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Annual Service Report

Our service aims are
A To provide a quality,
comprehensive and accessibls
advice servicavhich mees the
changing needs of the people o
Wigan.

A To ensure that local people dg
not suffer through a lack of
information or advice, and to
undertake social policy work on
the issues that are imgant to
them.

A To be an inclusive and outward
looking  organisation  that
welcomes social diversity and
actively seeks to promote socia
inclusion through partnership
working and capacity building
in the community.

During the year, we have
endeavoured through our
development programme, to furthef
these aims through enhancing ou
contribution to antpoverty and social
cohesion programmes$oth by our
advice provision andlsothrough the
manner in which the Company
operates in the community.

In brief, this year we have

C attended to 28,000 enqies,
including 203 home visits

1%

C

represented 487 clients in

courts and tribunal

attended to over £23.1m of
client indebtedness;

assisted clients in gaining over
£4.7m of additional benefits

effectively pranoted the se of
our web site(set up to provide
access to Advice Guide and to
the CAB service in the Wigan
Borough) which is now
receiving over 1,500 visits per
month. (It can be found at:
www.wigancab.org The
service also includes an email
facility for clients to register
their need for advice and to
receive a telephone call bgck

introducedurther
developments to improve the
effectiveness of the Telephone
Information Servicg

introduced a texting and email
service to assist clients who are
facing court action for
repossession of their homes in
accessing advice and
assistancge

extended opening hours for the
town centre bureaux and
introduced new ways of
working help us to cope with
increased client demand cato
improve client service


http://www.wigancab.org/

C set up a new project to provide
advice (with interpreters in
attendance) for Roma and
Migrant Workers. The project
Is also working to gather
information about the
background of Slovak, Czech
and Roma Gypsy Travellers so
we can identify their specific

needs and help they integrate

into the local community

C established a Community
Interest Company, Wigan
Housing Solutions, to operate
the Wigan Bond Scheme as
well as new housing
management esvices  for
Private Sector accommodation
to provide help & support to
homeless people in finding and
retaining accommodation

The Added Value of the CAB
Service

As well as helping individual clients,
the additional income gained for
clients through debt and welfare
benefit work also has weery positive

benefit on Wigan Borough as 4
whole there is more money
available to spend locally, which
circulates round the local economy,
effectively boosting it by an
estimated £46.&1. On top of this,

there is also the monetary value of
the volunteers contribution of

almost £200,000

Looking to the future:

The company development
programme seeks to further our aims

by:

1 Maintaining and developing the
voluntary contribution which
providesan essential, value for
money contribution towards
maintainng and developing
advice services in the Borough,
as well as individual and
community benefits

1 Developing effectiveworking
relationships with public sector
agencies, to assist in
maintaining service standards
and disseminating information.
Protocols a& in operation with
the Housing Benefit Section
and the Department of Work &
Pensions, antVigan and Leigh
Housing

1 Partnership working, through
which we can:

- Reach socially/financially
excluded people in the
community through
referral arrangements with
front line service providers
and oO6probl em

- Develop the contribution
of the voluntary advice

sector to community
programmes through a
joint  service delivery
strategy.

1 Developing and prioritising our
specialist advice services to
contribute to saal cohesion,

not



anti poverty and financial
inclusion strategies. This
includes:

Improving access to services
through:

Provision  of  outreach
services in key locations

Developing preventative
services by building on our
financial literacy and
housing options work.

Developing advice services
to migrant workers, asylum
seekers and refugees.

Increasing  services to
homeless people (in
particular those people
found to be intentionally

homeless following
presentation  under the

homelessness legislation),
presently povided through

the Bond Scheme

Development of our services
to mental health service
users through the
Community Support Project
(Mental Health).

Continuing to improve the
performance of the
Telephone Information Line

Developing and expanding
altermtive  methods  of
communication, including
texting, provision of web
based information, and
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email contact for
appointments.

- Partnership working
- Contributing to service
development for the Joint

Service Centre.

Margaret Percival
Chair of Board of Management




PERFORMANCE INDICATORS 1 2008/09

How Clients Access Our Services

1% 2%  Appeal Tribunals  ® County Court

M In Bureau

M At Outreach

m Telephone
B Home Visit

B Representation

Benefits Gained for Clients

Lump Sum £ 162,787 Rescheduled £19,500,466
Weekly Payments £ 86,535
Annual Equivalent £ 4,499,815 Written Off £ 3,572,167

Types of Enquiry We Dealt With

W Benefits
W Debt
® Employment

M Consumer

W Housing

m Relationship

= Immigration

W Legal and Tax
Other




The Volunteer Contribution

As a company, we rely greatly on
volunteers undertaking advice work,
administrative support and
governance, to enable us to deliver
our services and as ever, theif
continued commitment and dedication
Is recognised with appreciation.

The wvoluntary contribution is
acknowledged as a cost effective way
of delivering services, and without it,
there would be a considerable
reduction in advice provision. The
voluntary contrilition does not mean
a lesser standard of advice.

At the end of the year, there were 6%
volunteer advisers, lifainee advisers
and 11 volunteers undertaking
administrative work. In monetary
terms, the salary costs for the duties
that are undertaken by Nmteer
advisers wihin the Company would,
for 2008/09, have amountealmost
£200,000.

In maintaining and developing the
voluntary contribution, the Company
Is making an important contribution to
community wellbeing through which:

A An essential, value fomoney
contribution is made towards
maintaining and developing
advice services in the Borough.

A Individuals have the
opportunity  for personal
development  through the
training and experience

8

provided, often enabling them
to reengage and realise new
employment opportunities

following iliness or other life

events.

Asylum seekers and people
with leave to remain make use
of their abilities in contributing
to the community, and in so
doing meet with members of
the host community as
colleagues and friends, whic
can develop their confidence
and help them to prepare for
employment.



The recruitment and training of
volunteer advisers also provides 4§
pool of skilled competent people from
which the Company and outsidg
agencies can recruit.

P~

Below, volunteers, Dean, Rose and
Chris together withKate, who was
with us for her Social Worker Student
placement, share their experiences.

Christopher Harris
District Manager

1) Dean Stazicker
Volunteer Adviser

| first became interested In
volunteerng at Citizens Advice after
reading about the various roles and
opportunities on the website. | was
particularly interested in becoming &

campaigner and an adviser as both

roles | felt complimented my personal
interests and the skills | had gained
whilst gudying for a Politics degree.

| joined Citizens advice mid July
2008 and ever since |
training to become a Generalist
Adviser. | feel fortunate with respect
to where | have received my training
as the in house training at Wigan
bureay which includes learning in a

class environment as well as seeing at

first hand the day to day workings of
bureay has been thorough and
rewarding. | benefited from training
within a group enabling me to mix
with and befriend new people but alsg
share and compare ymexperiences
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have been

with my fellow traines. | am also

thankful for the understanding,
support, and general friendliness
shown within bureau itself. | have
always found the volunteers and staff

in bureau approachable and happy to

help or assist in any way.

Sincee | began advising at the end of
November | have relished the
opportunity to try and make a
di fference 1in
get to grip with the complex issues
that clients come to bureau with and
the challenges that arise. | have
helped clients tananage and tackle
t heir debt s,
income by helping them claim their
full entittements and provided clients
with advice ontheir rights at work

and means to hold their employers to
account. There is a great deal of
satisfaction in knowinghat a client

you have seen has walked out of
bureau better off than when he or she
walked in. There are however
occasions where there is little help or

assistance you can give as an adviser,

this can be especially frustrating when
it is legislation, govenment policy

and general failings in the system that
are preventing you from helping the
client. In these circumstances | draw
sanctuary from the Citizen Advice
Social Policy which can have real
positive effects and impact towards
influencing decision maks and their

policies. It is in this area that | would

also wish to further progress and seek

to further explore in the future.

During my ten months at Citizens
Advice | have gained and benefited
very much from the organisation, it

ma X i

peopl e

mi



has enabled me to mew new
people and making new friends, gain
new skills as well as enhance existing
ones and offer potential careel
opportunities, but most fulfilling of all
it has allowed me to make a
difference in my local community.

2) Rose Hodali
Volunteer Adviser

My nane is Rose Hdali and | am a
trainee adviser. | joined the CAB in
September 2008 to become an
adviser. | thoroughly enjoyed the
training.

In February 2009, aftecompleting
key stages of the Citizens Advice
Competencies Training Programjrie
stated advising clients under
supervision

So far, | am enjoying what am
doing. In the bureau, everyone g
friendly and supportive. | never
imagined | would be able to advise
anyone, but now that fear has gon
and my confidence is growing every
day. | amvery happy to be a CAB
volunteer.

D

It is a great feeling to be able to help
people deal with their problems.
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3) Chris Thompson
Volunteer Adviser

| began training with David Slinger at
Hindley on 28 April 2008. By 24"
April 2009 | may be a qualified
adviseri with luck! This has been a
learning experience for miel began
with no experience of benefits, debt,
consumer law or pretty much any of
the issues we deal with in the bureau
every day!

My first experience of advisingas in
the telephone aom; supposedly a
gentle introduction to advising. | well
remember the panic | felt on my first
morning of answering the phone, and
my even greater panic when | saw my
first clients in the flesh. This is a
young couple | will always
remember!

| feel that | have learnt an enormous
amount inthe past eleven monthisas
much from my colleagues in the
bureau and my clients as from the
official training programme, and |
now feel more relaxed and confident
when seeing clients.



4) Kate Pollard, BA (Hons) Social Work,
University of Manchester.

Advice is the name of the game,

Delivered impartial, no two days the same.

Volunteers are the lifeblood, (why do it for free)?

It candot be for Dbiscuits, or
Confidential advte, whatever the issue,

Ever prepared, with help and a tissue.

Being there to listen, resolve and assist,
Under no false illusion, this is last on the list.
Respect for the client is always a must,
Ensuring that all have advice they can trust.
Always appoachable,

Under blue skies or grey,

We all stick together, regardless of pay.

I ndividuals who care, make up this great team,
Good people with skills, on who we can lean.
As | leave you behind and on to pastures new,
Never to forget the respect that is due

fiDedicated to everyone at CAB Wigan and Leigh.
Thanks for the help, guidance and insight.
| will take it with mefi

11



Social Policy

2008/09 will go down as the year in
which dire warnings of over
indebtedness (which seem to have
been comindrom Citizens Advice for
the past 3 or 4 yegrscame home to

roost in a way which even the most

pessimistic of crystal ball
surely did not envisage.

affected the profile of the types of
enquiry coming through our doors and
inevitably it has been aspects of debf
welfare benefits and to a lesser exter
employment which have tended tg
dominate the emerging trends in

social policy too.

gazers

These are the main areas of concel
which have been flagged up locally
(and often enough for us to labéla

trend); most if not all have also beer
recognised by colleagues in oul
regional cluster groupf bureaux and
where further action has been taker
this is also noted.

1. Payment Protection Insurance
(PPI) and control of credit sales

We have almost dst count of the
number of clients we have seéor
whom the considerable
payments they are making are highly
unlikely to provide any benefit
iffwhen they experience difficulties in
meeting their commitments. Citizens
Advice put in aduperconmplaintd to
the Financial Services Authority in
2004. Recently the Competition
Commissioners required credit sale
companies to uncouple their sales

This has

insurance

It

n

o~

from PPI sales. While welcome as al
1

- U UJ)
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opportunity for clients to shop around
for the sort of cover mosttfing to
their circumstances, there are
concerns that this is not the whole
answer. It certainly will not help
those unemployed clients who have
been missold PPI in the past, and the
fight continues.

2. Warmfront grant shortfall 7 this
initiative, so pomising in providing
central heating or insulation, seems to
have become a victim of the small
number of authorised providers and
installers. Is it because it is known
that a government grant is involved
that prices to customers have grown
far beyond tk ceiling set by the
scheme? A ceiling, incidentally, that
most people who have had recent
experience of paying for replacement
boilers or systems see as fairly
generous. We have submitted
evidence to the regional organisers of
the scheme, as well asinding
alternative funding sources for those
in real need.

3. Sale and Rent Back &hemes.
Almost by definition, the only people
likely to consider a move from home
ownership to a rental agreement on
their home are already in a desperate
situation. Thee are a range of these
schemes, all of which are open to
abuse by the less reputable
companies. The most obvious and
publicised of exampleis the situation
where a sale agreement promises
security of tenure but is, in fact, a



short term tenancy whichhé new

owners can terminate at any time afte
the initial period. Clients are being
warned of the pitfalls if they consult
us and we are collecting evidence
through any such agreements we see|

=

4. Social Fund Funeral Payment
shortfall 7 this benefit is sbject to
stringent rules and an absolute ceiling
of £700 which has been in existencs
for several years. It will only be paid
if there is nothing in the estate to
cover a funeral, if no member of the
extended family of the deceased has
capital or is eanng. Yet (as anyone
who has had the sad duty of arrangin
a funeral in recent years will know)
the amount is barely sufficient to pay
what funeral directors call
0di s bur g ethosen pagnients
which are passed on directly to other
such as gravediggersor the
crematori um, t he
So the poorest of our families arg
being forced to go into further debt
for even the simplest of ceremonies|
We are about to approach funeral
directors across the region to find out,
in part, what they conder to be the
realistic cost of a simple funeral.

L
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5. Homelessnesswhether actual or
threatened, is extremely distressin
for those involved. About 12 months
ago a local action report was
submitted to Wigan Homelessnes
Forum wusing evidence we ha
collected on the regulations as applie
by Wigan and Leigh Housing. Sinc
then local monitoring suggests tha
the numbers of people approachin
bureaux with these problems hav
reduced, although the chances are that
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the current recession has not yet
worked through sufficiently for us to
be sure we are not facing a new wave
of problems. This, again, is being
closely monitored both locally and at
regional level.

6. Lack of effective enforcement of
employment tribunal awards. This
was found to be a growingrpblem
where workers who have shown that
they were treated badly by employers
have been awarded compensation for
loss or earnings or unfair dismissal,
for example, only to find that the ex
employer finds ways to avoid meeting
his/her  obligations. The
breakthrough on unpaid
Employment Tribunal awards came
through the tireless work of our
local M.P. lan McCartney to
support the CAB Justice Denied
campaign. His involvement has
rbeen iessant@lr ird securinge thke nem ¢ .
enforcement regime, which, it is
understood, & likely to be
operational in late 2009 or early
2010

At parliamentary level there seems to

be a growing awareness of the unique
position bureaux hol
pul sebd of t he nati o
pleased to note that local evidence

was also used on #&east 2 separate
occasions to add weight to influential
Citizens Advice reports.

Eileen Longmore
Social Policy
Representative




Community Support Project
(Mental Health)

The Community Support Project, part
of the Wigan Borough Citizens
Advice servie and providing advice
and practical assistance to people with
mental health needs, their familieg
and carers, presents this summary of
its work for 2008/2009. The Project
workers are Steven Hutchinson and
Sandra Halliwell

This service is an excellemxample
of a successful dedicated advice
provision for a vulneble section of
the community, andhe report shows
how the Project has made 4
contribution to the social inclusion of
people with mental health needs. By
taking services out to where they are
and by providing advice and
assistance on matters of importance 1o
them in ways that meet their various
needs, we have contributed to helping
people live more full and stable lives
in the community.

A1”4

T~
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In brief

During the last twelve months:

1 588 clientshave been helped.

1 Of these, 98.8% would have hag
difficulty in accessing advice

without the Project.

M1 A total of £828,934 in additional
income, calculated on an annual
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equivalent basis, has been gained
for clients.

1 £2.91 million of client debt has
beenwritten off or rescheduled.
The Role of Advice Services in

Supporting Mental Health Clients

The links between mental illness and

problems experienced with low
income, indebtedness, poor or
insecure housing, relationship
breakdown and long term

unemploynent, are well established.
The pressures resulting from these
problems can lead to mental health
conditions as well as exacerbating
existing ones. People with mental
health problems have, therefore,
relatively high needs for advice on
matters involving lte application of

social welfare law. However, there
are problems for them in obtaining
that advice. There can be a lack of
knowledge of the services available.
The nature of their illness can
preclude their ability to handle their
affairs effectively © to access

services when provided in

conventional forms they may not

have the motivation or confidence to
walk into an advice centre and sit in a
waiting room; they may not be able to
travel to an unfamiliar location

through fear of panic attacks, or
corfusion; or they may be too ill to be
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concerned with, or to be able to focus
on, their problems.

In addition, the complexities of social
welfare law, intended to secure fof
individuals  those things that
contribute to an acceptable, dignified
standard of fie- obtaining full benefit

entitlements, secure and decen
homes, and relief from the burdens o
overindebtedness, for example, can
form a barrier to positive life changes.

' —+

About the Community Support
Project

The aim of the Projeds to remove
barries to advice services for peoplg
with mental health needs, and thereby
to contribute to their wellbeing and to
assist them to participate in the
community. It also hasnaadditional
role in line with the Dga Service

Review, which involved relevant
agencies looking at leisure,
employment and ducation and

integrating this into Mental Health
Day Services to promote social
inclusion and personal developmen
for its service user As an integral
part of this Review, the Project will

aid people in going back into
employment with benefit advice and
debt relief.

—r

The Project was established in May
1999, with funding through joint
finance from the Wigan Council
Social Services Department and thg
NHS Trust, and from April 2006 the
funder has been Ashton, Leigh &
Wigan Primary Care Trust. It
provides a dedicated, comprehensive
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advice and information service for
people with mental health problems,
their families and carers, in Wigan
MBC area, and aims to address the
advice requirements of people with
mental health neks by:

1 delivering advice sessions at
locations  which meet the
requirements of clients; and

1 employing advisers who

understand the special needs of the
clients and how their mental health
impacts on the issues they face.

The Project applies the Citizens
Advice service aims in:

1 ensuring that people do not suffer
through ignorance of their rights or
responsibilities or of the services
available, or through an inability to
express their needs effectively, and
in

1 exercising a responsible influence
on the deelopment of social
policies and

1 being involved in the Day Service
Review Strategy to assist service
users in social inclusion and going
back into employment.

How we have helped clients

The main enquiry areas include
welfare benefits, maximisation of
income, debt advice, Court of
Protection  proceedings, housing,
Community Care and issues related to
mental health needs generally, and the
services provided include completion
of forms, preparation of submissions
on behalf of clients, negotiation, and



representation in welfare benefit and
debt issues.

Financial problems are the mosi
frequently cited cause of depression
but indebtedness can also result fron
mental health problems. People with
mental health problems are nearly
three times as likely to be oebt and
more than twice as likely to have
problems in managing money as thg
general population.

The following case illustrate the

Projectds wor Kk i
problems of indebtednessand
benefits:

Case Study 1

Mr F was referred to the Projedor

assistance with debts due to his

lowered income and inability to pay.
He had lost employment due to illnes
and had been hospitalised. He wa
getting numerous letters from
creditors which he found intimidating
and threatening. Creditors were
constanty ringing him and some of
the threatened action if payments
were not made, were frankly, untrue
Mr F believed that bailiffs action was
imminent or even that he could bqg
imprisoned.

Mr F was fully advised of his rights
regarding his debts and possiblg
creditor action. He was also advised
on benefit entittement. The Project
acted on behalf and together with Mr
F on both areas of law and Mr F has
funds necessary for his essential dail)
living. He is actively seeking

<

11%
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employment and will begin payment$
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to his creditors if it becomes

affordable.
Case Study 2

We received a referral from one of the
Community Mental Health Teams to
see a man who was feeling suicidal.
He required a home visit as he
suffered from agoraphobia and severe
mental illness. Steven vigite the
client by appointment at home.

Mr S was very distressed; he owed
moneystevarious iloangcompanies ankl e
was getting constant telephone calls,
threatening letters and people calling
at the door. The debts were affecting
his mental health and his pagnwho
was also his carer, said that their
relationship was at breaking point.

Mr S and his partner were given
advice on debt management. His
debts were substantial and they could
not afford to pay the creditors and
buy food and other household
essentialontheir benefitincome

After discussion on ways to deal with
the debts, it was agreed that
bankruptcy was a good option as it
would not affect their council tenancy
but would stop all creditor contact

and effectively end his liability for the

debts. Tk forms were completed at a
subsequent interview and it was
arranged for the court staff to visit Mr

S at home so that a bankruptcy order
could be made.

Mr S and his partner are now
happier. There are no more telephone
calls or doorstep collectors knockjn
on the door. Mr S is better in himself



due to the worry of how he was ever
going to clear his debts being lifted.
He no longer feels suicidal and
intervention by the mental health
services is reduced. We believe that
timely advice and intervention byeth
Project has helped the client and his
partner stay together and enatle
them to use their benefits for essentia
daily living expenses.

Case Study 3

Mr G was referred to the Project for
an assessment of his Disability Living
Allowance entitlement becs@ his
condition had deteriorated. We
assisted the client to make a change of
circumstance application for DLA as
his current award of low rate care
was now inappropriate to his needs
After chasing the decision from theg
DWP it transpired his application
form had gone missing after being
received by the DWP they
acknowledged responsibility.  The
client was then sent renewal
application forms with the promise to
backdate any increase in benefit tg
the date of the original change of
circumstance applicatin  We again
assisted the client with the application
forms, he was subsequently awarded
High Rate Care and Low Rate
mobility for 5 years, backdating of
benefit totalling £2,613 was paid to
the client; he now became eligible for
a 0t op up o oft ofl
£55.90 per week and we assisted him
to claim this.
weekly income has increaseq
significantly with the assistance of the
Project.
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Therefore t

Working in Partnership

The Project is an example of the
voluntary  sector complementing
statutory provision to achieve a
comprehensive service for clients. It
Is available to take referrals from
mental health professionals and other
agencies, and thereby to provide
service users with a seamless multi
agency approach to their problems on
contact with the mental health
services. The service was set up to
help clients in issues involving the
application of social welfare law, and
thus to allow mental health
professionals to concentrate on their
areas of expertise.

Although the caseworkers on the
Project undertake training on mental

health issues, we do wish to record
the invaluable contribution to the

Project s success
professionals, who, with such

readiness, have shared with us their
knowledge and insight into the needs
of our mutuaklients.

Steven Hutchinson

Sandra Halliwell
Caseworkers

suppor

h e cl i



Debt Service

AA man in debt 1is
Ralph Waldo Emerson 18031882

A main preoccupation in the national

media over the past twelve months

has been t he SO
Cr un cThede have been many,
initiatives to try and ameliorate the
effects of the reduction in credit and
senior bankers caught with their hand
in the till. Statistics forJune 2009
(from Creditaction) reveal:
1 A property is repossessed every
10 minutes
1 Every 435 minutes someone is
declared bankrupt or insolvent
1 3,178 people are made
redundant every day
1 The average household debt, i
£58,370

Wigan Borough has not been
immune, below are ways in which
CASBW has been proactive in trying
to help service users thrmgln the
Credit Crunch.

County Court

Continuing provision on mortgage
possession and rent repossession da
at Wigan County Court, from April 08
to February 09: 343 clients seen; £1.
million in arrears dealt with.

Introduction of a dedicated texting
sevice for those with mortgage

D

S

/
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pogseskianr hearing$ | chent etéxts
OHELPOG to a
IS an automatic text reply which is
followed by telephone contact from
bureau. This satisfies a number of
client needs:
witt lzel rdpresentation &trceud should

it be required; information regarding
the court process (especially
important now the County Court has
moved in with the Magistrates Court);
explanation of the possible outcomes
T this prevents the client harbouring
unrealistic epectations; explanation

of documents the client needs to bring
to courti this maximises the time

available for consultation (this can be
as little as 5 miates per client).

Mortgage Rescue Scheme (MRS)

The Government have introduced a
scheme to help c&in groups with
rent arrears and potential ¢bu
proceedings for possessionAEBW
have been asked to be part of this
processi providing debt advice and
recommendations as to the financial
viability of t he
Since January 09 thereveabeen five
referrals under the MRS. Extra

ys funding has been made available by

Wigan Council and this has enabled a
member of staff move from part to
full time.

reassurance that there

speci fi e

anp



Debt Relief Orders

This is a new initiative introduced in
April. It is designed as an altative

to bankruptcy and administration
orders and should make the
alleviation of debt more accessible
Two caseworkers have undertaken
training to become approved
intermediaries in the near future, with
two more to follow.

Increased Provision

Part of our Credit Crunch response
has been to increase the provision of
debt advice.

I. As part of our liaison with
Wigan and Leigh Housing
(WALH) two new outreaches
have been established af
WALH offices in Wigan and
Leigh. These provide debt
advice to tenants andhitially,
run on a monthly basis, started
January 2009.

ii. We have been successful in &
joint bid with St. Helens CAB,

West Cumbria CAB and
Welcome Credit Union for
monies to enhance the
provision of debt advice.

ili. There are a number of
outreaches which were

continued after the conclusion
of the Financial Inclusion Fund
pilot project, mainly in the

Family Resource Centres based
in some of the most deprived
areas of the Borough. There haj
been an increase in uptake a
the relationship between
caseworker and owgach staff

has blossomed, in addition,
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staff of other centres have made

contact in order to solve
particular problems for their
client base.

Training

CASBW has provided training for
staff of the above outreach venues in
order to enable them to bettesssst
their service users not to give debt
advice but to be better equipped to
know when there is a problem and the
most appropriate source of assistance.
Further sessions are planned for the
staff of WALH.

Borough Wide Initiatives

1 Wigan Council has,in their
response to the Credit Crunch,
I nstigated a
Action Plandé to
has contributed
inception in December 2008.

1T WALH held four
ocommunicati on
tenants to whom CASBW sent
representatives to spealkaat
debt and welfare benefits.

1 Spring 2009 edition of Borough
Life, (magazine for resehts of
Wigan Borough), featuredhe
role of debt advice CASBW
provides to the community
which will hopefully encourage
people to seek advice.

O0Cr



Financial Capability

We now have two volunteers who
take referrals for on&o-one support
and advice on FinanciaCapability

One Bariie Coateshas also attended
a 6training t he
provided by Citizens Advice so that
we can spread the information wider
Training staff at the Family Resource
centres, Credit Unions and Youth

Offending Team are the first
objective.
Barnre has made a separatq

contribution to this report.

Paul Byron
Service Development Officer
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Administration Team

The Administration Team provide a
key function in the running of the
company. They support caseworkers,
process files, collate and maintain
data bases erons hich creports |re
generated to submit to funding bodies,
maintain diaries and, importantly, are
a mapr point of contact for service
users, funders and other organisations.
On average the administration team
field approximately 600 telephone
calls per week as well as making call
backs to people who called out of
office hours.

Michelle and herteam, Anne, Julie,
Julie, Michelle and Malveen, are the
key componentvhich helps to make
the company machine run smoothly
and, as such, are a vital part of our
organisation.



Financial Capability

®» How do youopen a bank account
when you have a poor acedit
referenc®

®» How do you make sure you make
proper provisio
wellbeing on a limited budget?

-

® If you do need to borrow money,
who are the best people go to?

These are some of the questions
which  our Financial Lleracy
Programme sks to help people
address.

The overall the objective of
Financial Capability Training is to

provide the means by which
individuals will be able to manage
their monetary affairs effectively

and thereby avoid them having
many of the financial and
commercial issues that we see in
CAB:

9 Prevention rather than cure
9 Proactive rather than reactive

How are we, in Wigan and Leigh
CAB, going to achieve this?

We are proposing a 3 prongeg
approach.

Firstly, it is intended to include
Financial Capability as a mate in
the General Advisor training course
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The objectives for this are to ensure
that the advisors know what financial
capability is, that they are able to
recognise when a client could benefit
from some training and know where
td source tiiedraining froemmi | y 6 s

Secondly we intend to offer courses to
Social Workers, Mental Health

Workers, Community Leaders, and
the like so that they are able to gather
groups/ individuals of/from their

clients and  provide  specific

knowledge and skill training.

Thirdly, we inter to offer this type of
training ourselves and deliver it to
schools, community groups, tenant
associations and anyone else who
seeks it.

We will not be in a position to offer
all of this immediately or even in the
near future. There are only two
advisorsworking on it, one of whom
IS me. So we intend to develop the
courses in the order set out above.

If you have any queries or comments
on this article please contact Paul
Byron or myself, we are both based in
the Leigh Office.

Barrie Coates
Financial Capability Volunteer



Legal Help Unit

This year has been a very busy yes
for the unit. The local impact of the
global economic recession is starting
to show as the demand for out
services increases month by mont
and our waiting list for appointments
grows longer. We are looking at the
way in which we work in an attempt
to accommodate the increasing
demand.

We assisted 505 households with the
debt problems and 190 clients with
benefit problems.

Of those clients with debt problems
we noticed an incra in the number

of clients for whom personal
insolvency was an appropriate
remedy.

The total indebtedness of our clients

was £6.3m of which £1.8m was deal
with via bankruptcy, this equates tg
28% of the indebtedness total.

Of the 505 households we assiy
bankruptcy was the preferred option
for 57, equating to 11%.

Our debt advisors have taken the firs
steps t o bei ng
i ntermedi ari eso i
Debt Relief Orders and these may
well prove to be a useful option for
many of our cliets.

Of those 190 clients we helped with
welfare benefit issues, 114 werq
represented at appeal

tribunald.
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Additional annual benefits totalling

2
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£237,456.96 were gained for clients
with an amount of £88,413.16 being
awarded as lump sum payments of
arrears.

There have been major changes to the

tribunal system both admnistratively
and procedurallya n d o-tause 6
representativeo,
these changes in her stride.

We have asuperbnew caseworker,
Rachael Neal, coming to terms with
the ammalies of the benefit system
and we wish her well.

My thanks, as always, to the
dedicated team ofcaseworkers -
Steven, Elaine, Sandralenny,Claire
and Rachaelfor their hard work and
willingness to adapt to change.

Allan Hardy
Casework supervisor

I n
Jen



Case Study 1

Miss S was renting a property from
her father and had a tenancy
agreement, she worked full time and
paid her rent in accordance with the
agreement. When she became too |l
to work she applied for help with her
rent and councildx. She was refused
help with her rent on the basis that
her tenamy was not a commercial
tenancy: it was alleged thaher
father would be unlikely to evict her if
she did not pay rent.

Miss S came to the bureau for help tg
challenge this decision and appeal

was | odged. Mi s s
demonstrate that, without the income
from the rent, he would be unable tq
meet the contractual mortgage ang
the property would, in all likelihood,

A~

be repossessed and Miss S would be

homeless. The housing benefit
decision maker eventually accepteg
this argument and local housing
allowance was paid from the date of
the claim.
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Case Study 2

Mrs W came to the bureau for
assistance with debts due to her
reduced income and her inability to
18edt sthe €oattadiual rpaymeatst [Ske
had lost her employment due to illness
and a prolonged stay in hospital. She
was receiving letters from numerous
creditors which she found threatening
and intimidating, some creditors were
telephoning her several times aeake
She believed that bailiff action was
imminent and that she faced the risk
of imprisonment.

Mrs W was advised of her rights and
of the possible actions open to her
creditors. She was advised regarding
benefit entitlement. Mrs W now
receivesall the berfits she is entitled
to, and her creditors are aware of her
circumstances and have accepted
token offers of payment until her
circumstances improve. She is
actively seeking employment and will
begin making affordable payments to
her creditors as her ciraustances
improve.



Open Door Service

This has been a busy and successful
year with
1 the Open Door Service dealing
with nearly 8000 clients raising
over11000 issues;

a highly successful Qualityof
Advice and Membership Audit;

An extension of our seirces to
Roma people;

An increase in our opening times
at both sites by two hours a day
with 4.00pm to 5.00pm
appointment slot for clients with
iIssues opressing need;

The introduction of a triage system
to improve client service.
This has certainly succeeded in
keeping us on our toes.

Wi t h
the Bureau has seen certain areas
enquiry become more prevalent

the onset of

of
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especially Money Advice, Welfare
Benefits, Employment and Housing.
As you can imagine these enquiries
have the potential to be emotionally
draining on advisers and the
supervisory staff can play a key role
i n -birdieef i ngo t hem.

As the borough has seen a rise in the
Slovak Roma and Russian speaking
population we have boosted our
interpretation servicas the Bureaux.

We are still successfully using the
resources of IAS, The Family Welfare
Solicitor rot a, Bo
empl oyment specialis
Solicitors with regard to personal

injury matters. All of these are used

to good effect.

The ODS operagewith a staff of over
70 volunteers who continue to give
superb service

In conclusion, the Bureaux continue
to serve the community to a high
standard and both Davids would like
to extend their thanks to all the
volunteers and staff, without whom
thiswould not be possible.

David Slinger
David Pasquill
Client Services Ceordinator s

the ACredit Cruncho



Roma Advice Project

Working in partnership with the
Primary Care Trust, we have set up
the Roma Advice Project to provide
special advice sessions for Slovak
and/or Rusian speaking migrant
workers, with the particular objective
of developing contact with the Roma
community. This include an

extension of the existg Advice

Sessions at Leigh Buredar Slovak

speakersand the provision of Advice
Sessions at Wigan Bure&wr Russian
speakers

The main objectives are:

A To increase the awareness in
the Roma community of their
rights and responsibilities, to
assist them in looking after
their well being and to support
their integration in the
community.

A To provide the opptunity for
other agencies to work
alongside the CAB staffed
advice sessions, to increase
accessibility for the Roma
community to key services.
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A To gain information (openly
and with respect for
confidentiality) on the size,
nature and locations of the
Roma community, their needs
and the issues facing them; tdg
assist in social policy work
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both at an individual and

community level.

Below are reports from two project
workers:

Elga Kamladze
Adviser and Russian Interpreter

The Roma/ Migrant Workers Project
has been initially desired to support
Migrant Workers and help them to
inhabit in the UK. The main aim of
this scheme is focused on the issues
such as discrimination, access to the
Health services, accommodation,
benefit, employment that people may
have difficulties with.

Generally speaking, this Project deals
with people from Poland, Slovakia,
Lithuania, Latvia, Czech Republic
and Hungary. The majority of them
are located in Wigan and Leigh areas
with the ages vary from 18 to 60.
People from EU countries Wa
limited knowledge of English, hence
the language spoken on interview is
Polish, Slovak or Russian with allows
easy communication among client and
advisor.

Since the Project has been set up in
February 2009, there were a number
of different issues caed ou that
Migrant Workers neededupport on.
For instance, registration with the
Home Office (WRS) which is a first
key document for them and links to



The issues we have raised at our
Bureau are mainly:

the Social Benefit entitlement in the
future; as well as help with accessing
NHS; GP/Dentist allocatn and
registration;  process of claiming
WTC/CTC, CB, HB etc.

1. The citizens are lacking
information about services and
access to benefits, employment,
Home Office Working
Registration Scheme and their
rightsto reside in the UK

The Roma/Migrant Project has alsc
been working closly with different
agencies:HM Revenue& Customs

Wigan & Leigh Housing, NHS and 2. There are issues regarding
the Jobcentre have found $ke medical advice (registering
communications considerablyseful with doctors, midwifes,

and successful. hospitals, dental surgeries etc.)

3. The lack of information about
UK school system and how to
register children at schools

. There have also been issues
which demonstrate the need for
advice and support to help the
Projectods clients

the community.

~—t

From the experience on the Projeg
and paticularly referring to the Roma
families, | have noticed specific
attitudes from this part of community
that tends tosolate thenfrom othes.
This leads to some ditulties with
accessig Romafamilies.

Thenextplan Project hgssto deliver There are many other issues that we

feedback forms to he Migrant are dealing with at our Leigh Bureau
Workers communities ni different working with our interpreter who is
languages for theevaluation of also attending a training course to
service provided and its future become an advisor to take the
improvement. pressure dfall our volunteers.

Martina Eaves
Czech & Slovak Interpreter

Due to a lage demand of C.A.B
services from clients of different

nationalities we have opened a new

project to establish basic information
about the background of Slovak,
Czech and Roma Gypsy Travellers.

There have been a large number of

these citizens entering Ulseeking
employment and settling down with

their families.
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We are working alongside other

organisations that are supporting us in
resolving these issues such as PCT
(Primary Care Trust) and Education

Department.

We are aiming to achieve a high
quality of srvices for these citizens
as well as citizens from all
communities.



Telephone

This year has seen considerable
developments in the Telephons
Service, thanks to the enthusiasm and
commitment of the team of volunteers
and paid staff.

It is now one of th best performing
telephone lines in the CAB service,
and forms a key part of our Access
Programme, which includes the
Texting and email contact services
both of which are run by the
Telephone Team.

N

We have attended to nearly 5,00(
calls during the yeamnd in so doing
have provided a vital link to
assistance for many of our clients.

During the past year the telephong
service hashad to cater for greatly
increased demand while at the same
time improving the quality of service
to clients. We have develped the
diagnostic  service, which was
established with the help of a Lottery
grant, and which included a call
handling system and out of hourg
recorded information service, which
covers a wide range of issues.

\1%4

So, whilst we are happy with our
achievemers this year,our aim for
the next year will be tbuild on these
and to introduce |a
which will enable us to increase thg
number of advisers on duty.
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Once again a big THANK YOU is
due to all voluntary advisers who
have delivered aexcellent service to
clients and our organisation.

Jo McKee
Client Services Officer

Helen Patterson
Telephone Assistant
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