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Annual Report 

Chair’s Report 

The Hounslow Citizens Advice Bureaux Service has continued to provide services, across 

the borough, to all sections of the community. This year we dealt with 24,136 enquiries 

from 7,753 clients.  

 

Winning the 4 year (after 2y review may extend to+2) contracts from Hounslow council 

has meant that specialist services such as Financial Capability Work and Home Visits for 

the disabled have been set up. In addition, our staff and volunteers provide unique 

services such as advice for Debt Relief Orders for the citizens of Hounslow Borough. 

 

We have continued to work with other partner organisations such as Age UK Hounslow, 

London & Quadrant Housing Association, the Department for Work and Pensions, Pension 

Wise and many others. Going forward, we recognise that we need to look at ways in 

making our services more accessible and cost effective. Therefore, we are working in 

partnership with the other CABs in the West and South West London area to offer 

comprehensive ‘telephone advice line’ support to our clients.  

 

My thanks go to all our: 

 Volunteers who offer an excellent professional service. During 2015-16 this 

equates to 624 hours and is equivalent to a current market value of £485,285. 

 14 solicitor firms who offer Pro bono legal free advice to our clients via daytime 

surgeries and weekly evening. It is difficult to equate this in monitory terms but it is 

estimated to be in the region of £245,000. 

 Staff who’s extensive skills in managing effectively such a unique organisation 

and offering services that are so invaluable to people who are often the most 

vulnerable in our society 

 

I am indebted to the London Borough of Hounslow, as our principal funder, and to 

Parveen Sohal, our Borough Director, for successfully managing CAB Hounslow and 

obtaining further finance from other funders.  

 

I’m confident that our team will continue to provide an excellent and a much needed 

service to our clients.  

 

 

Ria Barnabas 
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Annual Report 

Treasurer's Report 

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

financial year ending 31st March 2016. 

  

Our accounts show that our income for the financial year 2015-2016 was £501,919 and our 

expenditure was £529,288 thus it has enabled us to use some of the surplus from previous years 

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

our expenditure. Our main income source remains the London Borough of Hounslow.  

 

It is only by severely and continuously scrutinizing 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 continued strategy of a strong internal control system enables 

us to monitor and carry out our quarterly reviews of bookkeeping, checks and balances. This 

ensures that we are always in control of our finances. The system is working very well and 

makes the procedure much more transparent to our funders.  

 

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 Ria Barnabas, our chair, and to 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 examined accounts for the financial year ended 31 March 2016 can 

be obtained by contacting the administrator at the company's registered office: Hounslow 

CABx Service, 2nd Floor, The Centre, High Street, Feltham, Middlesex TW13 4GU. The accounts 

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

 

 

Lasana Sheriff 
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Finance Report 

Our main financial support of £415,000 this year came from our four contracts with the LB 

Hounslow. These run from April 2015 to March 2017 and cover Generalist, Specialist, BAME 

(Black, Asian and Minority Ethnic) and Disability Advice. The LB Hounslow also provided 

funding for Better Homes Better Health (£7,637) and the DWP's Personal Budgeting Support 

(£14,769). 

We continued to receive funding this year from the Big Lottery for the Advice Services 

Transition Fund project (£28,841) that ended on 30 September 2015. 

Citizens Advice provided funding for Pension Wise (£9,000) and Energy Best Deal (£8,175). The 

L&Q Housing Association gave funding for Pound Advice (£7,875). 

Other income totalling £10,622 came from: Merton & Lambeth CAB for Pension Wise (£2,350); 

Citizens Advice for the Brand Implementation Grant (£2,100) and the Debt Relief Order Grant 

(£185); ASDA for the Transforming Communities Scheme (£50); plus additional Sundry income 

(£5,937). 

 

 

 

 

 

 

  

This year, 82.7% of our income 

came from the four contracts that 

we have with the London 

Borough of Hounslow. 

Most of the remaining funding is 

provided for use in specific 

projects (as shown in the Income 

Chart). 

This year, the majority of our 

expenditure, 88.5%, was directly 

spent on Charitable Activities to 

benefit the community.  

We had an unavoidable increase 

to 10.8% for Other Resources 

but, similar to last year, a mere 

0.7% was spent on Governance. 
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Annual Report 

Borough Director's Report 

Another busy and successful year - full of changes and challenges…..!! 

 

I am very happy to report that during this period we started work for the four new 

funding contracts that we had won from the London Borough of Hounslow after 

successful tenders. This report covers our work for the first year of the new contracts. 

 

We reviewed all previous projects in order to accommodate new specifications for all 

contracts, e.g. the start of a Home Visiting scheme for housebound residents of 

Hounslow (Disability), delivery of Financial Capability work (BAME) and representation 

at Social Security Tribunals (Legal). I am pleased to say that after a few teething 

problems all seems to be working well and we have manged to meet the targets set 

in these contracts. 

 

Looking forward to the next year – our current commissioned contracts are due to be 

reviewed by March 2017 by the LB Hounslow. In the current climate of uncertainty and 

the pressure of austerity budgets, the initial contracts were issued for 2 years with a 

provision for extension for another 2 years.….!! 

 

As a ‘trusted brand’, as shown by the client satisfaction surveys, Hounslow CABx 

Service will continue working together with other partners to deliver value for money; 

responsive services and improved access to independent information & 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 their hard work and 

commitment that has made our service such a success during the last year. 

 

Parveen Sohal  
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Our Projects: 

GENERALIST ADVICE 

 

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

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

seventy 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. 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 as many of our clients are vulnerable 

because of physical and mental health disabilities or because of social and language 

isolation. 

SPECIALIST LEGAL 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 

bureau. 

 

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

by the generalist advisers following a GA interview 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. 

 



8 
 

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. 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. 

BAME ADVICE  

 

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.  

 

The team consists of one four-day per week paid Team Leader and two bilingual volunteer 

advisers. We continued delivering advice in many languages including Somali, Polish, 

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

Hindi).  

 

In addition to service from our offices, the service is delivered from two outreach sessions, 

monthly at the Bedfont Children's Centre and weekly from the Heston Farm Community 

Centre.  

 

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 HMRC 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. 
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DISABILITY ADVICE  

 

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 face-to-face interviews (by referrals), outreach at 

Hestia for mental health service users and home visits to our housebound clients. During the 

last year, the main issues dealt with by this adviser have been applications and challenging 

decisions 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 Disability Advice Worker has also been involved in 'raising 

awareness' days for Carers' Rights and delivering training to our staff and other local 

agencies. 

 

 

PERSONAL BUDGETING SUPPORT (PBS) 

We secured short term funding from the Department of Work & Pensions to provide Personal 

Budgeting Support to clients starting to claim the new Universal Credit.  

Our agreement was with the London Borough of Hounslow to help clients with Money 

management and all clients were referred to us by London Borough of Hounslow. 

 

POUND ADVICE (L&Q)  

The Pound Advice project is funded by the London & Quadrant Housing Association. They 

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

All referred clients are first given a ‘diagnostic’ interview on the telephone and then booked 

an appointment with an appropriate adviser. We are in the third year of this project. 
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ADVICE SERVICES TRANSITION FUND (ASTF)  

The ASTF project was a 2 year, volunteer training project, funded by the Big Lottery Fund. The 

project started in October 2013 and completed in September 2015, with 3 partner 

organisations and the main objectives, see below, for this particular project were successfully 

completed: 

 Develop and deliver an integrated borough training project. 

 Recruit and train more than 60 volunteers from partner organisations, so that they can 

conduct triage interviews and give basic advice and information. 

 Build a referral system amongst the local organisations. 

 Compile an up to date directory of advice services in Hounslow.  

 

          ****************** 

Research and Campaign 
This work still remains a core aim of Citizens Advice towards making society fairer. 

Our R&C work starts by recording problems our clients need our help with. We do this by 

completing Electronic Bureau Evidence Forms (eBEFS) on our case-recording system Petra or 

by keeping a manual log. Our Co-ordinator collates all the eBEFs and starts tracing the trends 

that emerge from them. We use this data to campaign for change and social justice.  

By flagging these issues to the local and national policymakers, to MPs and Councillors we 

can get laws and policies changed for the better. 

 

Main trends over the last year are highlighted below: 

 

a) Long delays in benefits decisions for Universal Credit (UC), including UC claims closed 

without notice, unable to claim UC online due to mental health issues, language difficulties 

and lack of computer skills, clients with post office accounts declined UC payments as 

they don’t have a bank account, though DWP staff fail to issue those clients a simple 

payment card, as per procedure.  

b) Clients cannot find landlords who rent to people who claim housing benefit. 

c) The Local Authority is sending many clients to Birmingham for re-housing. 

d) Welfare Reform: clients often worse off on UC as losing money compared to previous 

benefits. 

e) Employment: issues of unpaid wages and immediate dismissals for agency workers.  

f) Consumer: scams by email, text messages and bogus callers trying to get people to reveal 

passwords, personal and credit card details. Some of these pretend to be BT, Paypal, 

HMRC and other recognised brands or departments.  
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HELPING CLIENTS 

APPEAL 

   

Our client suffers with sickle 

cell anaemia and scored 0 

points on the limited 

capability for work 

assessment for Employment 

Support Allowance (ESA).  

He vehemently disagreed 

with the healthcare 

professional’s report and he 

challenged the decision, 

but DWP continued to score 

him 0 points. 

We completed his appeal 

form and provided grounds 

for his appeal.  He went to 

the Tribunal hearing on his 

own and neither DWP nor 

the healthcare professional 

attended.  

The client won his appeal 

and he was placed in the 

‘support group’ for ESA. 

The client was awarded a 

back payment of £5,267 

and weekly income 

increase of £125.05. 

 

 

RESOLVING PROBLEMS WITH ENERGY SUPPLIER 

 

Our client received a 

demand for payment of a 

gas bill from NPower for 

£312.17. It had the wrong 

address but the client’s 

name on the letter. The 

client repeatedly 

explained to NPower that 

she does not have any 

gas in her home and only 

has a prepay electricity 

meter which is with British 

Gas.                                                                                                                                                         

NPower did not accept 

this and sent the debt to 

a solicitor who 

threatened court action 

for non-payment of the 

debt. 

We escalated the 

complaint and were 

able to convince 

NPower that our client 

did not owe them any 

money… 

 

SICK PAY SAGA

Our Work 

             

 

 

Mrs A was working 16 hrs per week, earning the minimum 

wage. When she became ill with a serious viral infection, she 

received no Statutory Sick Pay (SSP) despite providing her 

employer with sick notes.   

She claimed Employment Support Allowance (ESA) but was 

refused.  We helped her with an appeal after her employer 

eventually told her that she was not entitled to SSP as her 

earnings were too low.  We also wrote a letter to her 

employer informing them that they had a ‘duty’ to give their 

decision within 7 days so that she would be aware of the 

situation and find other sources of income.  

As a result the employer made a payment of SSP as a 

“gesture of goodwill” even though she wasn’t entitled.   

We withdrew the ESA appeal and the client was grateful for 

our help and was pleased to put the matter behind her. 
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 Help for a family in crisis  

 

Our client and his wife had a baby who was born with health problems 

and had been in hospital since birth undergoing medical tests. The client 

had to take unpaid leave from work after his paternity leave and annual 

leave was used up to take care of his other 2 young children. Their only 

source of income was his wife’s Statutory Maternity Pay (SMP) and he was 

unable to afford rent payments. He was very stressed about falling into 

debt because he did not know how long he would be absent from work. 

We advised him to speak to his GP to discuss his stress which resulted in 

him being able to claim Statutory Sick Pay (SSP) from his employer. We 

carried out a benefit check on the couple’s reduced income and 

helped them to apply for child benefit, child and working tax credit, 

housing benefit and council tax support. The baby was also eligible for 

the high rate care component of Disability Living Allowance (DLA) when 

he came out of hospital. They were better off by over £460 per week…!!! 

 

The client was very grateful for our help when his family really needed it. 

 

Vulnerable client helped 

We helped Ms T in setting up a care plan with Social Services as she had difficulties 

managing her money and affairs. Unfortunately, the plan was cancelled when 

Social Service staff were unable to access her flat. 

Miss T visited us numerous times for help with various problems including not being 

able to withdraw her Pension Credit, as she could not remember her PIN number, 

assistance with a utility debt, a refund of Council Tax and contacting her landlord.       

This client was clearly very vulnerable but, at the same time, hard to help because 

she failed to keep appointments. 

During one visit we suspected that she may have been without heating all winter 

and, possibly, food because she could not withdraw cash. 

It was clear that she was not being supported as she should have been, so we wrote 

to LB Hounslow Adult Services and requested that: they review her case, re-establish 

the care and support plan for her, consider whether she is a priority for supported 

housing and whether she needs an appointee to deal with her affairs. 

As a result of our intervention, Social Services acted immediately and arranged a 

safeguarding planning meeting inviting a number of officials to attend to help 

support the client and to prevent repercussions of her neglect. 
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Annual Report 

VOLUNTEERING FOR HOUNSLOW CABX SERVICE  

The Citizens Advice Service is the world’s largest independent advice giving agency. 

Its roots and strengths lie with the contributions of local volunteers in their local 

communities. 

 

Hounslow CABx Service relies on the incredible contribution of time, skills and 

expertise given by members of our local community. 

 

Our volunteers come from a wide variety of backgrounds and bring with them 

varied skills and expertise, so it is essential that they are trained for the roles they take 

on in the organisation. A lot of our volunteers are bi-lingual, which is very valuable for 

our service delivery to a very diverse local community. There are also considerable 

benefits for our volunteers: employability skills, resilience, health & well-being and 

community engagement.  

 

In 2015/2016, an average of 70 volunteers, at any one time, provided their time 

enabling us to deliver a valuable service to the community. All volunteers are 

selected and trained by our in-house team.  

 

During the past few years all volunteers have been trained to become Gateway 

Assessors before they start their full adviser training.  

 

Over the time the basic programme has changed to take into account various 

other changes in the advice world. 

 

 

‘A big thank you to 

all our volunteers.’ 
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Annual Report 

IMPACT OF OUR ADVICE: 2015-2016 
 

We have robust evidence of the 

effectiveness of our advice provision, 

showing that our service really works-  

 

 

 

 

 

 

7,753 Clients Helped 

 

24,136 Issues 

 8,442 Welfare benefit issues  

 4,530 Debt issues 

 3,135 Housing 

 1,285 Relationship issues 

 

 

 
 

£2,061,684 

Financial gains for clients:  

income gained through benefits/tax 

credit gains and debts written off. 

 

39% of our clients are either 

disabled or have long term health 

problems.   

 

59% of our clients are from BAME 

communities. 

 

 

 

 

 

 

Changing Lives: 

Our advice does more than just solve 

problems: it also helps to reduces stress, 

improve clients finances and increase 

confidence. 

 

 97% feel their confidence has 

increased 

 96% report they feel better able 

to self-manage and deal with 

future problems  

 96% feel less anxious about their 

problem 

 95% feel their physical/emotional 

wellbeing has improved  

 93% have reduced stress 

levels  

 

 

Volunteering = £485,285  

Our advice is delivered by volunteers in 

a variety of roles. During 2015/16 the 

economic value of volunteering for 

Hounslow was worth 

£485,285 

 

 

 

Pro-bono advice = 

£245,000 

A large range of specialist providers 

helped us in delivering ‘enhanced 

services’  
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Annual Report 
 
CLIENT FEEDBACK Survey 

 

 

 

 

 

 
 

  

99%
of clients would use 

CAB again and 
recommend us to 
friends and family

93% of clients 
found accessing 
our service easy 

or very easy

89% of clients 
were happy with 

waiting times

94% of clients 
were happy with 
the information 

received

94% of clients 
are happy with 

the service 
received

94% were 
happy with the 

time they had to 
discuss their 

problem

92% of clients 
were happy with 

our opening 
times
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'Thank You' to all our Trustees... 

 

 

 

Trustee Board 

as at 31 March 2016 

Trustees 

 

Ria Barnabas Elected, Chair  

Basil Mann Elected, Vice Chair 

Lasana Sheriff Elected, Treasurer 

Jagjiwan Singh Elected 

Lata Dhiri Elected 

Hildegard Rauf Elected 

Rizal Buendia Co-opted 

 

Ex-Officio & Volunteer representatives 

 

Parveen Sohal Borough Director, Company Secretary 

Annalisa Menini Borough Services Manager 

Elaine White Borough Administrator 

Roger Penfold Volunteer Representative, Feltham CAB 

Rosamund Braine Volunteer Representative, Hounslow CAB 

Nigel Harrison  Volunteer Representative, Brentford & Chiswick CAB  
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A big THANK YOU to  

 

 

   All our Volunteers and Paid Staff 

 

   Trustee Board members 

 

   Citizens Advice 

 

   London Borough of Hounslow 

 

   Big Lottery Fund 

 

   Local Solicitors for their support 

 

   London and Quadrant Housing 

 

   Treaty Centre Management 

 

   Other Funders and Donors 

 

   Other Agencies that work with us 

 

   All our Honorary Legal Advisers 
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