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The Year at a Glance 

2018/19 

  

40,430   Debts written off 

About Us 

55 volunteers including 49 advisers 

4 locations 

13 specialist caseworkers in debt, benefits & 

employment 

 

4,342 clients assisted with 17,070 problems 

 

 

 1,794  Average rent arrears  

63%  had rent arrears 

Financial outcomes (only those reported) 

Income Gains for clients - £577,000  

Debts written off - £573,000  

On average £133 income gain per client 

 

91% of clients happy or very happy with the help 

they receive 

 

 

 

 

 

 

The Value of our Volunteers – 

estimated at £375,000 
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Chair's Introduction  

 

 

April 2018 to March 2019 was another very busy one for Citizens Advice Chiltern. Through 

the year over 4,300 clients accessed our advice services being assisted with more than 

17,000 problems. Our clients are often the most vulnerable in our local communities: 

elderly people, families struggling to pay basic bills, those reliant on welfare payments for 

housing or food, and many in unreliable work. Yet again, we have delivered significant 

financial benefits to our clients, with recorded income gains of £577,000 and debts 

written-off of £573,000 (over twice as much as previous year).  

We know that many other outcomes are not reported to us. Using Citizen Advice’s 

Local Financial Model, we can estimate that our services deliver about £7.4m in 

financial benefits to clients and £1.5m to other stakeholders in fiscal value, and a 

further £8.3m in public value. 

As a local independent charity, Citizens Advice Chiltern relies on the huge amounts of time 

and energy donated by a team of highly skilled and dedicated volunteers, along with other 

local support, to provide our much needed advice service. We also rely heavily on a grant 

from our main funder Chiltern District Council, and other local funders, for which we are 

very grateful. The rest of our funding is achieved through a variety of projects, grant 

applications, local corporate donations and individual donations. Our service couldn't 

achieve what it does without the huge amount of local support we receive, and we are 

grateful to everyone who helps make it possible. 

Following the announcement of a merger of all three district councils (including our main 

funder Chiltern District Council) and Bucks County Council into a single Bucks Council 

from 2020, we want to ensure that clients in Chiltern continue to receive the best possible 
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advice service. We are therefore actively exploring, with the other two local Citizens Advice 

organisations in Buckinghamshire, the best way to achieve this.  

 

 

 

 

 

 

 
 

Chesham office 

 

 

 

 

 

 

 

 

 

 
Amersham 

office 
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Our Clients 2018/19 
 

In 2018/19, we helped 4,342 clients with 17,070 problems. 

49 advisors provided general advice from our offices in Amersham and Chesham, our 

money advice team provided specialist debt casework, our outreach workers provided 

weekly advice from Burnham and Prestwood GP surgeries and our new Home Advice 

service provided home visits to those over 65 year olds in the local area.  

 

Profile and route to advice  
Our advice is accessed via a comprehensive telephone service (50%), by face to face 

appointments (41%) and increasingly by email and social media (9%). We are also part of 

the Bucks AdviceLine group telephone service with Aylesbury and High Wycombe Citizens 

Advice.  

Clients were predominantly of working age, over 30% aged between 35-49 years.  Over a 

third have a disability or long term health condition.  Nearly 20% of clients were Asian, 

black or mixed race.  
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41%

41%

9%

6% 3%

How clients access our service

Chiltern Telephone line

In person

Bucks Adviceline

Email

Other

81%

11%

4%

2%

2%

Ethnicity 

White

Asian/Asian British

Black/Black British

Mixed

Other
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Advice Areas 
 

 

 

 

Benefits 
34% of all issues concerned benefits, largely disability benefits, but increasingly, queries 

about Universal Credit since Chiltern went full service in September 2018. We have helped 

clients secure what they are entitled to by supporting them from application stage, 

through managing their claim and to the appeals process where needed. The results have 

brought financial assistance and support to families in the local area, helping them 

maximise their resources in the long term. This has a real impact on their lives. 

Caseworkers are involved at all stages, supporting advisers and guiding clients through 

the multi-agency, complex government and local systems, very often culminating in a 

successful tribunal appeal. 

34%

19%8%

8%

5%

5%

21%

Advice issues 2018-19

Benefits & Tax credits (includes
UC)

Debt and Financial Capability

Employment

Housing

Relationships & family

Legal

Other: Utilities, Consumer,
Health, Travel,Tax, Discrimn,
Immigratn,Educn
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The top benefits issues  

 

Issue Number of Issues Clients 
Employment and Support Allowance 860 378 

Housing Benefit 851 468 

Personal Independence Payment 816 360 

Universal Credit 750 341 

 

Future benefits trends  

The demand for Universal Credit support is increasing and is likely to continue, bringing 

fresh problems and challenges to clients which in turn often leads to budgeting issues and 

debts. We work closely with the Job Centre, Chiltern District Council and other partners 

such as Paradigm Housing to navigate Universal Credit and the impact of the changes.  

We will continue to offer support to EEA workers and their families as well and other 

‘persons from abroad’.  The most complex area will continue to be disability benefits for 

residents with mental health issues who need our support. These benefits are a lifeline to 

them. 

Impact of benefits work in 2018/19  

 

 

1,549 clients were helped with 5,016 benefit 

and tax credit problems.  

 

341 clients helped with 750 Universal Credit 

issues 

 

 

A total of £447,588 in new and increased 

benefits was received by clients  
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Debt 
 

Debt continues to be a significant issue for clients; 19% of all 

issues presented in 2018/19.  Each client had an average of 

3 debt related issues. Clients that present with debt 

invariably also have benefit related issues and a key element 

of our debt advice is maximisation of income alongside 

benefit advice.  

 

2018/19 saw a 9% increase of clients presenting with household debt over consumer 

debt.  54% of all debt cases were household debt and 32% consumer.  There has been a 

15% increase in issues relating to council tax arrears since 2017/18, and a 21% reduction 

in issues relating to credit, store and charge card debt.   

A recent Citizens Advice report 1 highlighted that households are struggling with their 

essential expenditure and that issues around the collection of these debts are 

problematic for clients e.g. issues relating to recovery of council tax bills by Enforcement 

Agents. The report also highlighted that those with household debt are more likely to be 

in vulnerable circumstances: more likely to be unemployed, have mental health issues 

and to be in social housing.  

The top debt issues  

Issue Number of Issues Clients 
Council Tax Arrears 435 210 

Rent Arrears: Housing Associations 405 238 

Credit, store and charge cards 278 187 

 

                                                
1 Hidden debts: the growing problem of being behind on bills and in debt to the government (Citizens 

Advice, August 2018) 

"I was in a lot of 

rent arrears and 

making myself ill 

due to so much 

stress. It took 10 

months but my 

rent arrears are 

cleared!" 
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Money Advice Service 

 

The Money Advice Supervisor oversees all debt 

advice and the Money Advice Service. There is an 

additional Specialist Money Adviser and 5 

volunteer Money Advisers. All Money Advisers are accredited with Institute of Money 

Advisers Certificates. There are 4 debt relief order intermediaries who can assist clients to 

apply for Debt Relief Orders.  

The Money Advice service is funded by two housing associations, Paradigm Housing and 

L&Q, and also by Chiltern District Council.  The service has enabled the training of 

volunteer Money Advice caseworkers who can support tenants with rent arrears, benefit 

claims and budgeting.  

 

624 clients were assisted in 2018-19 by the Money Advice Service and benefited from 

reported income gains of £158,000 and debts of £329,000 being written off.  

To illustrate the depth of work, Citizens Advice Chiltern recorded nearly 7,000 

casework activities related to these 624 debt clients.   

 

Good as these results are, they are almost certainly an underestimate.  We are often not 

informed of all the outcomes resulting from our help.  We can use the Citizens Advice 

financial model to get a fuller estimate.  Looking only at the debt clients who access our 

Money Advice Service, the model estimates total client benefits of £668,000 in debt write-

off, and fiscal benefits to public bodies of £164,000 costs saved.  See the ‘Fuller picture of 

Citizens Advice Benefits’ section at end of this report for an explanation of this model. 

 

 

"Both advisers were very 

knowledgeable and helpful. 

Their help ensured I was able to 

successfully claim the benefits 

that I was entitled to" 
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The Money Advice Service enables early intervention to manage clients’ debts which 

in turn reduces councils’ expenditure on emergency remediation, improves 

planning with the help of data, provides access to a countywide point of contact 

and support structure, reduces the number of evictions, lowers the level of rent 

arrears and builds financial security and resilience for residents which improves 

well-being. 

 

Sophie, Money Advice Supervisor 

 

 

 

 

 

 

 

 

 

“The staff cannot do enough 

to make you feel comfortable 

and safe. They go above and 

beyond to get all the help you 

need. 5 star.” 

 

“When I was going through difficult times, Citizens Advice Chiltern 

were absolutely brilliant…Can’t thank them enough”  

 

“Everyone at Citizens Advice are helpful and friendly. They have 

helped me with so much over the years” 
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Future trends in debt work  

All our debt clients are struggling to meet their essential expenditure such as rent and 

council tax. It has also been well documented that the introduction of Universal Credit has 

led to people incurring more debt. For example, a recent Step Change report 2 outlines 

how the 5 week wait for the first UC payment has led to increased referrals to food banks. 

At Citizens Advice Chiltern referrals to foodbanks have increased 45% during the 

year. Citizens Advice research shows that the 5 week wait left nearly half of claimants 

unable to pay household bills or forced to go without basics such as food or heating, while 

54% had to borrow cash from family and friends to stay afloat 3. The report refers to the 

hardship that deductions from UC payments are causing claimants; repayments don’t 

take into account people’s ability to afford them. At Citizens Advice Chiltern we have 

encountered the financial hardship due to the rate of deductions from UC payments. The 

roll out of UC will mean that we are likely to have an increasing demand for our debt 

advice. 

 

Impact of our debt work  

 

825 clients were helped by generalist 

advisers and Money Advice 

caseworkers with 2,773 problems 

 

 

 

A total of £572,776 in debt was written 

off 

 

 

                                                
2 ‘Hardship Now or Hardship Later? Universal Credit, Debt and the Five Week Wait. (Stepchange, Jltenda et al, 

June 2018) 
3 ‘Managing money on Universal Credit’ (Citizens Advice, Hobson et al, 2019) 
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Employment  

 

8% of issues in 2018/2019 involved clients facing employment problems. We help clients 

to understand their rights, the processes involved in resolving their issues and provide 

assistance in negotiations with their employers to get the best outcome. Casework 

continues to be involved in the ACAS Early Reconciliation process and Employment 

Tribunal applications.  

Very often, the disputes are about pay and the disciplinary processes, but increasingly, 

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

 

The top employment issues  

Issue Number of Issues Clients 
Pay and entitlements 360 211 

Dismissal 222 123 

Dispute Resolutions 173 123 

Terms and conditions of employment 154 106 

 

Future trends   

We will continue to help clients with their grievances and disciplinary issues making sure 

they are aware of their rights and their options. We will continue to observe local 

employment trends and issues. 

 

Impact of our employment work 

 

552 clients were helped with 1,400 employment 

problems 
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Housing 
 

8% of issues raised by residents concern housing problems. A large part of our work is 

linked to debt work and preventing homelessness. But housing issues have arisen from 

tenants/homeowners whose health has declined and may be experiencing abusive 

situations. We have helped them understand the housing system, their options and rights 

in the public and private sector. Where required, we have acted and supported them 

through the process. 

 

The top housing issues  

Issue Number of issues Clients 
Private sector rented property 316 191 

Housing Association property 268 176 

Threatened homelessness 158 113 

 

Future trends   

We will continue to work to support and advise Chiltern residents who are experiencing 

difficulties with their housing needs, particularly working with clients to minimise the 

problems that can be caused by the UC housing cost payments’ system. Assistance will 

continue with tenancy conditions, terminations, repair issues as well as health and safety 

issues arising in houses of multiple occupation. 

 

Impact of our housing work 

 

757 clients were helped with 1,385 

problems 
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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 when researching clients' rights 

and are kept up to date with changes at national and 

local levels.  Training in 2018/19 focused on the 

introduction of Universal Credit in addition to subjects such as Housing Association fixed 

term tenancies, the powers of bailiffs and energy advice. Our advisers are supported by a 

dedicated and experienced supervision team who help maintain quality through regular 

case-checking and file reviews, as well as being independently audited by National Citizens 

Advice on a quarterly basis.  

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

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

service we offer. 

National Citizens Advice conduct ongoing surveys with clients.  In 2018/19, 91% felt 

their experience of Citizens Advice Chiltern was either positive or very positive and 

90% felt that the service helped them find a way forward. 

 

 

 

 

"The volunteer was 

exceptionally 

knowledgeable. Polite, 

friendly and courteous. 

Nothing was too much 

trouble. Couldn’t have 

asked for better. 

Wonderful." 
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Advice at Home Service  

In Autumn 2018, we set up the Advice at Home Service for people aged over 65 in 

Amersham and Chesham & Chiltern Villages. The pilot was funded by Bucks County 

Council Local Area Forums.  The service provides face-to-face appointments to people in 

their own homes who are unable to get to our offices – offering benefits and money 

advice, helping with forms, checking on wellbeing and reducing loneliness by sharing 

information on local services and activities. So far, our experienced outreach worker has 

visited over 100 people and generated £119,000 already in additional income for clients 

by helping them claim the benefits to which they are eligible.  

 

In addition, the Advice at Home worker will help with housing issues, fuel bills, social care 

issues, blue badge and bus pass applications.  The longevity and expansion of the Advice 

at Home Service is dependent on future funding.     

 

 

 

Local Charitable Support   

Citizens Advice Chiltern partner with two local charities that assist clients with small one-

off grants.  The Griffin Club help 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 offer small grants to clients who live in Chesham who suffer with poor health and 

struggle financially.  We also work closely with Chiltern and Slough Foodbanks in 

delivering vouchers to those in need financially. We have observed a 45% increase in the 

number of vouchers 2018/19 and this shows no sign of dropping.  Chiltern Foodbank are 

adding a fuel voucher scheme to their offering this year.  

 

 

“kind, caring, non-judgemental 

and just brilliant” 
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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 case data and by staff and 

volunteers who meet with clients.  This could be when a 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 national data to 

establish advice trends and areas of difficulty (such as the rollout of Universal Credit and 

bailiff behaviour) and Chiltern Citizen Advice contributes to national calls for evidence by 

providing local case studies that illustrate their statistical work in order to drive through 

national solutions. This evidence is regularly presented to Parliamentary committees, 

national regulators and other interested parties. 

The Campaign and Research group identifies local problems which are then 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 the payment process 

itself. Our advisers assist clients to set up their initial claim and support is targeted to 

those who are not computer literate. The Campaigns and Research work aims to reduce 

problems that local people experience with the new benefit.  Issues that are identified 

with the Universal Credit are discussed with agencies and the local MP in order to improve 

the process. Our local group also aims to be pro-active on other emerging issues, such as 

the change to entitlement to TV Licenses and the eligibility for benefits for residents with 

dementia.  

Chiltern Citizen Advice has recently joined a Bucks wide group of Citizens Advice local 

offices in order to share ideas and developments in campaigns and research across 

Buckinghamshire. This group shares information and identifies common issues with the 

aim of coordinating services to Bucks residents. We see this of increasing importance 

given the move to a Unitary Authority. 
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A Fuller Picture of Outcomes 
 

Citizens Advice Chiltern records the outcomes of our services, whenever we are informed 

of them, but many are not reported to us.   Clients may receive a benefit after our support 

has been completed, and do not remember to tell us.  Or there can be wider benefits such 

as avoided costs to public bodies as a result of our successful intervention.  Some benefits 

cannot be expressed as fiscal benefits but are nonetheless real public value. 

To get a more rounded picture of Citizens Advice Chiltern impact, we use Citizens Advice 

overall UK benefits model validated by HM Treasury, based on the volume and type of our 

Chiltern services through the year.   

We know that many other beneficial outcomes are not reported to us. Using Citizen 

Advice’s Local Financial Model, we can estimate that Citizens Advice Chiltern 

services deliver about £7.4m in financial benefits to our clients and £1.5m to other 

stakeholders in fiscal value, and a further £8.3m in public value.  

  

The value of advice given to clients also benefits multiple stakeholders: 

Outcome Benefit Main stakeholder 

beneficiary 

Estimated 

fiscal value 

£000s 

Keeping people in work Keeping people in 

work 

DWP 797 

Preventing housing 

evictions  

Reduced costs of 

legal proceedings 

and repair of 

property 

Housing provider 424 

Reduced statutory 

homelessness 

Reduced cost of 

temporary housing 

Local Authorities 130 

Mental & physical 

Health  

Reduced cost of 

health 

interventions (NHS) 

NHS 100 

GP consultations 

(mental & physical 

health) 

Reducing the 

demand for GP 

services (NHS) 

NHS 26 

Total 

 

  1,477 
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Additionally, the public value of the Citizens Advice Chiltern service is estimated to be 

£8.3m, of which the largest components are £5.5m due to improved well-being of the 

client and their family, and £1.1m due to keeping people in work. 

 

Future plans 
 

Following the announcement of a merger of all three district councils (including our main 

funder Chiltern District Council) and Bucks County Council into a single Bucks Council 

from 2020, we want to ensure that clients in Chiltern continue to receive the best possible 

advice service. We are, therefore, actively exploring, with the other two local Citizens 

Advice organisations in Buckinghamshire, the future direction of Citizens Advice services 

for all of our collective clients in the county. Our key priorities for the future will be to: 

 To maintain a local service and presence that best meets the needs of our most 

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

and other support within our community 

 Utilise and develop our people and our resources in a way that best serves 

clients across Bucks 

 Promote and improve accessibility to Citizens Advice services to clients across 

Bucks through being a significant partner for the future Bucks Council 

 To maintain and build on the important links we have with council officers and 

council members, which allow us to have an impact on the policies that affect 

our clients 
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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. 

 

 

 

 

 


