us to reach many more people than if we were 
purely staff-run. They take on a range of roles from assessing and providing advice, supporting the running of 
bureaux, campaigning in the community and acting as trustees. 

Our volunteers come from a wide range of backgrounds, including young people, professionals who want to 
broaden their horizons and retired people who want to give something back. Our commitment to value 
diversity and promote equality means we can encourage individuals who might not otherwise volunteer. 

Each volunteer receives training and ongoing support specific to their role. This investment of time and 
resources ensures that each volunteer is fully prepared for their role, and that our clients receive quality advice 
and support. 
 

What does this mean for individuals, communities and society? 
 
CAB volunteering has a positive impact on an individual’s sense of self and how they feel about their life, 
ultimately improving their wellbeing. The benefits of this are hard to articulate, but have significant value, 
calculated by the Cabinet Office as worth £13,500 per year. An individual's wellbeing and resilience are closely 
linked and volunteering positively impacts on both, likely improving an individual’s quality of life both now and 
in the future.  

The wider benefits include happier, fulfilled and empowered individuals, who can contribute to society, and 
may potentially require less state support.  

For retired individuals, CAB volunteering offers new opportunities, provides structure and a sense of purpose, 
helping them feel involved in society, all highlighted as vital to personal wellbeing. Ensuring that retired people 
are mentally and physically active also has wider reaching benefits to society, including reducing the NHS 
provision needed to cope with an ageing population. 
 

CAB volunteering does not just have an impact on individuals, it benefits their communities too! 
 

 Social value to volunteers – Through training and investment, our partnership with volunteers enables 
them to make a huge contribution to the CAB service. In turn, volunteers benefit from gaining new skills 
and personal development, better wellbeing and community engagement. These positive effects on 
individuals’ lives have additional value for society, through the advantages and savings associated with 
happier, healthier and more productive members of the community.  

 Social value to communities – Each CAB plays an integral role in supporting and strengthening its local 
community. We provide a service that meets local needs and reaches out to a diverse and broad client 
base. We support and strengthen other community-focused organisations, partnering with them to share 
our insight and best support local people. We also use our extensive knowledge to be an advocate for the 
local area, mobilising and connecting people with their community. We are a local service, working with 
local people, for the benefit of the community.  

 Social value to society – By providing advice, and improving policy and practice, we benefit society. Our 
advice has a positive impact on the health and wellbeing of our clients, reducing stress and anxiety, 
preventing relationship breakdown, promoting employment and empowering people to make wider 
positive changes to their lives. 

We empower individuals and communities to engage with society, 
and make a difference to the issues that matter. 

These aspects of our social value overlap, benefiting and enabling each other, and are 
underpinned by the local and national structure of the Citizens Advice service. 

Value to Society 
Value to Communities 

Value to Volunteers 
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Did you know? 

85 volunteers helped 

Hounslow CABx Service 

during 2013-2014 

Experience of a New Volunteer Receptionist 

By Neetu Gupta

I have been volunteering at Feltham 

CAB, as an Administrator and Receptionist, 

for the past year. Volunteering at the CAB 

has been one of the most rewarding 

experiences of my life, as it has helped me 

to step out from my comfort zone! 

Usually, the job of a receptionist is 

to greet the clients and make them feel 

welcome but, at the CAB, the role of the 

receptionist is much more than being behind 

the desk. My supervisor, in the past year, 

has boosted my confidence and social skills 

by providing me with various opportunities.  

The clients who visit the CAB are 

from various backgrounds and cultures and 

sometimes they are frustrated, angry or 

confused. This job has taught me to actively 

listen and understand them and, with the 

help of my supervisor, provide them with 

the necessary information. 

I have been fortunate, as, recently, 

the CAB trained me on their electronic case 

recording system and brushed up my 

software skills. 

The work culture at the CAB 

promotes team work and equality. The 

Director of the CAB is very warm and 

cordial. She maintains one-to-one 

relationships with the staff, which ensures 

the smooth running of the CAB.  

Not only the supervisor but also the 

advisers have helped me to do my job. As 

helping each other kindles happiness, 

therefore the aura at the CAB is always 

warm, happy and welcoming. 

Staff at the CAB have always made 

me aware that they are genuinely grateful 

for the time and effort that I, as a 

volunteer, contribute to their cause. 

Recognition of efforts is vital and telling 

someone that they are doing a good job 

inspires confidence and pride. It reminds me 

that the work I am doing is important and 

that I am making a difference.  

The experience in this new field has 

given me the vision for my future 

professional and personal life. The valuable 

skills that I have learnt and friends that I 

have made on my journey at the CAB will 

stay with me for life. 
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'Thank You' to all our Staff and Volunteers … 

 

Staff List 

as at 31 March 2014 
 

Paid Staff 

Core Workers   Specialist Teams 

Parveen Sohal   Borough Director    Ehud Sivosh  Specialist Team Supervisor 

Annalisa Menini  Borough Services Manager   Margaret Haughian Specialist Team Caseworker 

Christine Green  Borough Administrator p/t   Amarjit Brad  Disability Team Caseworker 

Elaine White   Borough Administrator p/t   Vacant  BAME Team Supervisor  

Usha Jesse  Manager, Feltham CAB   Sara Ramhit   BAME Team Advice Worker 

Vandana Rawal  Manager, Hounslow CAB   Project Worker 

Kamila Cierpisz-Baldwin  Manager, Brentford & Chiswick CAB  Sofia Shakir   ASTF Project Supervisor  

        Penny Allen   ASTF Project Trainer 

Volunteers 

Martin Williams Borough Social Policy Co-ordinator 

Brentford & Chiswick CAB 

Generalist Advisers 

Adrian Yeo 

Buffy Mellor 

Xavier Tapon 

Micki Hawkes 

Robert Muir 

Robin Murray 

Derek Collett 

 

Trainee Advisers 

Diana Claridge 

Nigel Harrison 

Tony Quentin 

 

Administrative Workers 

Margaret Pickford Office Manager   

Denise Hickey Receptionist 

Belinda Physick Information Technology 

Bryony Wilman Administrator 

John Reed Administrator/Leaflets 

Gillian Conway Receptionist/Admin 

Eve Fay Receptionist 

 

 

Fartun Abdi Hussein 

Bernadette Dervan 

Michelle Boye 

Angeli Aurora 

Isaac Creighton 

 

Feltham CAB 

Generalist Advisers 

Bernardine Doran 

Irene Butcher 

Roger Penfold 

Nalini Vyas 

Murari Sharma 

James Earley 

Robert Hobbs 

Mark Weston 

Martin Motz 

 

Administrative Workers 

Martin Green Information Technology 

Rashpal Sidhu Receptionist/Admin 

Neetu Gupta Receptionist/Admin 

 

 

 

 

 

 

 

 

Gateway Trainees ASTF Project 

Jasmin De Raya 

Perwaiz Hayat 

Martin Read 

Kifah Ahmed 

Sharnjeet Bhalla 

 

Hounslow CAB 

Generalist Advisers 

Priscilla Wingate-Saul 

Zafar Nazir 

Ros Braine 

Martin Motz 

John Sharkey 

Meenu Dhiri 

 

Gateway Advisers 

Andrew Woods 

Era Muswere 

Angela Solis 

Halima Afzali 

Anne Muthumu 

Hazel Hardy 

 

Administrative Workers 

Theresa Tierney Administrator 

Paul Langton Information Technology 

Margaret Cave Receptionist/Admin 

Antonia Adeuja Receptionist/Admin 

 

 

 

Hanna Sowemimo 

Janusz Szczygielek 

Hussein Hassan 

Christy Clement-Morris 
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'Thank You' to all our Trustees … 

 

Trustee Board 

as at 31 March 2014 

 

 

 

Trustees 

Susan Boyall Elected, Acting Chair, Director 

Lasana Sheriff Elected, Treasurer, Director 

Basil Mann Elected, Vice-Chair 

 

 

Jagjiwan Singh Elected 

Lata Dhiri Elected 

Hildegard Rauf Co-opted 

Kathryn Brennan Co-opted 

Ian Thomson Co-opted 

 

Ex-Officio 

Parveen Sohal Borough Director, Company Secretary 

Annalisa Menini Borough Services Manager 

Christine Green Borough Administrator 

 

Roger Penfold Volunteer Representative, Feltham CAB 

Theresa Tierney Volunteer Representative, Hounslow CAB 

Nigel Harrison Volunteer Representative, Brentford & Chiswick CAB 

 

Elaine Sammarco Network Development Manager, Citizens Advice
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A big THANK YOU to EVERYONE who has given 

us their HELP and SUPPORT including 

 

 

 All our Volunteers and Paid Staff 

 

 Trustee Board members 

 

 London Borough of Hounslow 

 

 Citizens Advice 

 

 Big Lottery Fund 

 

 Local Solicitors for their free in-

bureaux sessions 

 

 Hillingdon Law Centre 

 

 London and Quadrant Housing 

 

 Treaty Centre Management 

 

 Other Funders and Donors for their 

assistance 

 

 Other Agencies that work with us 

 

 All our Honorary Legal and Financial 

Advisers 

 

 



 

 

Hounslow Citizens Advice Bureaux Service 

  
General Advice Services 

  

During the hours detailed below you can attend any one of the drop-in 
sessions without an appointment on a first come, first served basis. The 
number of tickets given out is dependent on how many advisers are available. 
 
At the drop-in session you will have a short discussion with an assessor, who 
will identify the most appropriate way for us to help you. 
 
This could be giving you the information you need to solve your problem 
yourself or it could be making an appointment to discuss your problem further. 
Sometimes we might direct you to a specialist that is better placed to help. 
 

 

Feltham CAB – 2nd
 Floor, The Centre, High Street, Feltham TW13 4GU 

Monday  Pre-booked appointments only 
Tuesday  10.00am to 1.00pm 
Wednesday  Pre-booked free legal session 
Thursday  10.00am to 1.00pm 
Friday   10.00am to 1.00pm 
 
Hounslow CAB – 45 Treaty Centre, High Street, Hounslow TW3 1ES 

 
Please Note   There is no drop-in service at Hounslow CAB 
   Pre-booked appointments only 
 
Brentford & Chiswick CAB – Town Hall, Heathfield Terrace, Chiswick W4 4JN 

Monday  10.00am to 1.00pm 
Tuesday  Pre-booked appointments only 
Wednesday  10.00am to 1.00pm 
Thursday  10.00am to 1.00pm 
Friday   Pre-booked appointments only 
Evening Session Once a month on a Monday 6.00pm to 7.30pm 
   (for dates, search for Chiswick at www.citizensadvice.org.uk) 

Telephone Advice Line 020 8572 1082 
 

General Advice Line Morning   Afternoon 

Monday  10.00am onwards through to 3.00pm 
Tuesday  10.00am to 12.00pm 1.00pm to 3.00pm 
Wednesday  10.00am onwards through to 3.00pm 
Thursday  10.00am to 12.00am 1.00pm to 3.00pm 
Friday   10.00am to 12.00am 1.00pm to 3.00pm 
 

Specialist Advice Services 
 
Specialist Advice Team: Providing specialist Debt Management and Welfare 
Benefit advice and advocacy. 
 
Disability Advice: Generalist advice (all areas) for people who are disabled 
or have a disabled family member. 
 
BAME Advice: Generalist advice (all areas) for Black, Asian and Minority 
Ethnic groups in the main community languages, for example, Asian (Hindi, 
Punjabi, Urdu, Gujrati), Somali and Polish. 
 
Free Legal Advice Sessions: Held every Thursday evening at Feltham CAB 
on a first come, first served basis. Registrations at 5.00pm. Help is provided 
for matters related to: Housing, Immigration, Employment and Family Law. 

 
 

  

FOR SELF-HELP: Visit the Citizens Advice website at www.adviceguide.org.uk 

 

 
HOW TO CONTACT US: If you wish to access any of our advice services you will 
need to contact us either on the Telephone Advice Line during the specified 
times or come to one of our Drop-In Sessions. 

http://www.citizensadvice.org.uk/


 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Hounslow Citizens Advice Bureaux Service 
 

www.hounslowcabs.org.uk 
 

 

Citizens Advice 
 

www.citizensadvice.org.uk 
 

 

Advice Guide 
 

www.adviceguide.org.uk 
 

 

 

 

 

 

 

 

 

 

Follow us on Twitter 

twitter.com/CitizensAdvice 

 

Become a fan on Facebook 

facebook.com/CitizensAdvice 

 

Watch our films on YouTube 

youtube.com/CitizensAdvice 


