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The year at a glance  

Our impact 

 

 

 

 

 

Our team 

 

 

 

 

 

 

Top 5 client issues  

 

       

 
 

4,014 

clients  

19,826 

problems solved 

£1,012,000 

income gain  

 

£362,000 

debts written off 

 

 

52 volunteers 

including 37 advisers 

 

4 locations 

and home visits 

 

 

13 caseworkers in 

debt, benefits and 

employment 

 

90% of clients rated the service as positive or very positive 

£264,000 

value of volunteers 

 

37%

15%

8% 7% 7%

Benefits and 

tax credits 

 

Debt 

 

Employment 

 

Housing 

 

Utilities 
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Chair’s introduction 
 

Welcome to our Annual Review of the 12 

months to 31 March 2020 for Citizens 

Advice Chiltern. We hope you are all 

keeping safe and well in these difficult 

circumstances. 

 

It has been a year of consolidation of 

client services, operational resources and 

funding.  

 

Our advisers helped over 4,000 clients 

with nearly 20,000 problems – an 

increase of 18% on last year, showing the 

growing complexity of issues that local 

people face.  

 

Our clients are often the most 

vulnerable in our community: elderly 

people, families struggling to pay bills, 

those reliant on welfare payments for 

housing or food, and many in unreliable 

work.  

 

Yet again, we delivered significant 

financial benefits. While many outcomes 

are not reported to us, we have 

achieved record income gains for 

clients of £1 million (double the prior 

year) and debts written off of £362,000. 

Using Citizen Advice’s Local Financial 

Model, we estimate that our services 

deliver around £8.3 million in financial 

benefits to clients, £2 million to other 

stakeholders in fiscal value and a 

further £11.4 million in public value. 

 

In March 2020, after the triennial detailed 

audit, National Citizens Advice praised 

our organisation: “Citizens Advice Chiltern 

has shown impressive resilience by 

maintaining business as usual to a high 

standard while at the same time 

developing capacity to manage significant 

external change. I would like to commend 

them for the absolute focus on 

maintaining, above all, a service that is 

best for your clients.” 

Following the launch of a single 

Buckinghamshire Council in April 2020, 

we have been working closely with 

Citizens Advice High Wycombe and 

Citizens Advice Aylesbury Vale to ensure 

a consistent and sustainable advice 

service for all Buckinghamshire 

residents into the future.  

As a local independent charity, we rely on 

the huge amount of time and energy 

donated by a team of highly skilled and 

dedicated volunteers. 

We also rely on a grant from the 

Buckinghamshire Council and local 

funders. Remaining funding comes from 

projects, events, grant applications, local 

corporate donations and individual 
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donors. Our service could not achieve 

what it does without the huge amount of 

local support and we are grateful to 

everyone who helps make it possible. 

In March 2020 and the arrival of COVID-

19, we made the difficult decision to close 

our offices and outreach services. Staff 

and some volunteers were re-deployed to 

work from home, giving full advice to 

clients on the phone and by email.  

COVID-19 changed the types of advice, 

with an increase in queries relating to 

benefits, Universal Credit and 

employment. 

We are under no illusion of the long-term 

impact that COVID-19 will have on our 

community. An increasing number of 

people are will struggle to manage their 

debts and bills and face financial 

uncertainty.  

The Money and Pensions Service predicts 

that demand for debt advice will increase 

by 60% by the end of 2021, equating to 8 

million people.  

As we navigate the uncertainty of 

2020/21 and beyond, we remain 

committed to providing the best possible 

service to our clients. 
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Client profile 

In 2019/20, we helped 4,014 clients with 19,826 problems. Most were of working 

age, with 58% aged between 35-64 years. 39% had a disability or long-term health 

condition (compared to 13% of the Chiltern population) and 17% of clients were 

from BAME communities (9% in the Chiltern population).    
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Client contact by channel  

Telephone remained the key channel for client contact. Clients can phone our local 

line or Bucks AdviceLine, a group telephone service operated in partnership with 

Citizens Advice High Wycombe and Citizens Advice Aylesbury Vale.  

 

Face-to-face appointments are particularly important for clients who may be disabled 

or have mental health issues and need practical and one-to-one support. We saw an 

increase in clients contacting us by email.  

  

 

 

 

 

Advice areas 

From our offices in Chesham and Amersham, our 37 advisers offer general advice.  

Specialist advisers in debt, benefits and employment provide advice for clients with 

more complex issues. 

 

Within the local community, our two outreach workers give weekly advice from the GP 

surgeries in Burnham and Prestwood. Our home advice service arranges 

appointments for people aged over 65 in their own homes.  

 

The main issues that clients faced last year were: benefits, debt, employment, 

housing. 

 

 

 

41%  

telephone 

 

40% 

face to face 

 

8% 

email 

 

2% 

letter 
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Benefits advice 

36% of all issues concerned benefits. Many issues related to disability benefits such as 

Personal Independent Payment (PIP), but Universal Credit dominated. With a five 

week wait to get a first payment, many families cannot afford to make a mistake with 

the initial claim and risk receiving less than their entitlement, which could push them 

into debt. This year, we saw clients struggling to cope with high rates of deductions 

which were made to repay advances or other debt, often not taking into account 

people’s ability to afford them. 

 

We help clients secure their entitlement by checking their current position, supporting 

them from application stage, and through managing their claim and the appeals 

process if necessary. Caseworkers are involved at all stages, supporting advisers and 

guiding clients from all backgrounds through the multi-agency, complex central 

government and local systems, very often culminating in a successful tribunal appeal 

and financial outcome. 

 

36%

15%8%

7%

7%

5%

21%

Advice issues

Benefits and tax

credits (incl. UC)

Debt

Employment

Housing

Utilities &

communications

Relationships &

family

Other
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Top benefits issues 19/20 

 

Issue Number of issues Clients 
Universal Credit  2,030  780 

Personal Independence Payment 870 343 

Council tax reduction 680 396 

Housing benefit 624 316 

 

Impact of our benefits work  

 

 

 

 

 

 

 

 

 

1,435 

clients advised 

5,106 

benefits and tax 

credits issues 

£922,602 

benefits and tax credits 

received by clients  

 

 

“My husband applied for benefits from DWP but was refused. Thanks to 

the very excellent support and advice, most of the problems have now 

been resolved. I recommend CAB if you need advice with seemingly 

unsolvable problems.” 
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Debt advice  

All clients with debt are initially seen by a generalist adviser who completes a debt 

assessment and deals with emergencies, such as organising food bank vouchers.  

Generalist advisers help clients with manageable debt. Clients with complex debt are 

referred for casework. Caseworkers take ownership and responsibility for the client’s 

issues, including negotiation and advocacy on the client’s behalf to third parties. 

 

Casework 

There are two employed money advice caseworkers, one of whom is a supervisor. 

Both are certified by the Institute of Money Advice in Money Advice Practice and 

complete annual qualifications. We have an administrator and five volunteer 

caseworkers. There are four Approved Intermediaries within the team who can 

administer debt relief orders (DROs).  

 

Citizens Advice Chiltern is unusual to offer this breadth of debt expertise and our 

qualified team can support clients until their issues are resolved. Our caseworkers are 

highly regarded by clients for the care and due diligence they provide. 

 

The Money Advice service is funded by Paradigm Housing, L&Q Housing and 

Buckinghamshire Council (formerly Chiltern District Council) to support tenants with 

rent arrears, benefit claims and budgeting. Our team provides ongoing support to 

clients. The Money Advice service enables early intervention to manage clients’ debts 

which reduces the council’s expenditure on emergency remediation, reduces the 

number of evictions, lowers rent arrears and builds financial security and resilience 

for residents. 

 

In 2019/20, 15% of all issues related to debt. Clients have had increasingly complex 

money issues with an average of 3.5 debt issues each, up from 3 last year. There has 

also been a 12% increase in household debt. This includes arrears on essential 

household payments such as rent, water, energy and mobile phones. We know that 
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those with household debt tend to be more vulnerable – many are unemployed and 

have mental health problems1. 

 

It is a worrying shift as household debt can leave people at risk of eviction, of taking 

further debt from unsecured loans to clear arrears and of being cut off by suppliers. 

 

Debt and benefits are intrinsically linked and a key element of debt advice is ensuring 

clients are claiming the benefits to which they are entitled in order to maximise their 

income.  

 

Top debt issues 19/20 

 

Issue Number of issues Clients 
Rent arrears: housing associations 452 259 

Council tax arrears 398 212 

Credit, store and charge cards 277 168 

 

Impact of our debt work   

 

                                                
1 Source: National Citizens Advice, August 2018 

847 

clients advised 

2,991 

benefits and tax 

credits issues 

£361,884 

debt written off 

 

“The team at Chesham were absolutely amazing. The speed, their 

help financially, verbally and constructively, was second to none. I 

owe them so much and was totally blown away with their support.” 

“The team at Chesham were absolutely amazing. The speed, their 

help financially, verbally and constructively, was second to none. I 

owe them so much and was totally blown away with their support.” 
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Employment advice  

8% of issues in 2019/20 concerned employment. We help clients to understand their 

rights and the processes involved and provide assistance in negotiations with their 

employers to get the best outcome. Clients with complex employment issues are 

referred to a caseworker for assistance with the ACAS Early Reconciliation process 

and employment tribunal applications.  

 

Very often, the disputes concern pay and the disciplinary processes, but increasingly, 

there have been cases of discrimination and unfair dismissal, particularly when off 

sick. 

 

Top employment issues 19/20 

 

Issue Number of issues Clients 
Pay and entitlements 372 214 

Dismissal 273 120 

Terms and conditions of employment 202 133 

Dispute resolutions 146 118 

 

Impact of our employment work  

 

553 

clients advised 

1,547 

employment issues 

“Just a big thank you to Chiltern Citizens Advice Amersham - who 

helped me with an employment case regarding my graduate role.  

Very grateful and such a great help! Thank you!” 
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Housing advice  

In 2019/20, 7% of issues related to housing. Much of our work is linked to debt and 

preventing homelessness. However, housing issues also arise from 

tenants/homeowners whose health has declined or who may be experiencing abusive 

situations. We help them understand the housing system, and their options and 

rights in the public and private sector.  

Top housing issues 19/20 

 

Impact of our housing work  

 

Quality of advice   

Our advisers and caseworkers continue to deliver high quality of advice in line with 

National Citizens Advice standards. Advisers are trained to use independent 

information sources and are kept up to date with changes. 

 

Issue Number of issues Clients 
Private sector rented property 299 172 

Housing association property 266 166 

Threatened homelessness 180 138 

719 

clients advised 

1,410 

housing issues 
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During 2019/20 we improved quality of advice by undertaking an internal review of 

our performance and running workshops to help staff and volunteers to target the 

more complex advice areas. Training continued to focus on technical issues such as 

changes to the roll out of Universal Credit and homelessness legislation, as well as 

equipping advisers to work with clients with mental health problems.  Our advisers 

were supported by a dedicated and experienced supervision team who helped 

maintain quality through regular case-checking and file reviews, as well as being 

independently audited by National Citizens Advice. 

 

At Citizens Advice Chiltern we are proud to prioritise the quality of our advice and 

develop and maintain procedures that will allow us continually to improve the service 

we offer. 

 

 

 
 

   

Home advice service  

Now in its second year, our home advice service addresses the isolation and 

loneliness of local people aged over 65.  During a visit our Home Adviser offers advice 

on benefits, housing and money, reviews energy bills, helps with social care issues, 

and Blue Badge and bus pass forms, and checks on wellbeing by sharing information 

on local services and activities. The service has made Citizens Advice Chiltern more 

accessible to older people who are unable to come to our office. 
 

In 2019/20, we made home visits to 222 local clients. By reviewing their eligibility to 

benefits, we have confirmed £251,345 of additional income, with a further £277,830 

pending. This is a total of £529,175 which is an average of £2,384 of additional 

income per client. We also gave energy advice on reducing bills with further savings 

of £13,736. 

 

When surveyed, 90% of clients rated the quality of our 

service as positive or very positive. Our advice is 

continually audited and assessed for quality by 

National Citizens Advice. 
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Energy advice  

Between October 2019 and March 2020, our Energy Advice team undertook a six-

month project, funded by National Citizens Advice. We helped 66% more clients 

with energy advice than the previous year.  

During this time we: 

 gave one-to-one tailored energy advice to 166 clients (target: 130 clients)  

 held 5 awareness events during Big Energy Saving Week in January 2020 

 presented energy talks to 130 members of the public via local community 

groups 

  

 

 

 

 

 

 

 

Local charitable support  

Citizens Advice Chiltern partners with two local charities that assist clients with small 

one-off grants. The Griffin Club helps clients who live within a 10-mile radius of Old 

Amersham with white goods, one-off grants and other items. The Chesham Sick 

Poor Fund offers small grants to clients who live in Chesham and suffer with poor 

“[The Home Adviser] was very efficient in solving our problems in 

dealing with application forms and also with technical matters. 

CAB gives invaluable service to elderly people like us who are 

techno illiterate! Thank you very much for all your help. Your staff 

are compassionate and most helpful with their support.” 
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health and struggle financially. We also work closely with Chiltern South Bucks and 

Slough Foodbanks to issue vouchers to those in need financially. There was a 12% 

increase in the number of foodbank vouchers issued in 2019/20 and this shows 

no sign of falling. Chiltern Foodbank has added a fuel voucher scheme to their service 

this year.  

  

Social media 

Our social media helps us connect with clients and supporters, share useful advice 

content and increase awareness of the charity. Facebook support doubled in the 

year and Twitter increased by 25%. 

 

As well as sharing advice and useful information, we used social media: 

 to highlight campaigns such as Energy Advice and Scams Awareness 

 to raise funds, such as our Crowdfunding initiative  

 to engage with the local community  

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.facebook.com/citizensadvicechiltern 

https://twitter.com/CABChiltern 
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Campaigns and research 

Our campaigns and research work 

raises issues that need to be addressed 

on a wider, systemic level. These issues 

are identified through analysis of client 

data and by the work of staff and 

volunteers on addressing clients' 

problems. This could be when an 

external process has failed a client, an 

injustice by an agency or company has 

resulted in detriment or when the 

system does not work properly or 

fairly.  

 

National Citizens Advice constantly 

reviews data to establish advice trends 

and areas of difficulty (such as scams, 

Universal Credit and the security of 

tenure for privately renting clients) and 

Citizen Advice Chiltern contributes to 

any resulting national calls for evidence 

by providing local case studies that 

illustrate statistical work in order to 

drive through national solutions. This 

evidence is regularly presented to 

Parliamentary committees, national 

regulators and other interested parties.  

 

Locally, the Campaign and Research 

group also identifies problems which 

are discussed in liaison meetings with 

partners such as the local job centre, 

council and housing associations. In 

recent months the most common 

source of issues has been the roll out 

of Universal Credit with challenges 

around the application process and its 

interaction with other benefits, 

including housing benefit and council 

tax reduction. Our advisers assist 

clients to set up their initial claim and 

support is targeted to those who are 

not computer literate.  

 

Our local group also aims to be pro-

active on other emerging issues, such 

as the change to entitlement to TV 

Licences and the eligibility for benefits 

for residents with dementia. Citizen 

Advice Chiltern works with a Bucks-

wide group of Citizens Advice local 

offices in order to share ideas and 

developments in campaigns and 

research across Buckinghamshire with 

the aim of coordinating services to 

Bucks residents and providing 

countywide information to the new 

unitary authority. 

 

15 



 

 

A fuller picture of outcomes  

While we record the known outcomes of our services, many are not reported to us. For 

example, after our support has ended clients may receive a benefit and do not remember 

to tell us or wider benefits are achieved such as avoided costs to public bodies. Some 

outcomes are harder to quantify - for example client wellbeing and confidence - but are 

nonetheless real social value.   

 

To get a more rounded picture of our impact, we use Citizens Advice Local Financial Model 

2019/20 validated by HM Treasury, based on the volume and type of our Chiltern services 

through the year. This estimates that our services deliver about £8.3 million in 

financial benefits to our clients and £2.0 million to other stakeholders in fiscal 

value. This is shown in the table below.  

 

Outcome Benefit Stakeholder 

beneficiary 

Estimated fiscal 

value  

Keeping people in 

work 

Keeping people in 

work 

DWP £1,074,000 

Preventing housing 

evictions  

Reduced costs of legal 

proceedings and repair 

of property 

Housing provider £602,000 

Reduced statutory 

homelessness 

Reduced cost of 

temporary housing 

Local Authorities £180,000 

Mental & physical 

Health  

Reduced cost of health 

interventions (NHS) 

NHS £146,000 

GP consultations 

(mental & physical 

health) 

Reducing the demand 

for GP services (NHS) 

NHS £41,000 

Total 

 

  £2,043,000 

 

We also generated a further £11.4 million in public value of which the largest 

components were £7.8 million due to improved well-being of clients and their families 

and £1.6 million through keeping people in work. 
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Future plans   

In April 2020, Buckinghamshire Council launched as a single unitary authority.  We too 

are working to create a Bucks-wide service for 2021 and beyond – a Citizens Advice 

Buckinghamshire, merging the three local organisations of Chiltern, Aylesbury Vale 

and High Wycombe. 

 

To ensure that clients in Chiltern continue to receive the best possible advice service, 

our key priorities will be: 

 To maintain a local service that meets the needs of our most vulnerable 

clients and continues to benefit from local volunteers, local funders, and 

other support within our community 

 To use and develop our resources in a way that best serves clients across 

Bucks 

 To promote and improve accessibility to services for clients across Bucks in 

partnership with Buckinghamshire Council 

 To continue to improve policies that impact our clients lives 

 

COVID-19 

Lockdown was imposed effective 24 March, at the end of the 19/20 financial year. We 

adapted our service to operate remotely, focussing on telephone and email advice, 

and responded to the changing advice needs of local people. As we navigate the 

ongoing uncertainty, one fact is clear: our advice is more important now than ever.   

Impact on benefits 

There has been an unprecedented increase in the number of people making a claim 

for Universal Credit. Nationally, between 16 March and 4 May 2020, this equated to 

almost 2 million people – six times the normal rate.2 As the conditions change for 

furlough via the Job Retention Scheme there will be further redundancies, leading to 

increased demand for benefits advice and help with Universal Credit claims and 

                                                
2 https://www.bbc.co.uk/news/uk-politics-52536210 
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appeals. We will continue to work closely with the job centre to navigate future 

changes.  

Impact on debt 

Normally, an increase in the number of clients with benefits issues leads to an 

increase in clients with debt issues. Many people have undoubtedly struggled 

financially during lockdown through losing unreliable work, not being eligible for 

furlough schemes, income not covering outgoings or errors with underpaid or 

delayed benefits payments, such that nationally four million people have fallen 

behind on rent, council tax or telecoms bills.3 

 

Demand for debt advice has dropped in the short term, mitigated by payment 

holidays on debt such as mortgages and consumer credit arrangements. We are 

under no illusion that this is the calm before the storm. Before the pandemic, the 

Money and Pensions Service (MaPS) estimated that over 5 million people in the UK 

had regularly missed debt repayments and needed debt advice. It now predicts that 

demand for debt help will increase 60% by the end of 2021, equating to 8 million 

people4. Even those who are unfamiliar with debt and benefits may not be able to 

return to their pre-Coronavirus situation of being able to manage their debts and 

bills.5 

Impact on employment 

The need for employment advice, notably redundancy, increased during lockdown.  

It was not compulsory for employers to furlough staff and smaller businesses made 

people redundant if they could not afford to pay ongoing employer costs. Others were 

simply not eligible for government funding – such as the self-employed who were not 

trading before 2019.  

 

                                                
3 National Citizens Advice Near the cliff-edge: how to protect households facing debt during COVID-19, 

1st May 2020 
4 https://moneyandpensionsservice.org.uk/2020/06/09/extra-38-million-for-debt-support-in-england-in-

the-wake-of-coronavirus/ 
5 Debt Camel, 2020 
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Issues relating to pay and entitlements have increased as people who have been 

asked to shield are struggling to secure statutory sick pay, leaving some local people 

with nothing.   

 

Understandably, advice on furlough schemes has increased as it is an unfamiliar 

issue, and has left many in financial uncertainty and in need of supplementary 

benefits advice. 

 

In August 2020 it was reported that UK employment had fallen by the biggest 

amount in over a decade.6 We will continue to help clients with grievances and 

disciplinary issues making them aware of their rights and options and work with the job 

centre so clients can explore new job opportunities.   

Impact on housing 

Despite rent arrears, many tenants have been protected with a pause on evictions 

during lockdown. This is set to be lifted in August 2020 and we are aware that many 

clients who are struggling financially may face possession action by private or 

social landlords once court processes restart. 

 

With more clients making Universal Credit claims, we can provide support to minimise 

problems with the housing costs element. We will also continue to advise on tenancy 

conditions, terminations and repair issues, as well as health and safety issues arising 

in houses of multiple occupation. 

 

 

 

 

 

 

                                                
6 https://www.bbc.co.uk/news/business-53733440 
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Free, confidential advice. 

Whoever you are. 
 

We help people overcome their problems and  

campaign on big issues when their voices need  

to be heard. 

 

We value diversity, champion equality, and 

challenge discrimination and harassment. 

 

We’re here for everyone. 

 


