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Citizens Advice Service Aims & Principles  

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

everyone on their rights and responsibilities. It values diversity, promotes equality and 

challenges discrimination.  

 

The service aims:  

 

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

 

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

 

By informing clients of their rights, we aim to empower the client so that they can help 

themselves.  

 

Our Research and Campaigns work uses the evidence provided by our clients as part of our 

work to be an effective influence in changing practices and law. This is completed at both a 

local and national level.  

 

The national Citizens Advice lays down strict guidelines as to how we deliver advice - our core 

activity, how we conduct our governance, and how we account for our financing. It also 

provides a unique information system called AdviserNet which is updated continuously, and 

provides the professional foundation for our expertise.  

 

Citizens Advice headquarters also audits all its services for quality delivery against its national 

standards. We were audited in 2015 and were praised for giving high quality advice.  

 

Our aims for 2016/17 are to continue providing high quality services to the communities in 

London’s East End through our paid, highly qualified and experienced staff and our volunteers. 

To continue our very research and campaigns department so that we can effect change for the 

betterment of the community as a whole.  
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Services Provided By Citizens Advice East End  

 
Citizens Advice Hackney  

 

 Citizens Advice Tower Hamlets  

 

Citizens Advice Newham  

 

Hackney Money Smart 

 

Children’s Centres – Hackney 

 

Genesis Project - Hackney 

 

Hackney and Tower Hamlets GP practices 

 

London & Quadrant Housing Association Project - Hackney, Tower Hamlets & Newham 

 

Mile End Hospital - Tower Hamlets Centre For Mental Health 

 

Newham PCT Advice Project  

 

NHS Newham Transitional Services 

 

Parents Advice Centre 

 

Pension Wise 

 

Royal London Hospital Renal Unit 

 

Workplace - Newham Council  
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Report by the Chair of Trustees Citizens Advice East End  
 

 

 

I am pleased to be able to report, on behalf of 

the trustees of Citizen’s Advice Bureau East End, 

that this has been another good year. Staff and 

volunteers have enthusiastically risen to the 

many challenges the changing needs of our 

communities and the priorities of our funders 

who ask us to address those needs. 

 

We have given advice to 30,000 East Enders over 

the last year. This is a great achievement and we 

are grateful to our Local Authority and other 

funders who make our work possible. However, 

the trustees always wish we had more resources 

to address the unmet need we see in our 

communities. We still have queues every day 

outside our offices.  Changes to the benefits 

system including Universal Credit and the newly lowered cap on benefits will no doubt create 

more demand for advice. 

 

But we could not deliver our service without our people. So I would like to take this 

opportunity, on behalf of the Trustee Board, to give a big thank you to all our managers, staff 

and volunteers for their hard work and real commitment to the CAB East End. Everyone goes 

the extra mile for our clients and we know our work is really appreciated by our users. The 

feedback we get is excellent. Through our staff and volunteers we are delivering a high quality 

advice service across the three boroughs of Hackney, Tower Hamlets and Newham. 

 

The strategy for delivering advice, and making the very best use of our resources, keeps 

changing as we tune our services to needs.  For example we continue to develop our 

partnerships with other organisations, which makes for efficiencies and also helps us reach all 

parts and sections of our communities.  We continue to develop other models of accessing our 

service through IT and social media.  And we are working with clients to help empower them to 

take charge of their own issues: guiding them with IT and educating people in budgetary 

management, but of course there are still clients who will need an advocate and we are happy 

to act in that capacity too. 

 

We used the horizon scanning approach to review our management structure, which clearly 

showed the need for an operational and developmental management role. We responded to 

this and  following a recruitment process, Benno Allermann was appointed as Service Manager 

this year. 

 

 

Stephen Vaudrey 
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The expansion of our services in the London borough of Newham has been a really welcome 

development this year. Newham is a great borough and a rapidly changing one, but also has 

significant areas of deprivation and community needs, so the trustees are particularly pleased 

that we are now enabling more Newham users to find help and advice and to gain the 

confidence to tackle issues that face them. 

 

We used the horizon scanning approach to review our management structure, which clearly 

showed the need for an operational and developmental management role. We responded to 

this and following a recruitment process, Benno Allermann was appointed as Service Manager 

this year. 

 

The Trustee Board has had some changes too. Hackney Cllr Tom Ebbutt had to leave us due to 

other commitments – we will miss his helpful contributions. But we have been joined by two 

new trustees: Sharmin Takam and Hackney Cllr Caroline Spellman who both bring a great deal 

of expertise to the board. The board is a very active one and I would also like to acknowledge 

here the excellent work our trustees do – who are all of course volunteers themselves and give 

their time to the service. 

 

The organisation is in good financial shape with well kept audited accounts, which the Trustee 

Board regularly scrutinises and there are strong governance arrangements in place. Our 

staffing turnover is low. We do have a turnover of volunteers and we are pleased that so many 

have used the training and experience they have gained at the CAB East End as a springboard 

into employment or further study – although we are always sad to lose people.  

 

We are looking forward to the next year. We know that change is here to stay and that the 

challenges faced by the citizens of our three boroughs may increase in the months ahead.  But 

morale is good in the bureaux and we all know we must do our best to meet the needs of our 

clients and to give them the best possible service we can whilst giving the best possible value 

for money for our funders. 

 

 

Stephen Vaudrey 

Chair of the Board of Trustees 
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Chief Executive Officer Report 

 

Advice Services in Hackney, Tower Hamlets and Newham 
 

 

Another successful year for Citizens Advice 

East End 

 

It’s been another great year for Citizens Advice 

East End in delivering information, guidance, 

advice, training and mentoring services to over 

30,000 people. This year, through collaborative 

working with partner organisations, our clients’ 

access to other public services has increased 

significantly. Being an extremely busy London 

service, whilst being surrounded with major social 

and economic challenges; our aim has always 

been to increase accessibility to all our services. 

We also aim to make it easier for clients to access 

other public specialist support services from one 

place. Our unique holistic approach in dealing with people’s problems enables us to provide 

the relevant advice, advocacy and representation service, as well as identify the underlying 

causes to people’s problems. We support people to address these causes, through a number 

of preventative projects. These are under continuous development - keeping clients in the 

centre of all that we do, to ensure we meet client needs effectively. It is extremely important 

for us to persevere with our social goals to improve public welfare, and economic well-being. 

We continue to operate in an increasingly difficult funding environment as demand for advice 

services remain at a high level. The ongoing welfare reform programme has increased demand 

on our services immensely. We are trying our best to manage demand, through working 

collaboratively with other agencies, securing funding to increase services, strengthening our 

Information Technology infrastructure and improving access to digital advice, as well as 

working on prevention and policy. 

 

This year, I am pleased to report we maintained all our funded services. It has been extremely 

challenging due to internal and external pressures, but through the attentive delivery by 

administrative and advice staff and diligent management of contracts by the management 

team, we have been able to meet all our service level targets. Great achievement!  We were 

awarded Charity of the Year 2015, in recognition of the hard work staff and volunteers do in 

the service, as well as the incredible impact on the lives of people. We are closely working 

against our three-year Business Plan which has clear strategic objectives covering all aspects of 

the organisation, as well as future developmental services. Our Business Plan keeps us on 

track, focused, enables us to achieve our goals and ensures we are getting better in all that we 

do. We all work together in delivering these objectives, a fantastic plan that is owned by 

everyone in the Service!  

Yasmin Alam 
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This year we have helped 37,004 clients, at 37 different venues across the East End. A total of 

46,156 enquiries were dealt with across three boroughs. This year our clients have accessed 

our services from the three main offices located in Hackney, Newham and Tower Hamlets, and 

at our outreach locations such as Hackney Children Centres, GP Centres, Idea Stores, Hackney 

Service Centre, Royal London Hospital, Mile End Hospital, etc.  

 

In 2015/2016, a total of 22,596 clients were seen by Citizens Advice Hackney. A total of 23,430 

enquiries were dealt with by the Service, the total amount of income gains was £8,885,458 and 

the total amount of debt managed/written off was £3,259,136. 

 

In 2015/2016, a total of 11,429 clients were seen by Citizens Advice Tower Hamlets. A total of 

19,148 enquiries were dealt with by the service. The total amount of income gain was 

£7,561,648. The total amount of debt managed was £81,198. 

 

In 2015/2016, a total of 2,979clients were seen by Citizens Advice Newham. A total of 4612 

enquiries were dealt with by the service. The total amount of income gain was £771,067   The 

total amount of debts managed was £420,719.92 

 

Through the various services delivered by the Citizens Advice Offices in the three boroughs, a 

total amount of £17,218,173 income was generated for clients, 1,394 clients were stopped 

from becoming homeless and total debts managed were £3,761,054.  

 

The key areas of advice were Welfare Benefits, Debt, Housing and Employment. Other areas of 

advice included Consumer, Immigration, Health, Law and Rights, Family and Education. Various 

aspects of Financial Capability were also covered within debt advice. 

 

We are working towards becoming a hub for advice, providing specialist support and training 

services. This year we have been able to strengthen our work with the various local authority 

departments in all three boroughs, as well as external organisations.  We have been working 

with the Housing Options Service, in Hackney, Tower Hamlets and Newham. Furthermore, we 

have been working with the Newham Council Money Works programme, as well as with welfare 

reform. We also deliver advice in the Workplace office based in Westfield, to help clients remove 

barriers to work. We are working much closely with the food banks in all three boroughs.  

 

Every year our work evolves and we are moving into new areas; this opens up more services 

for our clients.  We measure the impact of our services and forward this valuable information 

to the wide range of organizations we work with, to help them understand the difference we 

make in people’s lives. This year has been another successful year in achieving this, which has 

been possible through team work from all my colleagues, paid and volunteers, as well as 

ongoing support from all of our funders and partners. My sincerest appreciation goes out to all 

my colleagues, trustees, funders, partners and all our service users for their ongoing support, 

commitment and engagement and for having confidence in Citizens Advice.  Thank you to all of 

you.  

 

Yasmin Alam Chief Executive  
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Hackney Money Smart Project 

Rashid Seedat Project Manager 
 

 
The Hackney Money Smart Team 

Limeneh Mamaru, Rashid Seedat and Fred Sekindi 

 

The project is now in its 4th year of a 5-year project to improve the financial confidence of social 

housing residents living in Hackney, funded by the Big Lottery. 

 

2015/16 has been another successful year with 399 clients being assisted on a one to one basis 

and 863 clients being helped at 90 group workshops or events held in and around Hackney. In 

total, 1262 clients were assisted in Hackney in improving their financial confidence. 

 

All project targets agreed with Big Lottery were met and exceeded through the hard work and 

dedication of all the team, namely Rachel Joseph (Administrator - who is often praised by 

clients for her telephone manner), Harvel Mattison (Financial Inclusion Officer), Limeneh 

Mamaru (Financial Inclusion Officer) and Fred Sekindi (Financial Inclusion Officer).  

 

They have been ably assisted by a team of Volunteer Financial Inclusion Officers. 

 

For the period 2015/16 we had the following volunteers:  

 

Safdar Kayani – who is still with the project. 

 

Clea Ralling – through her volunteering with the project she secured part-time employment for 

3 days a week with another organisation, but continues to volunteer for 2 days. 
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Philda Nleya – resigned after successfully securing full time employment as a Financial 

Inclusion Officer with another organisation. 

 

We are greatly indebted to them for giving their time and dedication to the project. Without 

any doubt they greatly assisted the team in meeting all our targets and the success enjoyed by 

the project. 

 

Finally, our gratitude also goes to all our partners who assisted us with the project.  

 

These are: 

 

 

 

Circle 33  Family Mosaic  

Newlon Housing  Hackney Homes  

Genesis Housing  Southern Housing  

Sanctuary Housing Group  Metropolitan Housing  

London & Quadrant Housing  Islington & Shoreditch Housing  

 

Other partners:  

East London Business Alliance  Barclays Bank  

Department for Work& Pensions London Borough of Hackney  

 

 

 

 

Client Demographics 
 

Gender: 

 

 

 

Female, 
62%

Male, 38%
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Age profile: 
 

 

 

Ethnicity: 

 

Disability: 

 

0%

5%

10%

15%

20%

25%

30%

35%

40%

0 – 16 17 – 24 25 – 34 35 – 49 50 – 64 65 – 74 75 – 84 85 +

8%

59%

6%

4%

22%

Asian or Asian British

Black or Black British

Mixed

Other

White

36%

64%

Disabled

Not disabled/no health
problems
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Clients seen by ward: 

 

Local Authority Ward % Clients    

Brownswood 2% Hoxton East &Shoreditch 2% 

Cazenove 4% Hoxton West 3% 

Clissold 3% King's Park 4% 

Dalston 3% Lea Bridge 3% 

De Beauvoir 1% London Fields 5% 

Hackney Central 9% Shacklewell 4% 

Hackney Downs 7% Springfield 6% 

Hackney Wick 6% Stamford Hill West 2% 

Haggerston 6% Stoke Newington 3% 

Homerton 10% Victoria 9% 

Hoxton East & Shoreditch 2% Woodberry Down 7% 

  

Total 100% 

 

 

Case Studies 

 
The client was a single Black British Caribbean female, aged 54 years, living in property rented 

from London & Quadrant Housing Association. She was a disabled person due to 2 slipped 

discs in her back. She also had diabetes. 

 

She was unable to work due to her disability and her only income was Employment and 

Support Allowance, Disability Living Allowance, Housing Benefit and Council Tax Reduction. 

Our client was not able to budget and manage her money, so had arrears with her rent and 

gas. 

 

We advised her on: how to budget and manage her income by drafting a budgeting statement; 

switching her fuel supply by going on comparison websites (USwitch); shopping for non-
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branded products which are cheaper but of equivalent taste; 

paying her priority bills and consequences if she did not. 

 

With this help the client was able to budget and ensure her 

priority bills were paid and she avoided disconnection of her 

supply and losing her home. 

 

 

Case Study 2 

 

The client was a 60-year-old female of Turkish nationality, 

living with non –dependent children in a property rented 

from Sanctuary Housing Association. Both our client and her 

partner were unable to work due to illness and their only 

income was Employment Support Allowance, Disability 

Living Allowance, Housing Benefit and Council Tax 

Reduction.  

 

The client could not speak English and so we advised her of 

ESOL language classes with Hackney Learning Trust. 

 

We advised her on how to budget and manage her income 

and together we drafted a budgeting statement. We advised 

on shopping for non-branded products which are cheaper 

but of equivalent taste, on paying priority bills and the 

consequences if she did not and on switching fuel supplies. 

 

Due to her inability to budget and manage her money, she 

had the following debts: - 

 

Rent Arrears £2097 

London Borough of Hackney - Housing Benefit overpayment 

£2131 

British Gas £470 (Gas) 

Thames Water £870 

 

One of the main reasons for her rent arrears was that the 

non-dependent children were not making any contributions 

for the non-dependent deductions from her Housing 

Benefit, despite being in work. Our client was advised very 

strongly that if they did not contribute not only would the 

client and partner be evicted, but also the rest of the family.  

 

This message was relayed to the non-dependents who then 

contributed to the rent. 

 

My mind is at rest.  

I can now move 

forward without 

worries.  Extremely 

helpful, would 

highly recommend 

to anyone in a 

situation where 

they think there is 

no light. 

 

 

 
 

 

 

I think that the 

adviser I’ve seen 

today is very 

competent in his 

work. The adviser 

has advised 

fluently on my 

decisions and my 

next step forward.  

 

The adviser had 

also advised me 

with my Housing 

Issues and I feel 

rest assured as I am 

now able to relax 

and not having to 

worry so much. 
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We made Trust Fund applications to Thames Water and 

British Gas. Both Trust Funds paid off the arrears for water 

and gas. 

 

Sanctuary agreed to accept the current rent, plus £5 per 

week for her rent arrears, to avoid loss of their home. 

 

A minimum deduction of £5 per week was made for the 

Housing Benefit overpayment from her Housing Benefit 

weekly payment. 

 

Case Study 3 

 

The client was a white English 61-year-old female; both she 

and partner were retired and both were housebound. They 

were Hackney Housing tenants. The client had a leg disability 

and her husband was also sick with epilepsy and had 

previously had a heart attack. We arranged an appointment 

at their house. 

 

They had been living off the husband’s occupational pension 

and his savings which had reduced to £6,000. They were not 

claiming any benefits. They had 2 debts - an overpayment of 

Income Support - £8358.53 and a catalogue debt - £404.39. 

 

We advised the client on how to budget and manage her 

income and together we drafted a budgeting statement. We 

advised on shopping for non-branded products which are 

cheaper but of equivalent taste, on paying priority bills and 

the consequences if she did not. 

 

We carried out Income Maximisation and they were assisted 

to claim the following benefits: - 

 

Pension Credit  

Housing Benefit  

Council Tax Reduction  

Personal Independence Payment 

 

They received an additional income of £26,531.12 per year. 

With this additional income they were able to pay the 

overpayment of Income Support and the catalogue debt 

from their Pension Credit. 

 

 

I am pleased with 

the help, guidance 

and good job, well 

done for this 

organisation, they 

have a good, 

excellent customer 

service, and have a 

good humanitarian 

feeling for 

everyone.  

 

 
 

 

I am very pleased 

of a good job done, 

on my behalf I can 

sleep stress and 

depress free. God 

bless you. 
 

 
 

 

 

This has been the 

best and smartest 

thing I have done in 

a long time and 

your services are 

very good. 
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Training & Development Manager 

Andrew Skipper  

 
Volunteering at Citizens Advice East End 

 

Volunteer retention remained relatively high 

and we started the year with a total of 88 

volunteers across all 3 boroughs and ended 

with 98 (see breakdown below).We continued 

to have a reasonably high turnover of 

volunteers with many leaving to take up paid 

employment.  

 

Twenty-two volunteers are known to have left 

to take up paid employment during the year 

and this figure coincidentally was the same as 

last year (although the range of jobs was 

slightly different). 

 

Our core of longer serving volunteers 

continued to increase and this helped with 

consistency, continuity and quality of services 

delivered to the public. 

 

We were successful in recruiting more volunteers to our Newham office which is crucial in our 

desire to increase service delivery in Newham. 

 

IT Support Volunteers were recruited to support all 3 offices and they were not specific to any 

one office. The IT Manager and I are also looking into hosting 4-week full-time IT placements 

from various continuing education providers. 

 

As part of the relaunch of our website in April, potential volunteers will now be able to make 

online applications.  

 

Volunteers acquire many transferable skills including dealing with the public, giving out 

information, signposting and referring, electronic case recording, interviewing skills, looking up 

complex information, making and receiving telephone calls, letter writing, undertaking benefits 

calculations and negotiating with third parties on behalf of clients. 

 

This supports the added value of volunteers as, not only do they provide a valuable service but 

it also enhances their skills, experience and therefore their employability. 

 

The volunteers who are known to have taken up paid employment during the year obtained 

the following jobs: Gateway Assessor at another local Citizens Advice Office, Adviser at Citizens 

Advice East End, Customer Service Assistant, Legal Recruitment Consultant, 

Andrew Skipper 
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3 x Paralegal work, Researcher/Writer, Part-time work in a High Street Law Firm, Research 

Project Manager, Marketing, NHS, 2 x IT Support and 8 unknown. 

 

To reflect the roles that volunteers undertake during various times of their training 

programme, the methodology of recording volunteer numbers has changed. 

 

Volunteers are usually trained as Gateway Assessors first and then Advisers. Historically, some 

were trained to be advisers only. The figures now therefore more accurately reflect the roles 

that volunteers are able to undertake according to the training they have done, by 

distinguishing those who undertake gateway only, those who are advisers only and those who 

perform both roles. 

 

  

HCAB HMS THCAB NCAB TOTAL 

31-Mar-15 GW/Advice  (Certs) 28 (12 + 4) 1 FIO 24 (9+ 3) 2 (1) 55 

 

Reception/Admin 16 1 6 1 24 

 

R & C 1 N/A 1 0 2 

 

IT Support 3 N/A 3 0 6 

 

Other 1 N/A 0 0 1 

       

 

Total 49 2 34 3 88 

       

       31-Mar-16 GW/Advice  (Certs) 20 (5) 1 FIO 20 (2) 8 (1) 48 

 

ADVISER/FIO 

(Certficated) 2 (1) 3 4 (4) 2 11 

 

GW & ADV 

(Certficated) 6 (6 & 3) N/A 3 (3 & 1) 0 9 

 

Reception/Admin 9 0 9 5 23 

 

R & C 0 N/A 3 0 3 

 

IT Support 2 N/A 1 1 4 

 

Other 0 N/A 0 0 0 

       

 

Total 39 3 40 16 98 

 

(Gateway (GW), Financial Inclusion Officer (FIO), Adviser (ADV), Reception (REC), Research and 

Campaigns (R&C)) 
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Training and Development:  

 

We continued to recognise the need for quality training and support in order to develop our 

paid staff and volunteers and to provide our high quality services. 

 

All new paid staff and volunteers received training on Aims and Principles of Citizens Advice, an 

office/organisational induction and an induction specific to their role. 

 

We will soon have to get used to a new training programme and Citizens Advice will be 

introducing a new programme and new materials from April 2016. 

 

Those of us who have been in the service for while will remember the change from Records of 

Learning to Learning Journals. They will now be called Learning and Assessment Records. 

In addition to the change of terminology from ‘R o L’s’ to ‘LJ’s’ to’ LAR’s’, the new training 

programme will be a modular programme applicable to all volunteer roles and will contain 

online assessments for the volunteers to demonstrate learning. 

 

It is anticipated that we will continue to deliver local training to supplement the standard 

materials and courses provided by Citizens Advice.  

 

Training needs and areas of personal development continued to be identified at Support and 

Supervision meetings, Management Team meetings and Staff meetings in each of the offices. 

These fed into the annual training plan to ensure that quality training was identified and 

accessed, if there was not the capability to deliver the training internally. 

 

Local training was provided on Aims & Principles, Debt, Benefits and Challenging Benefit 

Decisions. Form filling sessions were extended to receptionists and Gateway assessors, to 

increase the numbers of volunteers able to assist clients with completing forms. 

 

Financial Inclusion/Energy Advice  

 

I continued to chair the Hackney Financial Inclusion Steering Group that meets every quarter 

with representatives from LB Hackney, DWP, Registered Social Landlords and other advice 

agencies in attendance.  

 

Money Smart also attended these meetings, which were a valuable forum to network, share 

ideas, keep up to date with how Welfare Reform was impacting locally and to help form a 

Financial Inclusion strategy in Hackney. 

 

We continued to deliver ‘Energy Best Deal’ sessions to our staff and volunteers and outside 

agencies such as Lifeline and Children’s Centres and to offer one to one energy advice to 

clients under ‘Energy Best Deal Extra’ funding. 

 

Citizens Advice East End was successful in applying for funding to employ an ‘Energy Best Deal 

Extra Energy Champion’ and Bernadette Nwosu took up this post in December 2015. 
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Bernadette’s role is to support and train our staff and external agencies in the delivery of 

energy advice to clients. The Energy Champion will also try to provide advice to hard-to-reach 

clients, such as those with health issues and/or who require home visits. 

 

 

Sustainable Advice in Hackney 

 

Citizens Advice Hackney in partnership with Hackney Community Law Centre continued leading 

this project into its final year, thanks to funding under the Advice Services Transition Fund 

(from the Big Lottery Fund). This project was intended to build capacity in local advice agencies 

and generally make advice services more accessible to the people of Hackney. 

 

We took the lead in training provision for the project and delivered a total of 30 training 

sessions to 324 participants from over 40 organisations across the duration of the project. 

We delivered training on employment, consumer, dealing with debt and appealing benefits 

decisions. We developed a 4-day benefit course that doubled up as an Introduction to Benefits 

and on how to fill out some of the main benefits forms. 

 

We delivered this course in conjunction with Volunteer Centre Hackney, in order to train 

volunteers who would then be allocated to voluntary agencies in the borough, to increase their 

capacity to assist clients to complete benefits forms. 

 

The project also held Community Information Sessions at Hackney Town Hall on Housing 

issues and Universal Credit implementation. Feedback from the training was very positive and 

illustrated the demand for quality (and free) training from local advice providers. 

 

A final report “Working Better Together” was published by David Floyd of Social Spider CIC in 

September 2015. Lord Low of Dalston, who was a keen supporter of the project, hosted a 

closing event I n the House of Lords in October 2015.  The website created by Miranda Grell of 

Hackney Community Law Centre continues to be updated and to provide information & details 

of advice agencies across Hackney at www.hackneyadvice.org.uk  

 

May I take this opportunity to thank all of our wonderful volunteers who once again have been 

inspiring in their commitment and dedication to provide the level and quality of service that we 

offer.  

 

In particular, thanks to Yvette who continues to assist me with volunteer recruitment, training 

and development.  
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Quotes from volunteers who have left: 

 

 

 
I loved my time at Hackney CAB, and would like to thank everyone for their 

training, help and support throughout the whole time. Support went way beyond 

what I would expect and even felt emotionally supported at times when a client’s 

situation maybe got a little hard to deal with. 

 

 

 
 

 
 

 

 

Volunteering at the CAB has been an enjoyable and stimulating experience whilst 

being a student. It has been so fulfilling meeting members of my community and 

getting to know my fellow volunteers. Witnessing the gratitude of the clients is a 

testament to the wonderful service provided by the CAB; one which I cannot 

fault. 

 

 

 
 

 

 

 

 

I really think that CAB has one of the best training/development procedures out 

there so I can’t provide any suggestions for improvement. I have had a great and 

meaningful time there and I can only say thanks to the CAB for having me.  
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Citizens Advice Tower Hamlets 

 
The financial year April 2015 to March 2016 

has been a difficult but rewarding year for 

Citizens Advice Tower Hamlets. The 

challenges faced in the last financial year 

2014/15 were still evident albeit with 

increased intensity due to recent changes in 

the Social Welfare Law.  

 

The increase in demand for advice services is 

still high in the wake of changes to welfare 

reform, and this has led to continued high 

demands in enquiries relating to welfare 

benefits cuts which in turn have led to a lot of 

residents falling into debt.  

 

In total over 11,249 clients were seen across 

the service and projects in the reporting 

period with 19,148 enquiries recorded. 38% of enquiries related to welfare benefits. 

 

This is against the backdrop of cuts in funding from the Local Authority who initially supported 

us, through funding the provision of a specialist welfare benefit caseworker, to support clients 

requiring assistance as a result of the changes in the welfare rights law. We have seen the 

introduction of Universal Credit in Tower Hamlets and the replacement of Disability Living 

Allowance with Personal Independence Payments which in their various ways has presented 

challenges both to our clients and the service. However, despite the cuts and reduced 

resources to all our services we continued to strive to make sure we provide the much needed 

advice for the community in Tower Hamlets.  

 

The contribution of volunteer staff in the delivering of services is vital and this has not changed. 

This is much appreciated as Tower Hamlets is heavily reliant on volunteers who are active in 

various roles in the service-from administrators, receptionists, gateway assessors and 

caseworkers and they are all invaluable to us. 

 

Gateway Service 

 

The drop in service where the clients first make contact with the service has been an invaluable 

source of assistance and support to clients. We continue to offer this invaluable service three 

times a week 9.00AM to 5.00PM at our main office in Greatorex Street. 

 

This service sees on average 25 to 30 clients per ‘drop in’ session where an initial assessment is 

carried out as part of the gateway system. Clients are booked appointments, signposted or 

referred to other services in Tower Hamlets or given information from Adviser Net and 

empowered to help themselves with minimal support from the service in resolving their 

Ali Halil Team Leader 
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problems. This ensures that where clients encounter similar problems in future they will be 

well equipped to deal with their problems but be aware that they can still contact the service 

for assistance if feeling overwhelmed. 

 

Generalist Appointments 

 

After the gateway assessment an appointment is booked with a Generalist Advisers to carry 

out more in depth case work where necessary. Advisers are able to act on behalf of these 

clients as well as any vulnerable clients who may have had difficulties communicating with 

third parties due to language and literacy problems. With an increasingly complicated benefits 

and legal system, the help was always greatly appreciated by our clients.  

 

Clients are seen at appointments in the office on Mondays, Tuesdays, Wednesdays   Thursdays 

and Fridays.  

 

We also run outreach sessions at the Parents Advice Centre on Tuesdays and mornings,  at 

Gladstone Place One Stop Shop on Wednesdays,  Watney Market Idea Store on Thursdays and 

Teviot Neighbourhood Centre in Poplar on Tuesdays. We also had an outreach session for our 

specialist welfare benefit service at the Tower Hamlets Community Mental Health Offices in 

Three Colts Lane. This ended in March 2016 due to withdrawal of funding however we are 

pleased to confirm that we have secured new funding and the service is due to start again this 

tax year. 

 

Telephone Advice and email 

 

We continue to provide Telephone Advice sessions Monday to Friday 10:00 am to 5:00pm for 

those who are unable to attend our drop in sessions. Email enquiries were also dealt with, 

where limited information was provided for clients. 

 

 

Projects 
 

Welfare Benefit Specialist Casework 

 

This project is aimed at clients in the community and it aims to maximise the benefits that 

people are entitled to. The advisers assist with completing benefit forms, carrying out benefit 

checks and ensuring that any minor benefit disputes are resolved with minimised disruption to 

the claimant’s benefits. Clients were also helped with appeals, referred to employment 

courses, where they were helped to prepare CVs geared towards getting them back to work, 

computer classes for those who were not familiar with the use of computers and literacy 

classes to improve both reading and writing skills. 

 

Citizens Advice Tower Hamlets ran this project 5 day a week in association with the Limehouse 

Project who provided 2.5 day sessions for clients in the E3 and E14 areas of Tower Hamlets.  

Outreach sessions were held at Tower Hamlets CMHT; Limehouse Project’s office in St Anne 

Street, Commercial Road with outreach sessions at Bangladeshi Youth Movements, Stifford 
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Community Centre and Wapping Bangladeshi Association. 

 

The demand for these services is high, reflecting the changes to welfare reform. There is also a 

home visiting service for clients who are housebound. Unfortunately, this service came to an 

end in March 2016 due to lack of funding. In all, the project saw 1229 clients who presented 

with welfare benefit issues requiring specialist input. 

 

Generalist Advice services at GP surgeries 

 

Tower Hamlets advisers continued to provide advice sessions at GP surgeries as part of the 

Health Links project. This was an invaluable service as clients were able to be seen at their local 

surgeries and for some clients this was a place where they felt more comfortable attending 

appointments. The surgeries where services were provided in 2015 - 2016 were at St Stephens 

Surgery, Wapping Surgery, XX Place Surgery and Albion Surgery.  

 

Royal London Hospital  

 

The project at the Royal London Hospital, which began in 2013, has been running for over two 

years now and is very much needed to support renal patients. The project runs every week 

with appointments booked twice a week on Tuesday and Fridays. An average of 6 clients are 

seen at each session. The project continues to provide an essential service to the dialysis 

department, enabling the clients to access our services; with a simple phone call or a referral 

from their nurse.  

 

The service has helped many clients receive benefits that they did not know they were entitled 

to. We adopt a holistic approach in dealing with each presenting client and this is working well 

given that we are able to maximise the clients’ income and/or identify other issues or benefits 

that they may be entitled to. 

 

We have had great feedback from clients and medical staff and will continue to provide this 

appreciated service. 

 

Parents Advice Centre 

 

The Parents Advice Centre project sees a wide range of clients with all the diverse needs of the 

Tower Hamlets population.  The centre is frequented and geared towards families in need and 

especially those with special needs in the borough. The session is designed to help fill the 

pressing need for advice in the changing climate of benefit reforms, low wages and current 

austerity measures. The majority of clients needed help due to either being refused disability 

benefits or being sanctioned on work or disability benefits. This would leave clients with no 

means to eat or heat their homes.  

 

Though benefit problems were the main presenting issue, debts had risen in tandem. As clients 

struggled to pay more for energy and other changes, such as the bedroom tax, they could over 

extend their borrowing and fall prey to pay day loan lenders. Housing issues were also 

important as the need for housing far outstrips the supply and local clients are very reluctant 
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to move out of the borough and away from their support networks. Citizens Advice Tower 

Hamlets looked at the clients’ issues holistically to help them solve any current emergencies 

and empower them to act for themselves in the future. 

 

There is demonstrably a great need for this service at PAC as families in the borough are under 

a great strain with all the recent changes and cuts to services.  

 

Whitechapel Legal Advice Centre (WLAC) 

 

WLAC was established by legacy Herbert Smith in 2000. The need for access to free legal advice 

is greater than ever. 

 

This legal service is run with the help of our partners Hebert Smith Freehills. We have a part-

time employment solicitor who works Tuesday to Thursday. This wonderful service provides 

clients with pro-bono legal advice on Tuesday evenings  

Whitechapel Legal Advice Clinic (WLAC) provides high quality legal advice to local residents who 

cannot afford it and would otherwise not have access to it. The clinic is based at Citizens Advice 

Tower Hamlets and staffed by committed volunteers from the firm who attend on a Tuesday 

evening to provide advice on employment, consumer, debt and housing law. 

New Service Level Contracts with Tower Hamlets Council 2015 -2018 including 

Language Providers and other partnerships 

 

In April 2015 the Local Authority launched a new project where advice agencies were 

encouraged to enter into a consortium for the effective running and provision of advice 

services in Tower Hamlets. New Service Level Agreements and contracts were entered into. We 

at Citizens Advice Tower Hamlets are the Project leaders in a group of five partners which 

includes Praxis – which cater most specifically for people with immigration issues, deafplus – 

who provide advice and assistance for deaf and hard of hearing people, Ocean Somali 

Community Association – providing advice and support to the Somali Community with difficulty 

speaking, reading and writing in English, and the Chinese Association of Tower Hamlets who 

assist and support people of Chinese origin who again have limited understanding of English 

Language.  

 

Citizens Advice Tower Hamlets are the lead in the consortium and have to manage and 

supervise these other organisations. These include monthly file reviews, collating and 

submitting reports on behalf of the team and also ensuring that all partners comply with the 

requirements in the Service Level Agreements and are paid as and when due. 

 

This has been challenging however our dedication in seeing to the success of the project has 

meant that we felt adequately able to support our partners in whatever issues they have and 

liaising with the Local Authority in resolving any queries that may arise. We hold monthly 

meetings with our partners were we discuss current trends and changes and also provide 

guidance on best practice. 
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We are also partners with the Law Centre for providing advice services for LAP2 in Tower 

Hamlets. The Law Centre are the lead partners and collate data from us in relation to number 

of clients seen and the issues presented. This partnership has been extremely successful and 

we hope it continues for the foreseeable future. 

 

Volunteers 

 

My report would not be complete without mentioning our volunteers. Here at Citizens Advice 

Tower Hamlets we have a high turnover of volunteers. Most are students who volunteer whilst 

completing their studies and on graduation continue to devote their time in support of our 

clients until they either progress to paid employment or legal practice. Others were sent by 

other organisations to gain employment skills and lastly those who are either retired and want 

to assist clients or want to volunteer as a way of keeping up their skills whilst looking for paid 

work. 

 

To all of them, I express my sincere thanks to our valued and dedicated volunteers who give 

their time in support of the excellent work, great advice and assistance offered to our clients 

and being part of a wonderful team. 

 

 

Whitechapel Legal Advice Centre 
 

Philip Tsamados  

 

Whitechapel Legal Advice Clinic is a special project within Citizens Advice Tower Hamlets and 

has been running since 2000 in partnership with City solicitors, Herbert Smith Freehills (‘HSF’) 

and East End CAB Service.  I am Philip Tsamados and I have been the WLAC Supervising and 

Duty Solicitor since April 2014.  I work at Citizens Advice Tower Hamlets three days per week.  

 

WLAC consists of a weekly advice session, held on a Tuesday evening at Citizens Advice Tower 

Hamlets from 6 pm until 8 pm.   Up to six clients are seen by appointment by volunteer 

advisers who are either qualified or trainee solicitors working for HSF. The advisers attend 

sessions on a six monthly rota. The clients are referred by Citizens Advice Tower Hamlets 

having been through a Gateway assessment at the drop in advice sessions held on Mondays, 

Tuesdays and Wednesdays.  

 

The main types of issues dealt with are to do with employment, housing, debt and consumer 

law.  However, enquiries can be very wide and varied and have included such matters as 

parking fines, insurance claims, people facing legal costs orders as well as property disputes 

and identity theft.  

 

My job is essentially to oversee the WLAC weekly advice sessions and to act as a resource and 

supervisor to the HSF volunteer advisers who attend the sessions. I also deal with e-mail and 

telephone enquiries from the advisers during the week, as well as going to their offices at HSF 

once a week to provide a drop in advice session for advisers seeking guidance, review of letters 
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and documents or simply a second opinion.   I am a specialist in employment law and during 

the week I also to see my own clients, referred to me by Citizens Advice Tower Hamlets, and I 

deal with my ongoing cases.    

 

HSF provides a twice yearly cycle of training for the new intake of volunteer advisers, consisting 

of lunchtime seminars.   I have devised and presented seminars in various aspects of 

employment law, including discrimination at work and bringing wages and money claims in the 

Employment Tribunal as well as induction as to the Citizens Advice service. 

 

From April 2016 onwards HSF have generously funded the post of part-time Administrator, 

Alexander Lewis, who has provided invaluable assistance to WLAC and to me in co-ordinating 

the weekly sessions, dealing with administrative support and acting as the evening 

receptionist.   This has allowed me to focus my time on providing support and supervision to 

the volunteer advisers and dealing with front line advice issues.   In addition, HSF have 

specifically provided financial assistance for the cost of my ongoing training, for legal books 

and online resources and also for such things as membership of professional bodies and items 

of office equipment. 

 

During April 2015 to March 2016, 212 new clients were seen by the volunteer advisers at the 

WLAC Tuesday advice sessions.  In addition, I saw 74 new clients by appointment on other days 

of the week.  The types of enquiries at the evening sessions included: Housing - clients facing 

eviction, disrepair, seeking the return of a deposit, those in arrears with rent or service charges, 

those facing homelessness and those exercising the right to buy; Consumer - small claims for 

the return of deposits, to do with faulty goods, enforcement of money judgments, disputed 

insurance claims for damage to contents and to buildings; Debt – clients facing goods being 

taken away by bailiffs, or needing help negotiating with a creditor, or challenging debts, those 

with disputed fines in respect of parking tickets; Employment: discrimination at work, 

entitlement to notice pay, unpaid wages and holiday pay, unfair dismissal.   

 

Positive outcomes in 2015/16 include: generally advising clients as to their rights and how to 

proceed; settlement of a claim removing a £23,000 court costs liability from a client; successful 

resolution of a claim against the police and an apology for the client; resolution of a property 

dispute between ex-spouses; resolution of employment claims in return for compensation for 

dismissal without notice, unfair dismissal, redundancy and holiday pay and the provision of 

agreed favourable references. 

 

I would express Citizens Advice East End Service’s continuing grateful to HSF for the generous 

financial and practical support which makes it possible to provide such an invaluable service to 

the people of Tower Hamlets. 

 

 

Anna Jones Crisis Project Adviser 

 

I joined the Citizens Advice about 4 years ago as a Volunteer on Reception in Citizens Advice 

Hackney, at the age of 39. Before that I had worked as a documentary editor and director for 

about 10 years. Although this work was exciting and engaging, I decided I wanted to do 
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something more connected with my local community and that involved helping people. I 

thought about going back to study Law but wasn’t sure this would actually lead to this type of 

work. I have always been interested in social justice and legal work so Citizens Advice seemed a 

good fit. Luckily Citizens Advice Hackney had some vacancies for Receptionists so I started 

there. I was pleased to learn that I would be trained for free in return for volunteering, which 

seemed a bargain!  

 

The Reception role is a great place to learn how the Service operates as you come immediately 

face to face with clients and the issues they come with. I started doing the Gateway training as 

soon as I could and was seeing clients after a few months. I really enjoyed the contact with 

clients and found the structure of the Gateway system very helpful as a way to elicit all the 

necessary information in a short a time as possible. It gave me further experience of handling 

different people in all sorts of circumstances and I began to learn more about the places we 

were referring and signposting clients to, plus how the local council works and much more. I 

then moved on to Adviser training. 

 

I had almost completed my Adviser training when a job was advertised for an Adviser at 

Citizens Advice  Hackney in 2014. Luckily I could apply without my certificate as long as I 

completed it within 6 months. This was a great opportunity for paid work and I was fortunate 

enough to be employed on that basis. I quickly caught up with the last bits of my Learning 

Journal and obtained my Certificate in time. I found the Adviser work even more rewarding as 

there is more time to spend with clients and you can actually get to grips with their problems – 

taking on casework when necessary. I enjoy working with people from all over the world and 

helping to make sense of the problems they are facing, combined with the more academic 

challenge of researching the law and applying it to their circumstances. At Hackney I did mostly 

in house  appointments, but also went out to Children’s Centres and doctor’s surgeries to do 

Outreach appointments occasionally to cover for colleagues. 

 

I moved to Citizens Advice Tower Hamlets in 2015, initially to cover a colleague’s maternity 

leave.  This meant working 2 days at the Royal London Hospital at their Renal Unit, on a specific 

outreach project for clients with kidney disease. My knowledge of disability issues increased 

and I also assisted clients with many disability benefit Tribunal Appeals. I found it very 

satisfying when sick clients won their appeals and were not facing the stress of no income 

whilst unwell. The support of the ASS and Benefits Specialist at Tower Hamlets was great for 

learning more about this and getting invaluable input. I also found I was using Specialist 

Support and NHAS more and more as the level of advice I was giving was getting more 

advanced. I also did 1 day a week at a library in Poplar which meant I kept up to date with a 

variety of issues.  

 

My role recently changed to that of Adviser for the new ‘Crisis’ Project which works with 

particularly vulnerable clients who need extra support to help with urgent problems and 

provides ongoing follow up casework. I am really happy to be working on this project as it 

offers the chance to do more in-depth casework and to build a relationship with clients. I love 

my work at Citizens Advice – it’s a wonderful mix of working with a great variety of clients, plus 

the challenge of applying the legal system to their circumstances to try and assist them. The 

support system allows workers to develop at the right speed for them which I think is really 
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important for confidence and skills development.  

 

The Citizens Advice has also been a great employer in terms of flexible working as I have a 7-

year-old son and can adjust my work hours to accommodate the hours I need to look after 

him. There is also no stigma or lack of status as a result of working part time, which is great for 

encouraging women in particular to return to work after having children. 

I think the Citizens Advice is unique in offering such an advanced level of training in return for 

volunteering and am really impressed by the work that we do.  

 

 

Tower Hamlets Statistics  

 
 

Total number of clients seen for advice and assistance:   11,249  

Total number of enquiries:       19,148 

 

 

 

Income Gained:                                                         £7,561,648 

Homelessness prevented:                                         219 

Successful disrepair cases:                                        84 

Debts repayments rescheduled:                              £81,198 

Bailiff action stopped                                                   47 

 

 

 

Gender 

 

 

47%
53%

Female Male
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Ethnicity 

 

 
Enquiry Areas 

 

 
 

Age  

 

 

42%

21%
4%

3%

30% Asian or Asian British

Black or Black British

Mixed

Other

White
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5%
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Debt

Employment

Relationships & family

all other
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Case Studies 

 
Case Study 1 

 

Our client, Ms K, is a single 27 year old woman. Ms K had 

been in receipt of Job Seeker’s Allowance (JSA) prior to her 

hospital admission. Ms K’s claim for JSA had closed some 

time before she had come into hospital because Ms K had 

been too ill to sign on. Our client had been too ill to take any 

action herself about claiming other benefits.  

 

Ms K had been allowed leave to go to her home and had 

picked up some letters. Our client brought one of these to 

the drop-in session we provide in the Occupational Therapy 

department at the hospital. The letter was from London 

Borough of Tower Hamlets Benefits Service and noted that 

the DWP had informed them that Ms K’s JSA claim had 

ended and asked if she wished to continue receiving 

Housing Benefit and Council Tax Reduction. Ms K also 

wanted to know what benefits she might be able to claim 

while she was in hospital.  

 

We advised our client that she was entitled to continue to 

receive Housing Benefit and Council Tax Reduction while she 

was a hospital in-patient. We drafted a letter for our client to 

sign and take to the council’s One Stop shop explaining Ms 

K’s circumstances. In the letter we told Tower Hamlets 

Benefits service that our client had had no income since her 

JSA claim had ended and that her family had given her some 

food and small sums of money prior to her hospital 

admission. We advised Ms K that her Housing Benefit and 

Council Tax Reduction would be reinstated from the date JSA 

stopped and that she would not have arrears of rent or 

Council Tax.  

 

We advised our client that Employment Support Allowance 

(ESA) was a benefit for people who are unable to work 

because of ill-health and that it was payable to hospital in-

patients. We arranged for a follow up appointment for Ms K 

in order to make a claim for ESA. Our client returned and the 

ESA claim was made over the phone. We explained to our 

client that ESA would only be paid for periods covered by a 

medical certificate. As Ms K had not been to her own G.P 

before she came into the hospital, we asked for the date of 

claim to be the date of admission, when medical evidence  

 

 

 

 

 

My mind is at rest.  

I can now move 

forward without 

worries.  Extremely 

helpful, would 

highly recommend 

to anyone in a 

situation where 

they think there is 

no light. 

 

 
 

 

My health is much 

better compared to 

when I first arrived 

my high blood 

pressure, and 

sugar.  Now I can 

read and write 

without glasses. 

Thank you very 

much for your 

advice 
 

 
 

 

I had the best 

advice in the world. 

Thank you. 
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could be provided by the hospital. We advised our client that 

she would be sent a statement by the DWP so that she could 

check the information they had recorded was correct. A pre-

paid envelope would be provided and Ms K could use this to 

send her medical certificate.  

 

Some people with long term mental health conditions are 

entitled to an additional benefit called Personal 

Independence Payments (PIP). This benefit has replaced 

Disability Living Allowance for new claims and it is non 

means tested and can be paid alongside other benefits such 

as ESA. To qualify, a person has to show that they need 

assistance, prompting or supervision to carry out a range of 

daily activities and/or to get around outside. We discussed 

this with our client and she confirmed that although her 

condition varied, for much of the time she did need 

prompting and encouragement to take nutrition and wash 

and bathe. Ms K said that she could be forgetful and needed 

supervision when preparing food and assistance in dealing 

with bills and other budgeting decisions. Our client told us 

that at times, she needs support to engage with other 

people and to travel to unfamiliar destinations. It seemed 

likely that Ms K would be entitled to PIP and she stated that 

she wished to claim this benefit, so we made a telephone 

call to start the claim process. We advised our client that we 

can assist her with the final stage of the claim, which 

consists of completing a form giving details of how Ms K’s 

condition affects her.  

 

Our client was very grateful for the help she had received 

and told us that it had reduced her levels of anxiety.  

 

 

Case study 2 

 

Our client, Mr Y, is a married man with 6 dependent 

children. Mr Y is self-employed and works 24 hours per 

week. Our client came to see us about a problem with tax 

credits.  

 

Mr Y had an argument with his wife in June 2014 and left the 

household. Mrs Y made a claim for Income Support as a 

single parent and also made a single claim for Child Tax 

credits. The couple reconciled a few weeks later and our 

client moved back to the family home 29/8/14. Mrs Y 

informed the DWP she was no longer a single parent and  

After the 

conversation with 

the staff it made 

me feel better and 

looking forward to 

have my problem 

heard and sorted 

out. Thanks a lot. 
 

 
 

 

This has been the 

best and smartest 

thing I have done in 

a long time and 

your services are 

very good. 
 

 
 

 

 

The adviser was 

very helpful and 

done everything he 

needed to help me.  

Im very pleased 

with his advice and 

help today. 
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wanted to end her claim for Income Support. Mr and Mrs Y phoned the Tax Credit Office in 

early September 2014 to tell them about the change of circumstances and the Tax Credit Office 

sent them a form to reclaim as a couple. Mr and Mrs Y completed and returned the form 

straight away. Tax Credits are a significant part of our client’s household income and Mr and 

Mrs Y were without this income as Mrs Y’s single claim had stopped. Our client phoned the Tax 

Credit Office to check the progress of the couple claim. Mr Y was told the new application was 

not on the system and he was advised to phone back in 6 weeks’ time. Our client phoned the 

Tax Credit Office again before the 6 weeks were up. This time he was told that his application 

had not been received at all. Mr and Mrs Y were told they would be sent a new form to claim 

tax credits but they were informed that their claim could only be backdated for 31 days. Our 

client wanted help getting his joint tax credits claim backdated to 29/8/14. 

 

We advised Mr Y that while it was true that tax credits claims can only be backdated in most 

circumstances, the Tax Credit Office keep recordings of phone calls, so they should have a 

record of our client phoning their office to tell them he was back in the family home and 

wanted to make a joint claim for tax credits from 29/8/14. We wrote a letter to the Tax Credit 

Office complaining about the way Mr and Mrs Y’s claim had been dealt with and asking them to 

backdate the joint claim to 29/8/14.  

 

After some time, Mr Y came back to our office and showed us a letter from the Tax Credit 

Office stating that Child Tax credits had been awarded from 20/9/14 and Working Tax Credit 

from 27/10/14. Our client wanted to have both Child and Working Tax Credit backdated to 

29/8/14 when they had informed the Tax Credit Office they wanted to make a joint claim. We 

helped our client complete a form to request a Mandatory Reconsideration of the decision not 

to backdate Tax Credits to 29/8/14, which is the first stage in challenging the decision.  

 

The outcome of the Mandatory Reconsideration request was that the Tax Credit Office agreed 

to backdate Child Tax Credit to 29/8/14 but Working Tax Credit to 27/10/14. Mr Y was not 

happy with this decision so we helped our client to submit an appeal on the appropriate form. 

The appeal form was sent to the tribunal service and we gave our client advice about how the 

tribunal service works. However, it turned out that this was not necessary as the Tax Credit 

Office changed the decision before the tribunal hearing and Mr Y was paid Working Tax Credit 

from 29/8/14, which meant there was no need for a tribunal hearing.  

 

Our client was very grateful for the help he had received in successfully challenging the Tax 

Credit Office’s decision. Mr Y’s Working Tax Credit is £76.43 per week and when combined with 

Child Tax Credit our client and his wife receive £277.70 tax credits per week. Mr Y said that he 

would not have been able to deal with the Tax Credit Office without our help. 
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A Volunteer’s Story 

 
I’ve been working as a volunteer for 4 days a 

week at Citizens Advice Tower Hamlets since 

February 2015 as a receptionist/ 

administrator. Now I’m a paid member of 

staff for two days a week and volunteer a 

further two. 

Prior to working for the Service I was trained 

as a chef and spent many years working in 

corporate hospitality, I then went into retail 

before moving and spending 12 years in 

Spain.  

When I returned from Spain I found it very 

hard to find employment, as so much had 

changed. 

I first started volunteering for Citizens Advice 

when I was on a government based work 

programme and continued to volunteer till present day. 

Since I became a volunteer I deal with various issues from people of different backgrounds, 

education, and where for many English isn’t their first language. This can be a challenge when 

explaining how our service operates and the level of help and assistance that we are able to 

provide. It can be very stressful especially as I am the first point of contact, but its hugely 

rewarding when we are able to help and support clients resolve their issues. 

My role consists of assisting clients when they first arrive, sign posting them to various 

organisations and projects within Tower Hamlets. Helping and assisting Gateway volunteers 

with appointments and diary bookings and general admin within the Service. 

As a volunteer I was helping Philip Tsamados [our employment solicitor] with the evening 

WLAC and Immigration and Family solicitor service we provide, working on reception. Due to 

funding from WLAC this has provided me with paid employment within the Service for 2 days a 

week. I book appointments for clients that have come through our drop in service and then 

submit all documents to the solicitors along with client details for checks regarding conflict of 

interest. A lot of the work I do for WLAC is liaising between the client and the Solicitor who is 

dealing with their case, emailing and scanning paper work on behalf of the client and attending 

meetings held by the Solicitors. 

It has been a huge privilege working with Citizens Advice Tower Hamlets Citizens Advice and I 

remain extremely grateful for the support and encouragement I have received daily from both 

my colleagues and WLAC. I am hoping that once an opportunity is available I will be able to 

progress onto full time work. 

Alexander Lewis 
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Citizens Advice Hackney  
 

In the financial year April 2015 to March 2016, 

Citizens Advice Hackney continued to provide 

essential advice, support and advocacy 

services for Hackney residents.  

 

We continued to work closely with our 

partners AgeUK, City and Hackney Mind and 

Off Centre to support services for vulnerable 

clients. By referring clients between our 

services we were able to build ways of 

working that benefited the organisation’s 

expertise and streamlined help for, often, 

marginalised groups. 

 

Demand on all available services continued to 

rise. The increased pressures on resources 

necessitated continued - and increased - 

volunteer recruitment. On and off site training 

of all staff enabled them to deal with complex issues in all the core areas within which Citizens 

Advice deliver advice and advocacy.   

 

 

Gateway Service 

 

Early morning until mid-afternoon, face-to-face Gateway assessments continued to be the 

main point of initial contact between Hackney residents and staff at Citizens Advice Hackney. 

Employed staff and volunteers - supported by experienced supervisors - continued to ensure 

this access point was properly managed, and always available.  

 

Generalist Appointments 

 

The majority of appointments were the result of an initial Gateway contact. There were, 

however, an increased number of appointments allocated after contact from external advice 

and support, and Local Authority services. Citizens Advice Hackney has continued to engage 

with agencies from all sectors by email and telephone, enabling them to refer more vulnerable 

residents directly to us for appointments. These contacts have also been integral in allowing 

for more effective triaging of residents, ensuring they access the most appropriate support 

required. This has continued to minimise the ‘revolving door syndrome’ as early direct 

intervention has helped to prevent residents’ problems escalating to crisis point. Generalist 

appointments were booked on daily basis, usually between 10 am – 3 pm, Monday to Friday. 

Wednesday evening appointments were offered on a weekly basis, beginning 5 pm, primarily 

for clients with employment or other responsibilities, which prevented them from attending 

the service at the other times. 

Michael Foley Team Leader 
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Advice Session at Hackney 

 

 

Assisted Information Service 

 

This service has continued to be an essential point of contact for all residents engaging with 

the service after all the Gateway tickets have been issued. Volunteer reception and 

administrative staff, supported by full time staff, continued to meet increased demands on this 

access point. This has allowed us to continue with a 5 day-a-week, open-door drop-in service, 

from 9.30am until 5pm Monday to Friday. Residents were given details of how to access all 

services based on eligibility criteria, including Citizens Advice Hackney at Children’s Centres and 

other projects. 

 

If residents making contact through the Assisted Information Service needed to return to us for 

a thorough assessment with a view to an in-house appointment, they were issued with a ticket 

for the next day Gateway service. Again, this lessened the number of residents needing to 

queue early morning to be issued a ticket for assessment; also they are ensured of being seen 

at an allocated time. This new system has been rolled out since March 2016. 

 

 

Telephone Advice line. Monday, Tuesday and Wednesday, 1 pm – 3 pm 

 

0344 499 1195 

 

The Telephone Advice Line was another essential point of contact for residents unable to 

physically attend our office for various reasons, including employment, family or other 

commitments and constraints, or for reasons of disability. Again, pressures on this service 

continued to rise. This point of contact has continued to successfully triage where appropriate, 

or make appointments in our office if it was a complex matter. As with all services, staff 
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continued to inform residents wherever possible, of action they themselves could take to 

resolve the matter. This helped alleviate pressures on all other resources. 

 

 

Citizens Advice Hackney at GP Surgeries/Children’s Centres 

 

We continued to provide advice, advocacy and support services at outreach projects. This was 

subject to eligibility, e.g. having children five years old or under, including expectant parents, or 

being registered at the GP’s surgery. Eligibility to be seen at these partner services allowed 

easier access by direct referral to other specialist support services at Citizens Advice Hackney. 

Services included debt and money management advice with financial inclusion officers, 

housing, employment and immigration Pro Bono Solicitors, the specialist energy advice service, 

and Relate for family mediation services.  

 

GP Surgeries 

 

Cedar Practice, Woodberry Down, John Scott Health Centre, Ghadvi Practice, Fountayne Road 

Health Centre, London Fields Medical Centre, Lower Clapton Health Centre, Somerford Grove 

Health Centre, Well Street Surgery. 

  

Children’s Centres 

 

Ann Taylor Children’s Centre, Brook Children’s Centre, Comberton Children’s Centre, 

Gainsborough Children’s Centre, Mapledene Children’s Centre, Sebright Children’s Centre, 

Tyssen Children’s Centre, Woodberry Down Children’s Centre. 

 

 

Projects 
 

Projects continued throughout the last financial year for the tenants of specified housing 

associations: 

 

London & Quadrant Project 

 

The project worker continued to take direct referrals from Revenues Officers, primarily where 

rent arrears were accruing, and court action for recovery of the property was either 

threatened, imminent, or already in place. The caseworker advocated on the client’s behalf, 

negotiating affordable repayments off the arrears, and ensured income maximisation, so that 

weekly liability payments were also maintained. We gave full advice on any other debt matters. 

This ensured that we took all possible action on the resident’s behalf to prevent lengthy and 

expensive court procedures which could lead to eviction.  
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Genesis Project 

 

Project for N4 Tenants, Woodberry Down, Manor House - primarily for tenants of Genesis 

Housing Association. 

 

Woodberry Down continues to undergo major regeneration works as part of London Borough 

of Hackney’s ongoing efforts to improve housing standards in the Borough. Citizens Advice 

Hackney’s service has been available at the Robin Redmond Centre for over ten years now, 

running alongside regeneration. Tenants presented with all core areas that we advise on, but 

also with issues regards Compulsory Purchase Orders, rent arrears, credits debts, resettlement 

right to buy issues, service charges and major works bills. 

 

 

Pro Bono Legal Advice  

 

Residents had access to Specialist Legal Advice from Solicitors who attended Citizens Advice 

Hackney on a Pro Bono basis. 

 

Advice covered the areas of Immigration, Employment, Housing and Family. 

 

As these services were available ‘in house’, residents were, wherever possible and when 

appropriate, offered appointments at Citizens Advice Hackney. 

 

 

Housing Solicitors  

 

Housing Solicitors who dealt with possession and eviction actions, continued to take direct 

referrals. Residents continued to be assessed by Generalist Staff regarding Legal Aid eligibility 

criteria, namely their means and the merit of each particular case. The solicitors continued to 

provide their much needed services on site, in our Mare Street office. 

 

Relate  

 

Relate continued to provide support and advice to Hackney residents regarding family 

mediation, on site, in our Mare Street office. Prior to this, Relate had no premises in Hackney in 

which to offer Hackney residents appointments. Residents previously had to travel to different 

boroughs for this advice and support. 
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Case Study  
 

The client was a single female, with two children aged 4 and 

7 years, living in Local Authority accommodation. She was 

employed 16 hours per week. She received Child Benefit and 

partial Housing Benefit.  

 

The client’s Tax Credits award had been investigated by a 

third party agency appointee of HMRC. That third party had 

carried out a credit check against the client’s property and 

through a historic financial link from her ex-partner, had 

assessed a joint claim and not a single claim. The client had 

not had any contact with her ex-partner for several years. 

The Tax Credits award which had included amount for 

childcare had been stopped. We supported the client in 

successfully having her award reinstated and an amount 

paid for backdating. The client did not have to go through 

the ordeal of an appeal tribunal.  

 

We helped support the client’s household throughout that 

time with applications to Hackney Discretionary Crisis 

Support Scheme, and by issuing food vouchers for the Food 

Bank.  

 

The client was also referred to our Hackney Money Smart 

Project as she had several credit debts. The Financial 

Inclusion Officer helped with budgeting and negotiated 

greatly reduced and much more affordable repayments with 

creditors. The client was further referred to our Energy 

Champion who succeeded in securing a financial award to 

help clear an electricity bill. 

 

 

 

 

 

 

        

 

 

My mind is at rest.  

I can now move 

forward without 

worries.  Extremely 

helpful, would 

highly recommend 

to anyone in a 

situation where 

they think there is 

no light. 
 

 
 

 

My adviser was 

very helpful; I am 

pleased with the 

outcome and feel 

that I can get 

further assistance 

if and when 

needed. 
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10%

47%

5%

8%

30% Asian or Asian British

Black or Black British

Mixed

Other

White

Hackney Statistics  
 

 

Total number of clients seen for advice and assistance:  22,596 

 

Total number of enquiries:       23,430 

 

 

Income Gained:                                                         £8,885,458 

Homelessness prevented:                                         1413 

Successful disrepair cases:                           46                          

Debts repayments rescheduled:                              £3,259,136 

Bailiff action stopped                                                 75 

 

Ethnicity 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Gender 
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Enquiry Areas 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Age 
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A Hackney Volunteer’s Story 
 

 

It has been over 8 months since I first 

volunteered at Citizens Advice Hackney and I 

am still doing it with the hope that I can be 

certified as a generalist adviser in the couple 

of months.  

 

I remember requesting a volunteer 

application pack from Hackney CAB 3 years 

ago and did not sign up for it as I was afraid 

that I could not keep up with the commitment 

of volunteering for a year or so. After getting 

my law degree, as many other graduates, I 

was advised to volunteer at local CAB to get 

experience that is valuable to law career. The 

experience turned out to be far more what I 

expected.   

 

I was told by one of my senior colleagues that 

gateway assessment is like fishing: You do not know what problems the client may have and 

you get surprised every day. It was true and it is what I love about the job as you will never get 

bored. I was able to meet different clients everyday with all sorts of problems that they have in 

their life. I learnt for myself of what I could do if I was in their position and what to avoid 

getting into the problem in the first place. I learnt how to deal with difficult clients, how to tell 

clients difficult things they might not want to hear. I learnt how to deliver a good service 

without losing track of time. I learnt how to work in a team to give the best service to clients.  

 

I am very glad that I have the opportunity to volunteer here as I have gained a lot of valuable 

transferable skills,  experience that is not only for my law career but also for myself as it gives 

me so much confidence and knowledge that I have never had from other jobs. 

 

 

 

 

 

 

 

 

 

Hai Le   Trainee Gateway Assessor 
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Citizens Advice Newham 

  

In 2015-16, new projects started at Citizens 

Advice Newham, giving a boost to the existing 

limited service. Three projects funded by 

Comic Relief, City Bridge and Trust for London 

focus mainly on Social Welfare advice, Debt 

and Money Management and Sustainability of 

Employment for the local community. 

'Trust for London' funds the provision of 

specialist employment advice in the borough 

with the main aim of improving employability 

for local people and ensuring that they are 

empowered to sustain employment. The 

project started in August 2015 and for the 

period to March 2016 it dealt with over 93 

specialist enquiries and a further 24 in-work 

benefit queries with successes and outcomes 

in excess of £370,000. The main queries 

related to breach of contract and unauthorized deduction of wages as well as unfair dismissal. 

Referrals to the project were from third parties and self-referral, as well as from the other 

projects in the service. 

Welfare Benefit and Debt advice is provided under the 'City Bridge' project that has been 

funded for 3 years. Newham clients are able to access Welfare Benefits advice appointments 

providing in depth holistic advice, information, advocacy and casework including reviews and 

appeals. This is an area with the highest number of enquiries, due to the complexities involved 

in claiming Welfare Benefits. The project started on the 14th December 2015 and we dealt with 

an average of 112 queries to March 2016. Outcomes are encouraging, with success at appeals 

at 85% and debt management plans put into place for most of the debts dealt with. Outcomes- 

including projected income- totalled over £145,000. 

The Debt and Money Management project in Newham is funded by 'Comic Relief’. The 

caseworkers and volunteers in the project provide in-depth, holistic and preventative financial 

inclusion support and money advice through one-to-one appointments and group sessions. 

These help build financial confidence and help clients deal with money problems that they are 

facing. The project started on the 1st September 2015 and is run by a caseworker who provides 

advice at 2 outreach sessions at the Stratford Advice Arcade and Manor Park Library, as well as 

casework appointments at the main office at Freemasons Road based at Custom House. For 

the period to March 2016 a total of 583 enquiries were dealt with and over £10,000 of debt 

written off. The project assisted clients manage debts of over £285,269 and a total of £105,591 

of debts were challenged successfully. We also held group sessions at Manor Park Library as 

Florence Acen Team Leader  



40 

 

part of the project where we gave advice and guidance on money management to small 

groups.  

Citizens Advice Newham also continued providing advice services at Manor Park and Vicarage 

Lane surgeries as part of the NHS 'Transitional Fund' Project. The attendance has been 

consistent throughout the year with the psychology team continuing to work in partnership 

with the transitional team in referring clients. The service aims to provide a targeted service to 

vulnerable clients who would otherwise not have confidence in attending a busy drop-in 

session at an advice agency. We saw a total of 241 clients at the project in the year 2015-16 and 

main enquiry areas were Welfare Benefits and Housing. 

The Early Action Intervention Project led by Community Links came to an end on the 31st of 

August 2015. The project was a success with a total of 1,436 clients supported as part of 

Citizens Advice Newham's contribution for the period 2013 to 31st August 2015. 

The London Borough of Newham continues to fund an outreach session 5 days a week at 

‘Workplace’. The project is an initiative of the Mayor of Newham and aims to place Newham 

residents in employment and/or training. Registered clients are often referred to the Citizens 

Advice session if any barriers to work are identified, or to ensure that existing work is sustained 

by clients. In 2015-16 the sessions ran 3 days a week, but with increased demand and the fact 

that the sessions proved very useful to Newham residents, the number of sessions was 

increased. The main areas of advice include benefit checks - especially advising clients on in-

work benefits - and also debt and housing advice. In order to sustain employment, clients are 

often made aware of their statutory rights as employees, thus empowering them to manage 

any future issues arising at the workplace. Any specialist advice required is also taken up by the 

caseworker on the ‘Trust for London’ project at the main Citizens Advice Newham office. 

Overall in 2015-16 a total of 1,661 unique clients were seen by Citizens Advice Newham, with 

Welfare Benefits still comprising the highest queries followed by Employment, Housing and 

Debt. 

The most common Welfare Benefit queries related to Employment and Support Allowance and 

Housing Benefit. The service also saw clients attending with a high number of employment 

queries relating to unauthorized deduction of wages and breach of contract. In the past year, 

the service has played a major role in retaining employment for clients who were at a risk of 

losing their jobs, by providing advocacy and assisting with negotiations between clients and 

employers. 

Citizens Advice East End has also been successful in securing funding for the 'Crisis and 

Change' project with a key worker based at Newham 5 days a week. Any updates on this 

project will be provided in next year’s report. 
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Case study 

The client was seen as part of the Trust for 

London project – Employment casework 

The client was a 49 year old woman living on 

her own in Housing Association (East Thames) 

accommodation. She was not in receipt of any 

benefits however she had applied for Housing 

Benefit and Council Tax Reduction and was 

awaiting the outcome. Client was not 

attending work due to illness but previously 

worked 21 hours per week and earned £160. 

She had been dismissed on 1 November. 

The client had been employed as a cleaner for 

around 6 months. The client suffered severe 

injuries after a car accident on 23rd 

September 2015, which meant she was 

unable to work. She attempted to apply for 

Statutory Sick Pay in early October 2015, however her employer did not supply an SSP1 form, 

stating that there were no forms available. 

When she subsequently contacted the Statutory Payments Dispute Team to enquire about the 

situation, she received a retrospective dismissal via email dated for 1 October 2015. Client had 

not been paid outstanding holiday pay or notice pay. 

The adviser wrote to the employer to ask for the notice pay, holiday pay and confirmation that 

the client was employed. On the last day of the deadline the adviser had provided, the client's 

former manager replied via email to state that she had already spoken with the client on 1 

October 2015 to explain that she was going to have to let the client go, however she was happy 

to pay the notice pay and holiday pay. 

The client was willing to accept this, largely as it meant a quick payment of the outstanding 

amounts, but also because she had no evidence to rebut her manager’s assertion. The meeting 

that the manager was referring to had taken place. However, the client stated that it was a 

simple conversation over coffee at a café and had nothing to do with her employment. 

This case was a good example of the benefits of writing to an employer when there is time to 

do so. Whilst on many occasions an employer may simply ignore the letter or otherwise not 

reply, in some cases, such as these, it can reach a settlement without having to start Early 

Conciliation. This may mean a quicker solution as the adviser can speak with the employer 

directly without having to communicate through a conciliator. The client was very happy with 

the outcome and the help from Newham Citizens Advice. 

 

Newham Staff and Volunteers 



42 

 

Newham Statistics  
 

 

Total number of clients seen for advice and assistance:    2,979 

Total number of enquiries:        4,612 

 

 

 

Income Gained:                                 £771,067    

Homelessness prevented:                                           9 

Successful disrepair cases:                                          16 

Debts repayments rescheduled:                               £420,719.92 

Bailiff action stopped                                                  28 

 
  

 

Gender 

 

 
 

 

Ethnicity 

 

52%48% Female Male

30%

40%

4%

4%

22%
Asian or Asian British

Black or Black British

Mixed

Other

White
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Enquiry Areas  

 

 

 
 

 

 

 

 

Age range of clients  
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Pension Wise 
 

Citizens Advice East End was a delivery 

partner for the Pension Wise service during 

2015-2016 and is continuing to deliver the 

service in 2016-2107.  

 

Pension Wise was set up by the government 

to offer free guidance on the Pension 

Reforms that came into force on the 6th April 2015. In total 50 have delivered the service in 

Great Britain with funding confirmed for 2016-2017, continued funding will depend on the 

success of the project and further pension reforms.  

 

Citizens Advice East End are delivering face to face guidance to eligible clients in 7 London 

boroughs; Hackney, Newham, Tower hamlets, The City, Islington, Haringey and Enfield. In each 

of these areas we have made arrangements to see Pension Wise clients in confidential meeting 

rooms, which will enable client to access the Pension Wise service locally to where they live or 

work. The locations are currently in other Citizens Advice offices, Age UK and voluntary 

organisations.  

 

The team received extensive training and took 

3 exams, which was overseen by the HM 

Treasury to ensure that all Pension Wise staff 

had the required knowledge and expertise. 

We are pleased that all the Citizens Advice 

East End Pension Wise staff passed the 

requirements and have continued to meet the 

requirements set by HM Treasury.  

 

Our clients have responded with a ‘Very 

satisfied or satisfied’ rating 97% based on 70% 

of all clients seen who took part in the 

feedback. In total 61,200 Pension Wise 

appointments took place across the service in 

England, Wales, Scotland and Northern 

Ireland.  

 

 

 

Working with HM Treasury & Citizens Advice 

 

Our Pension Wise team has formed a close working relationship with both HM Treasury and 

our Citizens Advice Head office.  

 

Benno Allermann and Terry Greenwood 
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The vast expertise within Pension framework and legislation that our team holds has been 

valued by both and we have worked on several pilots to improve the service given nationally, 

including the training and materials used for Pension Wise.  

 

Citizens Advice East end are pleased to be involved with the development of the service which 

ensures our clients receives the best possible service in the future.  

 

Publicity and promotions 

 

Our Pensions Wise team has also taken an active role in publicising the new free service 

available. We have engaged with small & medium sized businesses, elected officials, the 

voluntary sector, public bodies including Councils, GP, hospitals and many more.  We have held 

several information and publicity stands in shopping centres, market places and supermarkets 

around the 7 London boroughs, often raising awareness of both Pension Wise and general 

Citizens Advice services. We have taken part in community events both in and outside our 

areas of operation to support the national Pension Wise brand.  

 

We are pleased that around 10% of our clients have accessed our services directly due to our 

promotional work. Many of who may not have been aware of the service and received the 

guidance needed.   

 

 

 

Big Energy Saving Network (BESN)  Rashid Seedat 
 

 

The project was funded by Department of Energy and Climate 

Change (DECC) to run from September 2015 to March 2016.  

The Big Energy Saving Network aim was for targeted, 

personalised advice that can help bring down the energy costs of 

some of most vulnerable consumers through nominated 

champions.  

Each BESN Champion was responsible for co-ordinating the delivery of the project, including: 

1. Delivery of proactive advice to 100 vulnerable consumers on energy issues via an assisted 

action approach. 

2. Delivery of training to 40 frontline workers to enable them to provide advice on energy 

issues to consumers they assist through their day-to-day work. 

3. Recruitment and training of additional volunteers to help deliver the objectives of the 

project, in particular to assist at outreach events and in providing one to one advice. 

 

At Citizens Advice East End, 3 champions were nominated – one for each borough. At Newham 

– Florence Acen, at Tower Hamlets – Fiona Daly and at Hackney – Rashid Seedat. 
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The primary objectives of the Big Energy 

Saving Network outreach programme were: 

To provide assisted action for the maximum 

number of vulnerable consumers possible 

with the funding available, helping them save 

money on their energy costs through 

attendance at BESN Champion and/or 

Volunteer led outreach sessions. 

 

To deliver a training programme to frontline 

workers who come into regular contact with 

vulnerable consumers, in order that they can 

give direct help and advice to clients to help 

them save money on their energy costs where 

practical. 

 

 

All the project outcomes were met and exceeded by the champions. 

 

 

Total no. of clients reached     313 

 

Total no. of 1-1 advice sessions held    38 

No. switched supplier/tariff/payment method  98 

 

Total estimated annual amount of money saved  

by consumers who switched supplier/ 

 tariff/ payment method    £46,419 

 

Total no. of Frontline Workers reached   133 

 

Number of Volunteers who assisted    8 

 

 

 

 

 

 

 

 

 

Bernadette Nwosu Energy Champion 
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East End Big Energy Saving Week– October 2015 

Rashid Seedat 
 

We held 3 all-day community pop up shops in 

3 of our busiest local centres and 

supermarkets: Tesco Supermarket in 

Hackney, Idea Store Watney Market in Tower 

Hamlets and Asda Supermarket in Beckton, 

Newham, covering the 3 boroughs that 

Citizens Advice East End serves. 

 

Staff and volunteers hosted the pop up shops, 

providing advice and information on energy -

‘Check, Switch and Save’ - with a focus on live 

switching demonstrations. These showed 

people how much they could save by 

switching tariff and/or installing or removing a 

prepayment meter. We reported live 

outcomes on Twitter on East End and on 

Citizens Advice accounts. 

 

To encourage clients to use energy saving light bulbs, we handed out free energy saving light 

bulbs. 

 

The project’s aim was to see 300 clients directly at the pop up shops, plus be seen by 500 

through social media. We met and exceeded the aims of the project. We gave over 350 clients 

energy savings tips, advice on switching suppliers and on how to change meters. The numbers 

who saw the live switching demos on the social media exceeded 500. 

 

 

Energy Best Deal 
 

Citizens Advice East End delivered Energy Best Deal (EBD) group sessions for the 4th 

consecutive year to frontline workers of external partners. 

 

We also ran group sessions for all our new frontline staff and volunteers, so they could advise 

our clients on energy issues. 

 

We delivered 12 sessions to 110 frontline workers. 

 

The aim of the sessions was to empower and enable frontline workers to assist their clients to 

switch their fuel suppliers to cheaper options, to help make energy savings around the home 

to reduce fuel usage and to access sources of financial and other assistance. 

 

Rashid Seedat 
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We worked closely with local authority 

energy and thermal efficiency services to 

help with reducing fuel bills and reducing 

cold homes and this has strengthened 

cross-referral networks through our EBD 

and EBD Extra advice sessions. 

 

In all EBD sessions we requested internet 

access so that we could demonstrate the 

switching process, as we found that this 

engaged (and often surprised) the group.  

 

In the process of confirming attendance 

(when we had details of attendees) we 

asked for some of the attendees to bring in 

their fuel bills so that we could use them as 

examples of how much they might save by 

switching suppliers. 

 

We also discussed the intentions of 

participants having attended the session. 

Over 80% stated that they intended to 

switch supplier, to make energy savings 

around the home and/or to investigate 

sources of financial help and advice with 

their energy. This was both for themselves 

and for their clients. 

 

The group sessions were generally well 

attended, and we have received positive 

feedback, measured with post-session 

evaluation forms. 
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Amber Rudd, Secretary of State for Energy and Climate 

Change, visits Citizens Advice Hackney  

 

 
Stephen Vaudrey, Yasmin Alam, Amber Rudd and Rashid Seedat  

 

 

 

 

 
Hackney, Newham and Tower Hamlets teams meet Amber Rudd  
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Finance Department: Donna Waite 
 

From a financial perspective, Citizens Advice East End had a reasonably stable year. The charity 

remains financial viable due to controls and accountability.  

 

Throughout the year the finance department helped to ensure that the funding secured from 

various funders was used to deliver the objectives of the organisation. With great effort and 

team work throughout the year, the finance department provided the necessary information 

needed for the organisation to achieve its aims and objectives and take appropriate actions. 

The financial strategy in place helps to identify the correct resources needed to make informed 

decisions and identify potential risks for the charity. 

 

During the year the charity had a slight increase in funding, thus enabling the organisation to 

expand their work across the three boroughs. The Audited Accounts for the period give an 

overall state of the charity’s financial position. 

 

My role at Citizens Advice East End allows me to work and interact with various individuals. 

Over the years the staff and the volunteers have given tremendous support. A big thank you to 

you all. 

 

Special thanks go to all our funders who continuously fund and support Citizens Advice East 

End, without whom we would not be able to continue as an organisation to help those who are 

vulnerable and in need. Last but not least, thanks to all the friends of Citizens Advice East End - 

your help over the years has been invaluable. 

 

 

ICT Department: Miles Metcalfe 
 
 

Over the past year we have continued to make 

modest investments in IT infrastructure as we 

work towards a funded and managed hardware 

replacement cycle. Our aim is to ensure we have 

a cost-effective and sustainable IT service that 

meets the needs of Citizens Advice East End 

today, and supports plans for the future. 

 

Over the year, we have carried out training for 

staff and volunteers in using the Microsoft Office 

365 platform. As staff and volunteers become 

more familiar with the system, we are beginning 

to see the benefits of these collaboration and 

communication tools. Particular successes 

include better support for mobile working, 

support for staff and volunteers working across Miles Metcalfe 



51 

 

multiple sites, and new information and data capture tools. We plan to build on these early 

successes to find ways to support effective collaboration and efficient administration. 

 

With the invaluable assistance of IT volunteers, we completed an office move in Newham, 

migrating some equipment, as well as upgrading PCs and printers there. As a result of the 

move, we were able to terminate poor-value agreements with suppliers, which has saved 

almost £100 a week on telephone bills. We are looking forward to more savings in the coming 

year through linking the telephony in the Newham office with the Hackney office, eliminating 

the requirement to lease expensive switchboard equipment for Newham. 

 

Working with a dedicated team of staff and volunteers, we have refreshed our ageing website, 

and have brought it into line with the new Citizens Advice branding guidelines. The new 

website is instrumented with analytics, so we are better able to monitor how effective we are 

at satisfying enquirers’ searches. 

 

Against this backdrop of change, the bread-and-butter work of IT continues. We support 

volunteers and staff in making best use of the resources, we manage technology and 

information risks, and we maintain and procure equipment and services. 

 

As we move forward, we are reviewing information assurance risks, and we are developing 

policies to address the changing landscape of IT that is increasingly dominated by mobile 

devices and “bring your own” devices. As we develop the appropriate policies and guidance, 

working with the board of trustees and the management team, we can support ongoing 

demand for more mobile, flexible working. 

 

Thanks to a team of skilled and dedicated IT volunteers, we are able continue to operate our 

existing IT services even as, step by step, we undertake projects that put the building blocks of 

our strategic response in place. Important projects where volunteer talent has played a leading 

role include researching and specifying replacement hardware, and improving the availability 

and resilience of internet links. This sort of exposure to real, meaningful project work means 

that volunteers are able to gain valuable experience and develop their skills, which helps them 

find paid work. 

 

 

Administration 

 
Citizens Advice Tower Hamlets Susanna Hunte  
 

Tower Hamlets Citizen Advice deals with various issues from those from varied backgrounds. 

Many of our clients do not speak English as a first language and it can sometimes be a 

challenge to explain how our services operate. I find it rewarding when we can help and 

support clients resolve their problems.  

 

I work with a wide range of individuals at all levels from volunteers, paid staff, management, 

clients and third parties, so this requires varied communication skills.  
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My role consists of supervising our administration volunteers, who provide an invaluable 

service to the Citizen Advice, providing administration support to the Advice Session 

Supervisor, producing quarterly reports to our funders, updating local information and general 

support to our advisers both at our office and outreach projects. 

 

My role also involves a lot of structure as there are a number of duties to work through on a 

daily basis.  It’s very satisfying working for this community knowing a difference is being made 

through the help and support of our dedicated staff and volunteers at the Citizen Advice.  

 

 

 

Citizens Advice Hackney: Paul Fortt 

 

I have now been working for Citizens Advice East 

End for over 10 years, both as a volunteer and a 

paid staff member. During this time, I have seen 

a lot of changes, both as an organisation and 

with the demand for our services. In my early 

days as a volunteer, reception demand was high 

and this has gradually increased during my time 

here. We have lost major services such as our 

LSC contracts, but gained new ones such as the 

Hackney Money Smart Project and Pension 

Wise. Even with these big changes, we have still 

managed to provide an excellent service for our 

clients. Reception is the first point of contact for 

the public who need information onaccessing 

our services and we also provide details of other 

services where they can get help and advice. 

My role as Administration Officer involves managing and supervising a team of reception 

volunteers, producing reports for our funders, liaising with third parties and contractors, 

ordering stationery and providing general administrative support. 

Our reception volunteers tend to come from very different backgrounds; some are 

unemployed people looking to gain skills and confidence to enable them to return into paid 

work, some are students looking to gain experience and skills in the workplace and some are 

retired people just looking to use their free time to help people in the local community. Some 

of our previous receptionists have now moved into training as Gateway Assessors. Some have 

also moved back into full-time paid employment. 

 

 

 

Paul Fortt Administrator 
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Research and Campaigns Report  

 

 
Research and Campaigns working with HMS and Trading Standards 

 
As well as giving advice, Citizens Advice East End works to improve the policies and practices 

that affect people's lives, through research and campaigns. 

 

As a service we are in a unique position of seeing how policies and practices affect people’s 

lives. We use this information (anonymously, to protect client confidentiality) to campaign for 

improvements to laws and services. 

 

The Research and Campaigns department for 2015-16 consisted of 1 paid worker for 1 day per 

week and a team of volunteers, who worked on various issues and activities. 

The team encouraged staff to complete ‘Evidence Forms’ on issues that needed improvement. 

We then analysed them before submitting them to Citizens Advice National Office for their use.  

We participated in the national Citizens Advice 'Settled and Safe' campaign and focussed locally 

on letting agents. Recent legalisation means that agents are required to advertise their fees 

clearly, publicise which redress scheme they have joined and state if they are in a client money 

protection scheme. The Service found that through looking at their websites, in each of the 

three boroughs around 60% of letting agents were not displaying their fees correctly, very few 

stated whether they were in a client money protection scheme or not, although most stated 

which redress body they had joined. 

 

We met and shared our findings with Trading Standards Departments at the Councils. We also 

met with the MP for East Ham Stephen Timms, to discuss the findings, as well as problems our 

clients brought to us with the private rented sector generally and the imminent Housing Bill. 

We ran activities for ‘Scams Awareness Week’. We held a stall in Watney Market Idea Store in 

Tower Hamlets and gave out information to customers and held a scams ‘unlucky dip’ to raise 
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awareness. Information cards and posters were also available in the local Citizens Advice 

offices. 

 

In November for National Consumer Week, we ran a stall at Tesco’s Morning Lane Hackney, 

jointly with Trading Standards, to let members of the public know about the new changes to 

their consumer rights. We gave out 143 new consumer rights leaflets and a further 70 people 

spoke to staff or took part in quizzes. We also promoted the new consumer rights prominently 

in our offices. 

 

As part of the Citizens Advice ‘Secure Self-Employment’ campaign, we took part in a research 

workshop which aimed to find out if job advertisements were really posing as self-employment 

advertisements, or were breaching any regulations. The research found that one third of 

adverts did not tell applicants how much they would be paid, nearly half didn’t mention if the 

job was part or full time, or whether the job was permanent or temporary and in 10% of 

adverts, the applicant would have no idea who they were applying to -which could mean that if 

someone applied they could be giving their details to a scammer or an unscrupulous employer. 

We are extremely grateful for all clients who filled out an employment issues tablet survey 

which we had on Citizens Advice Hackney’s reception desk and the staff who encouraged and 

helped them to do this. We had over 500 responses to the survey, which highlighted problems 

with employment, such as zero hour contracts, irregular working patterns and the scale of 

bogus self-employment. The results along with those from other local Citizens Advice offices 

were featured on Newsnight on 19 August. 

 

We tweeted regularly and took part in ‘16 Days of Action’ regarding violence against women 

and girls from November 25th. 

 

We regularly supplied Citizens Advice Head Office with willing clients, who they needed for 

press and campaign work and we are very grateful to those clients who volunteered for this. 

Citizens Advice East End staff played an active role in the following: 

 

Tower Hamlets: Community Advice Network, Welfare Rights Forum, Housing Forum, Welfare 

Reform Task Group. 

Newham: Welfare to Work Forum. 

Hackney: Hackney Financial Inclusion Steering Group, Welfare Reform Group, Crisis Support 

Review meetings. 

 

I would like to thank all the talented and dedicated volunteers who worked in the Research and 

Campaigns Department throughout the year for their hard work and for all other staff who 

responded to requests for client contacts or information, despite their busy schedules. 

 

 

 

 

 

 

 



 

 

CONGRATULATIONS GO TO THE FOLLOWING 
MEMBERS OF STAFF FOR ACHIEVING AN 
IMPORTANT MILESTONE IN THEIR CAREER 
AT EAST END CAB:- 

 
 

 

Euckay Ukandu  Completed 10 years in October 2016 

 

 
Manuhar Ali  Completed 30 years in October 2016 

 
  
 
 
 
 
The Trustees would like to offer their sincerest thanks to these staff members.  
 
We really appreciate the hard work and commitment that you all have shown the 
organisation for so many years.  
 
It is a fantastic achievement that we should all celebrate. We hope that you will 
continue share your dedication and skills with East End CAB for many more 
years. 
 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

Thank You to All Our Funders And Partners  
 
London Borough of Hackney 

 

London Borough of Tower Hamlets 

London Borough of Newham 

 

Newham NHS Transition Fund 

 

Parents Advice Centre 

 

Big Lottery Fund 

Genesis Housing Association London & Quadrant Housing Association 

 

Social Action for Health Children's Centres – Hackney 

 

Herbert Smith Freehills LLP 

 

Comic Relief 

Trust  For London NHS Newham Trust Fund 

 

Mile End Hospital & Royal London Hospital 

 

John Street Solicitors 

 

City Bridge Edwards Duthie 

 

Tower Hamlets Health and Advice Links 

 

Workplace 

 

 

A very special thank you to our Board of Trustees EECAB, Citizens Advice and to our service users 

 

 

 

 

 


