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Citizens Advice Levels 
 

Local Citizens Advice offices provide advice according to the following 

classifications, regardless of issue. Advisers record the depth of work given to a 

client on their case notes.   

 

1. Information  

Being a listening ear, signposting to 

other organisations or providing 

basic information e.g. leaflet. 

2. Discrete 

Helping to diagnose problems, giving 

information and supporting the client 

to decide between possible options.  

3. Detailed 

As per discrete advice, with more 

input from the adviser, e.g. helping 

client complete forms or speaking on 

their behalf to landlord or Council. 

Clients keep responsibility for issues. 

4. Casework 

One to one help for clients with 

severe issues. Caseworkers take 

responsibility for all issues, including 

negotiation and advocacy on the 

client’s behalf to third parties.  

 

Money Advice at Citizens Advice Chiltern 
 

Citizens Advice Chiltern has been offering specialist money advice for over thirty 

years. All debt clients are initially seen by generalist advisers who complete a debt 

assessment and deal with emergencies, such as issuing food bank vouchers. 

Generalist advisers continue to help debt clients up to level 3 (detailed) advice. 

Beyond this, clients with severe and complex debt are referred for money advice 

casework which can be ongoing for many years.      

 

Table 1 below shows the number of money advice clients split out by advice level; 

it includes those who have received advice at multiple levels.  

 

Table 1. Money advice clients by advice level 2019/20 

1. Information 1,100 

2. Discrete 360 

3. Detailed 1,071 

4. Casework 444 

Total 1,892 
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This report focusses on money advice casework provided to debt clients (who 

may also have benefits issues as they are intrinsically linked) between April 2019 

to March 2020. 

 

Money Advice Casework Outcomes 
 

The following money advice casework outcomes were achieved in 19/20. 

 

 444 clients received casework level advice 

 

 Total debts written off of £355,568, an average of £801 per client 

 

 Total income gain of £122,690, an average of £276 per client 

 

Due to the unreliability of historic data in the Money Advice Reporting Tool 

(MART), we are not able to show these outcomes with a year on year comparison. 

The implementation of the new budget planner tool in Casebook may assist with 

this in the future.  

 

Need for Money Advice Casework 
 

In 2019/20, almost half of all Citizens Advice Chiltern clients needed money advice. 

Of these, one in five had issues so complex and severe that they required 

casework, as shown in table 2 below.  

 

Table 2. Citizens Advice Chiltern clients 2019/20 

All unique clients 4,014 

All money advice clients  1,892 

All money advice casework clients 444 

 

Over the last five years, more people in the UK needed help with household debt 

(arrears with essential household payments such as: rent, mortgage, council tax, 
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water, energy, mobile and telecoms)1 than consumer debt (bank and building 

society overdrafts and credit cards)2. We also know that those with household 

debt tend to be more vulnerable – many are unemployed and have mental health 

problems3. It is a worrying shift as household debts are more likely to have severe 

collection practices, such as enforcement through bailiffs or high levels of 

deductions from earnings or benefits. This can leave people at risk of eviction, 

further debt from taking out unsecured loans to clear arrears and being cut off 

from utility suppliers. 

 

This trend is mirrored in Chiltern as shown by the graph below and the 

information in the client profile section. 

 

 

 

In March 2020, the Coronavirus pandemic hit. In the lockdown, people lost 

unreliable work, weren’t applicable for furloughing schemes, struggled with 

furloughed income not covering outgoings or experienced errors with underpaid 

or delayed benefits payments. This reduction in income impacted significantly on 

household debt; four million people fell behind on rent, council tax or 

telecoms bills4. We also know that two million people made claims for 

                                                           
 

1 Household debt includes housing association and local authority rent, overpayments of benefits magistrate court fines, 

parking penalties, arrears of income tax, NI and VAT.   
2 Consumer debt includes unsecured personal loans, catalogue and mail order debts, payday loans, guarantor loans, hire 

purchase, doorstep loans, pawnbroker, log book and loan shark debts. 
3 Source: National Citizens Advice, August 2018 
4 National Citizens Advice Near the cliff-edge: how to protect households facing debt during COVID-19, 1st May 2020 
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Universal Credit between 16th March and 4th May 20205. This is six times the 

normal rate.  

 

While payment holidays have temporarily eased the pressure 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) had 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 20216, equating to 8 million 

people. 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 

bills7.  

 

Money Advice Team Structure 

 

The money advice team consists of two paid money advice caseworkers, one of 

whom is a supervisor. They are certified by the Institute of Money Advice in 

Money Advice Practice and complete annual accreditations to keep up to date. We 

also have an administrator, four volunteer caseworkers and one in training. Our 

team is sustainable due to the paid caseworkers who provide ongoing and 

consistent support to clients. There are four Approved Intermediaries within the 

team who can administer debt relief orders (DROs).    

Citizens Advice Chiltern is the only office in Buckinghamshire to offer this breadth 

of debt expertise and our qualified team can support clients with a greater range 

of solutions than other local organisations. Our caseworkers are highly regarded 

by clients for the care and due diligence they provide. 

 

Benefit of Money Advice Casework to Clients 

 

Our money advice caseworkers help clients resolve their debt through a 

combination of debt write-off and income maximisation, for example claiming 

welfare benefits, a reduction in council tax or charitable payments. In 2019/20, 

                                                           
 

5 BBC News, May 2020 
6 https://moneyandpensionsservice.org.uk/2020/06/09/extra-38-million-for-debt-support-in-england-in-the-wake-of-

coronavirus/ 
7 Debt Camel, May 2020 

https://moneyandpensionsservice.org.uk/2020/06/09/extra-38-million-for-debt-support-in-england-in-the-wake-of-coronavirus/
https://moneyandpensionsservice.org.uk/2020/06/09/extra-38-million-for-debt-support-in-england-in-the-wake-of-coronavirus/
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money advice caseworkers achieved total debts written off of £355,568 and 

total income gain of £122,690.  

Based on a full financial statement, caseworkers offer all forms of debt solutions: 

informal payment plans, referral for debt management plans and individual 

voluntary arrangements (IVAs), debt relief orders, bankruptcy, administration 

orders, full and final settlement offers and write offs. They also help clients with 

debt related court hearings, welfare benefit applications, appeals, mandatory 

reconsiderations (MRs - for disabled clients appealing a Personal Independence 

Plan [PIP]), or refer these to external agencies where necessary and depending on 

resources. 

Once a client’s financial issues are stabilised, our advisers will support clients with 

budgeting to help them feel in control of their money. In turn, this can improve 

emotional well-being and resilience. Citizens Advice Chiltern also offers financial 

capability support for clients to give them financial resilience which may help 

prevent them being in debt in the future.  

We take pride in being a holistic advice agency – we help clients until their issues 

are resolved, however long this takes. In 2019/20, 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. 

 

Benefit of Money Advice Casework to the Community 
  

In addition to clients and their families, our money advice casework also benefits 

the local area. This year, giving help to 444 clients generated £409,393 in local 

community savings.  

The following table, derived from data provided by National Citizens Advice8 

shows these local fiscal savings in Chiltern. Of note, the much larger estimated 

public value is excluded. 

 

 

 

                                                           
 

8 Local Financial Model 2019/20 
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Outcomes Benefits Local 

authority 

(£) 

NHS (£) Other CJS 

(£) 

DWP 

(AME) (£) 

Housing 

providers 

(£) 

Keeping people 

in work 

Reduced 

demand for 

welfare 

benefits 

 
£5417 

 
£84,869 

 

Preventing 

housing 

evictions 

Reduced costs 

of legal 

proceedings 

and repair of 

property 

£24,756 
 

£7,427 
 

£215,375 

Reduced 

statutory 

homelessness 

Reduced cost 

of temporary 

housing 

£48,549 
 

£1,502 
  

Mental Health Reduced cost 

of health 

interventions 

£1,344 £15,459 
   

GP 

consultations 

Reducing the 

demand for GP 

services 

(mental health) 

 
£2,673 

   

GP 

consultations 

Reducing the 

demand for GP 

services 

(physical 

health) 

 
£2,022 

   

Total  £74,649 £25,571 £8,929 £84,869 £215,375 

 

Money Advice Casework Client Profile 
 

While money advice casework clients span a range of backgrounds, from the self-

employed to those who are retired, they remain some of the most vulnerable 

people in our community.   

64% of clients are either single adults living alone or with dependent children. 

Over half of clients are disabled or have a long term health condition which is well 

above the 35% average for the rest of our organisation. Almost half of our clients 

are aged between 40 and 59 years and 43% are unemployed or out of work due 

to ill health9.    

While not covered in our data, we also know that debt and mental health are 

linked and are often cyclical. The Royal College of Psychiatrists10 report that: 

                                                           
 

9 Not all clients provide complete information, so client profile refers only to those who have. 

10 https://www.rcpsych.ac.uk/mental-health/problems-disorders/debt-and-mental-health 

https://www.rcpsych.ac.uk/mental-health/problems-disorders/debt-and-mental-health
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 One in two adults with debts has a mental health problem, and  

 One in four people with a mental health problem is also in debt. 
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The most frequently presented issues for the 444 money advice clients are as 

follows: 

 Debt – rent arrears, council tax arrears and credit, store and charge cards 

 Benefits – housing benefit, council tax reduction housing element and initial 

claim for Universal Credit 
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The table below shows the top twenty local authority wards where money advice 

casework clients live. Perhaps unsurprisingly, these wards are some of the most 

deprived in the area, with Ashridge Vale and Lowndes and Ridgeway ranking 

respectively in the top 30% and 40% most income deprived neighbourhoods in 

England11. 

 

 

Ward 2019/20 

St. Mary’s and Waterside 11% 

Amersham on the Hill 10% 

Ridgeway 10% 

Little Chalfont 9% 

Ashridge Vale and Lowndes 5% 

Denham 5% 

Central 4% 

Prestwood and Health End 4% 

Newtown 4% 

Gold Hill 4% 

Colnbrook with Poyle 4% 

Vale 4% 

Beaconsfield West 4% 

Ballinger, South Heath and Chartridge 3% 

Amersham Town 3% 

Beaconsfield South 3% 

Iver Heath 3% 

Farnham & Hedgerley 3% 

Burnham Lent Rise & Taplow  3% 

Burnham Church and Beeches 3% 

 

                                                           
 

11 2019 Indices of Deprivation 
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Key Quotes  
 

“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.” 

 

“I was in a lot of rent arrears and I was making myself ill due to so much stress. It 

took 10 months but now my rent arrears are cleared! I feel I can start all over 

again. The lady I worked with was great and very helpful.” 

 

“My circumstances were so difficult I felt like ending my life until CAB helped me. I 

am very grateful.” 

 

Case Study 1 – Existing Casework Client 
 

Issue 

David is a long standing debt client and had returned to us for help with issues 

related to his bank account and direct debits.  

 

Intervention 

When reviewing paperwork, our money adviser noted that he was not receiving 

the correct disability elements in line with his ESA. Our money adviser phoned the 

DWP and applied for the Severe Disability Premium (SDP). 

 

Outcome  

DWP confirmed David was eligible and he was awarded a backdated payment of 

£6220.60 which was paid within five days. In addition to this, David now receives 

an extra £65.85 per week. 

David was very appreciative as he had not been aware that the SDP was no longer 

being paid, had just accepted that he was receiving a lower amount of benefit.  He 

said he had always lived hand to mouth, but the backdated payment would 

change that. 
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Case Study 2 – New Casework Client 
 

Issue 

Matt came to us for help with high credit debt of £66,132. He was the sole owner 

of the family home but due to relationship breakdown, he had returned to live 

with his mother in the Chiltern area. Matt was very anxious and depressed by 

situation he found himself in. He was self-employed, no longer working and had 

applied for income benefit. 

 

Intervention   

A generalist adviser carried out an initial debt assessment. However, Matt had 

convinced himself that his only option was to apply for bankruptcy so his case was 

passed to the money advice team.   

The money advice supervisor met Matt to discuss his situation and gave full 

advice on all the available debt options. Matt was made aware that with a high 

level of equity in the family home, he would likely lose the property if he was to 

apply for bankruptcy.  

 

Outcome  

We worked with Matt to set up an informal payment plan with all of his creditors 

in order to hold further enforcement action and prevent debts increasing as all 

creditors have frozen interest and charges. Matt has since found part-time work 

and as such is able to offer a small amount towards his creditors. His hope is that 

by selling the family home, he will be in a position to offer full and final settlement 

offers to his creditors, or clear the debts in full.  He will then be debt free. 

As part of our holistic approach, we also advised Matt to seek legal assistance to 

deal with the relationship breakdown, access to his children and secure assets 

from the family home. Matt did this and the situation is on-going. 
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Forward Look 

 

As we work towards a single Buckinghamshire Citizens Advice in 2021 - merging 

with Citizens Advice Wycombe and Citizens Advice Aylesbury Vale - our specialist 

money advisers will continue to support those who need us in the aftermath of 

the pandemic and beyond.  
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Appendix A – Report Preparation Notes 
 

This is the first ever money advice report produced by Citizens Advice Chiltern. We 

have no historical equivalent, or historical data for comparison. The results have 

been produced from Casebook source data as detailed below to the best of our 

knowledge although we feel the 444 unique client number could be under-

represented due to adviser input error/inconsistency.  

 

1. The main data source was Casebook, downloaded from Tableau 7/4/20, 

selecting Chiltern Office Group, period 1/4/19 to 31/3/20.  The following 

Casebook tables were downloaded: 

a. Casenotes_full_profile_crosstab.csv 

b. Cases_Office_Group_crosstab.csv 

c. List_of_Issues_&_full_profile_crosstab.csv 

d. Outcomes_List_-_full_profile_crosstab.csv 

e. Simple_Query_issue_list_crosstab.csv 

f. Simple_Query_list_crosstab.csv 

2. Historic Money Advice Reporting Tool (MART) data was unreliably saved so 

could not be used to show a year on year comparison. Similarly, unable to 

show new clients in a given year as a proportion of existing clients.  

3. The Local Financial Model 2019-2020 was used. 

4. All work was done in one Excel workbook. The last version of this prepared 

was DebtAnalysis2018_19_20_20200506.xlsx.  Each 2019-20 source table in 

1 above was loaded in its own worksheet, and the corresponding 2018-19 

records were pasted into the same worksheet to form a combined table for 

the two years. 

5. Some data-conditioning was required to permit pivot tables to work 

correctly, e.g. reformatting some fields, replacing non-printing characters 

with blanks, inserting column titles where missing.  Additional columns 

were added to: 

a. Calculate the year and quarter from the date of each record, for ease 

of reporting.   

b. Add columns showing unique-to-year client, case and issue 

identifiers.  These are produced by concatenating the identifiers from 

the Tableau record with the year. This is done in order to count a 

client, case or issue separately for each year in which it appears.  

(These fields may not be strictly necessary for Annual Reporting 

purposes, as results can be filtered per year in a pivot table anyway.) 



 16 of 17 
 

c. Check for any record dates out of range – presumably as a result of a 

typing error - and replace with reasonable dates in range.  (There 

have only been a couple of such errors in the two years 2018-20.) 

6. When these source data worksheets were completed, pivot tables were 

generated from them, to provide the stats reports for use in the Annual 

Report.  To enable counts of unique clients, cases, issues, all these pivots 

were created ticking the box ‘Add this data to the data model’ option on the 

Pivot Table creation dialog box. 

7. The following data sources were used for counting and reporting: 

 

 Item reported Source of data 

a.  Clients, Cases and 

Activities worked on 

during the period 

Casenotes_full_profile_crosstab.csv

.   

b.  New cases created in 

the period but not 

necessarily generating 

casenotes.  Note: 

these may not be 

needed for reporting 

purposes, but will give 

different results from 

a. above.  

Cases_Office_Group_crosstab.csv 

c.  Issues and profiles of 

types of issues (e.g. 

Top 10)  reported 

during the period 

List_of_Issues_&_full_profile_crosst

ab.csv 

d.  Outcomes reported 

during the period 

Outcomes_List_-

_full_profile_crosstab.csv 

e.  Profiles of clients for 

whom work has been 

done in the period – 

e.g. their vulnerability, 

household type, age 

group, occupation, 

funder, LA wards. 

Casenotes_full_profile_crosstab.csv 

f.  Simple queries (if 

required) 

Simple_Query_list_crosstab.csv 
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8. The following filters were used for counting and reporting in the Money 

Advice Report, except where otherwise made clear: 

a. Work-level = Casework 

b. Main Issue (part 1) = Debt, Benefits & Tax Credits, Benefits Universal 

Credits 

c. Adviser names: 

- Brigid Farmer 

- Caroline Shorten Conn 

- Nicola Bellamy 

- Steve West 

- Sophie Wye 

- Trish Kehoe  

 

9. Table 1 was generated using Casenotes data for debt, benefits TC and 

benefits UC, for CAB year 19/20, for all advisers, split by advice level. It 

includes clients who’ve received advice at all levels, therefore the total is 

less than the sum of all levels. 

10. Table 2 using total Citizens Advice Chiltern unique client data from Tableau 

produced Key Stats report, total money advice clients from table 1 and total 

money advice casework clients from filtering table 1 results by the six 

named advisers. 

11. Debts written off and income gain outcomes are from outcomes data, using 

the AIC part 1 to define the issue as per point 8 above and filtering by the 

six named advisers.   

12. Please contact Keith Holmes (keith.d.holmes@gmail.com) or Catherine 

Phillips (fundraising@chilterncab.cabnet.org.uk) if you have any queries on 

the above. 

mailto:keith.d.holmes@gmail.com

