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We are Citizen’s Advice Woking 

 
We provide free, confidential, and independent advice to help people overcome their problems. 

 

We work to fix the underlying causes of these problems. We are a voice for people on the issues that 

matter to them. 

 

We value diversity, champion equality, and challenge discrimination. 
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Message from Charles Croker –  

Chair of the Trustee Board 
 

The year to March 2021 has been like no other year, not only for CAW but I am sure for everyone else. 

The organisation has had to rapidly develop new ways of working to support our clients but also to 

ensure that all the staff and volunteers are fully protected from this dreadful pandemic. The staff and 

volunteers have reacted marvellously in adopting to these new procedures including new IT systems 

and using in many cases their own equipment.  

 

The cost to CAW has not been small and the extra stress on the management, staff and volunteers 

has been immeasurable. The stress levels on the personnel and their safety have been the biggest 

concern for the Trustees. As strict procedures and rotas have been in place for the numbers of people 

in Provincial House, Trustees have had to communicate mainly by Zoom. All Trustee Board meetings 

have been held virtually with hardly any face-to-face meetings. 

 

You will see from the information contained in the 

report that CAW has been able to maintain their 

level of support for clients after a small ‘dip’ at the 

beginning of the pandemic. This reflects superbly 

on the way new systems have been installed by the 

Chief Executive and the Operational Manager, and 

the acceptance of the changes by the staff and 

volunteers. Although CAW did lose some volunteers 

during the pandemic through retirement, CAW has 

been able to replace some of these and continues with a recruitment drive to recruit as many new 

volunteers as possible. 

 

One casualty of the first’ lockdown’ was the closure of the outreach offices. It is only during this year 

that we have been able to re-open the Sheerwater office using Zoom to interface with clients. 

Hopefully, depending on the Government guidelines, we will be able to re-open the other outreach 

offices very soon. 

 

As always finance is a major concern to the organisation. Although we have been able to attract some 

outside funds over the last couple of years, the contracts for these are coming to an end. CAW is 

grateful to Woking Borough Council for the funding it provides and is also appreciative of the Council’s 

support when we work closely with many of their departments. I know that the coming year will 

financially be incredibly challenging as we seek to replace lost funding revenue streams. 

 

As with any service operation we are reliant on the goodwill, hard work and dedication of the staff and 

volunteers, and my thanks, and those of my fellow Trustees, go to these wonderful people. 

I would also like to thank my fellow Trustees who have been very supportive throughout this difficult 

year. 

  

Charles D. Croker 
Chair 
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Chief Executive’s Report 

I finished last year’s Report with reference to Covid-19 and what we would need to do 

as an organisation that had always offered a drop-in service, either at the town centre 

office or at an outreach session, to ensure we could still deliver our service to the 

residents of Woking. Nothing could have prepared us for what was to come. By the 

week commencing 23rd March, the voluntary sector was identified as an essential 

piece in the jigsaw needed to help those who suddenly found themselves in need of 

support.  

 

I had always known that CAW had one of the best paid staff and volunteer teams in 

the Borough, but I was overwhelmed by the positivity and determination each one of 

our team showed by their willingness to be on board with the new way of working we 

introduced and their generosity in using their own IT and telephone equipment when 

working at home.  

 

At the heart of CAW is the desire to ensure that every client who asks for help is given 

the correct information and advice and is then supported to go through their options 

and decide on their next steps. As can be seen from the Reports included in this 

Report, even though we had to change from a face-to-face service, paid staff and 

volunteers alike adapted and clients embraced our new way of working on the 

telephone, by email and by video conferencing. Most clients preferred this way of 

working as they were in the comfort of their own homes, had the information they 

needed to hand, and an adviser or caseworker telephoned them at a time that was 

convenient to them.  

 

But we always knew that for those clients who did not have credit on their telephones 

or access to the internet, that contact would be difficult. We knew there were 

vulnerable people in our community who would only be able to reach us by coming to 

the town centre office. From the beginning of the first lock down, we had a small team 

in the office consisting of paid staff and volunteers, and if anyone used the intercom 

to speak to us, one of us would stand outside in our masks and do what we could to 

help. As time has progressed, we offer some clients a face-to-face appointment in the 

town centre office, after deciding there is no other way to help them and mainly 

because of their vulnerability. 
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No amount of data can give a true picture of what was achieved by CAW 

during 2020 – 21. It was evident from the first lockdown that statutory and 

voluntary organisations needed to work together. Woking B.C (WBC) is not 

only our main funder but it also our partner when working together for 

the benefit of our clients. Referrals to our different teams continued from 

WBC staff and our advisers and likewise caseworkers were able to contact 

WBC staff on behalf of clients. There is no doubt that our relationship with 

the various teams at the Council is stronger because of what everyone has 

been through during the pandemic period.  

 

The Foodbank was an essential service and the number of referrals our team needed to make 

increased week on week. Clients received deliveries of much needed food as well as receiving 

continued support from CAW and other voluntary organisations to help through an extremely tough 

time.  

Communication across the Borough between different organisations was essential during this period 

which meant that everyone was kept up to date with what was available by way of help for clients. 

It was essential for CAW to continue to deliver the various Agreements to which we were committed. 

We have two Service Level Agreements with Healthwatch Surrey, and we decided the Telephone 

Information and Adviceline would need to be delivered from the office, as we knew that people would 

require the support of our advisers during a pandemic, when health and social care stories were very 

much at the forefront of everything that was happening.  Once again, we were fortunate that the 

volunteer advisers who answered the telephone and emails were willing to work from the office. 

Even though our Court Help Desk Advisers could not go to the Court, they continued to support 

clients who were at risk of homelessness by ensuring they were receiving the correct support and 

advice to make sure they were in the best possible position when possession proceedings did start 

again. 

As part of the national Citizens Advice organisation, we still had our membership commitments to 

deliver contracts for which we received funding. We had to deliver our Help to Claim service, 

supporting clients who struggled to make a claim for Universal Credit (UC) and/or did not know 

whether they should remain on their legacy benefits.  

All our achievements are difficult to document because much of the work undertaken by our paid 

staff and volunteers consisted of thinking outside the box to make sure they could help clients. Our 

caseworkers drove to client’s houses to pick up and deliver forms and documentation, they completed 

forms with clients on the telephone (which takes much longer), they organised food deliveries, made 

payments on to gas and electricity key cards, and they provided a much-needed listening ear for 

clients struggling with the situation they found themselves in. Often, our advisers and paid staff heard 

distressing stories and as the year progressed the number of times this happened increased. More 

clients were struggling with their mental health and some advisers and caseworkers listened as clients 

said they were feeling suicidal.  
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Therefore, as a management team, it was essential we looked 

after our volunteers and paid staff by supporting them as well 

as we could. Team and staff meetings on Zoom became the 

norm, daily chats via WhatsApp were invaluable, making sure 

we spoke to everyone individually to find out how they were 

and just being a listening ear, was vital. As I have always said, 

without such a fantastic team we could not deliver the service.  

As always, funding is at the forefront of our minds, and we 

were fortunate that there were some emergency funds we 

could apply for to purchase IT equipment and to increase the hours of staff to cope with an increase 

in demand for our service.  

Although we are a volunteer led service, we do need to have a robust training programme led by a 

training supervisor, who ensures all our volunteers receive the correct training and are kept up to 

date with changes in legislation. The continuing professional development of all our paid staff and 

volunteers is crucial. We have been able to recruit new volunteers and will need to continue to do this 

if we are to keep up with the demand for our service. Several volunteers did retire from the rota 

during the first few months of lockdown for a variety of reasons and they did need to be replaced. 

It is also essential that our volunteer advisers receive supervision when they are on the rota. It 

became evident during the first half of 2020 -21 that to retain the quality of the advice given to clients 

and the morale of the volunteers that our supervisors had an extremely important part to play in 

ensuring this happened. 

It would be impossible to say how many hours our volunteers contributed towards the work that CAW 

does, but the public value of volunteering of our volunteer team can be quantified at £451,023 during 

2020 – 21. 

Although it has been an extremely difficult period and a time of great adjustment for all our team, we 

have found a new way of working, which has achieved great results for clients. There is no doubt we 

will continue with a mix of home and office-based working, which gives us more flexibility. Rather than 

being a drop-in service, we will see clients face to face, by appointment only, for the time being, but 

will keep this under review. 

I am incredibly proud of everything we have achieved and when I look back to that first week of 

lockdown when we were trying to come up with a plan, I cannot believe how far we have come. The 

effects of the pandemic are going to continue for some time to come and CAW will be needed more 

than ever, to ensure those people who are struggling receive the support they need. 

 

 

 

 

Lorraine Buchanan 

Chief Executive Officer 
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Our value to this community  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

saved Housing 

Providers through 

reducing 

homelessness 

 

6623 

Clients 

helped  

 

18,104 

 Issues  

 

5513 

 Cases 

worked on  

 

22,902 

 Activities 

for clients 

 

Maximising the income for those we help prevents more costly 

intervention. 

This helps reduce financial difficulty, promotes inclusion, and 

benefits the economy 
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Who are our clients?  

  

  

  

  

  

  

  

 

 

 

 

 

 

 
 

  

  
 

 

 

 

 

 

 

 

 What did they ask us about?  

  

Enquiry Area  %  

Benefits & Tax Credits  19  

Benefits and Universal Credit  14  

Debt    7  

Employment  10  

Health % Community Care    9  

Housing  11  

Relationships & Family    5  

Not disabled or have long 

term health condition  

Disabled  Long Term Health Condition  

52%  12%  36%  

White  Asian  Black  Mixed  Other  

80%  14%  4%  1%  2%  
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 What outcomes were achieved?  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

  

 

 

 

 

 

 

 

 

  

  

Our value to society?  
 

 For every £1 invested in our service in 2020 – 21 we generated:  
 

  
  

  

  

  

Financial outcomes 

achieved for clients 

 

 

 

£2,021,121  

 

Debts written off 

for clients 

 

 
 

 

£278,094  
 

103 clients helped 

under the Energy 

Advice Programme 

 

£9,493 income gain 

 

283 clients helped 

under the Help to 

Claim Project 

£689,230 income 

gain 

 

293 clients 

prevented from 

homelessness by 

the Court Help Desk 

Project 

468 clients received 

information and 

advice from the 

Healthwatch 

Telephone and 

Email Service 
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Research and Campaigns  
 

 

‘WITHOUT OUR CLIENTS’ EVIDENCE, CITIZENS ADVICE HAS 

NOTHING TO SAY’ 

 
Research and Campaign was high on everyone’s agenda this last year. Our 

advisers, mostly working from home, raised 387 Evidence forms that illustrated the 

issues that our clients were trying to deal with. 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

There was an excellent response to a National Call for Evidence to illustrate how 

Coronavirus was affecting our client’s lives. Over a 100 evidence forms were produced 

highlighting difficulties obtaining 

Universal Credit, employers' 

confusion around the Furlough 

scheme, holiday entitlement, and 

the consequences of unexpected 

unemployment.  
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National Campaigns 

 
CAW took part in three National Awareness Campaigns over the year. We promoted Scam Awareness 

Fortnight highlighting local scams in the building trade and a national fraudulent Universal Credit 

scam. Later in the year CAW took part in the Big Energy Saving Winter campaign. We raised awareness 

amongst vulnerable clients via our email footer, website, social media, WBC magazine and local 

WhatsApp groups. We followed up with 1-1 advice to over 100 clients assisting them to get better 

deals, warm home discounts and charitable payments, saving them over £10 k. 

 

 

 

 

 

 

 

 

 

 

 

CAW joined the successful campaign to extend the Universal Credit Uplift payment introduced at the 

start of the pandemic. Over 50% of MPs across England & Wales were contacted. We encouraged 

advisers to discuss our campaign work with clients and one of our clients agreed to take part in this 

campaign by talking to our national office and sharing their experience. 

 

Healthwatch Telephone Information and Advice line 
 

We were able to continue to operate the helpdesk on behalf of Healthwatch Surrey (HWSy). Our 

advisers provided advice and information over the telephone, by email, and online. They listened to 

the client’s stories and captured their experiences. Over 900 experiences were forwarded to HWSy 

over the year. Just under 500 came via the HWSy Helpline and around 450 via the CAW office from our 

clients, advisers, and trustees. The response for our request for Covid 19 vaccination feedback from 

our staff and Trustees was fantastic and HWSy were able to feed this back to the appropriate 

authorities. We also continue to raise the difficulties patients are having accessing NHS dental care, 

the effect of delays to treatment and, more recently, problems accessing their GP’s. 

 

Carolyn Hixson 

Operational Manager 
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Case Study: 
Mrs B was referred to CAW by the General 

Practice Mental Health Practitioner 

because she had applied for PIP disability 

benefit and scored 0 points (minimum of 8 

is required) 

Mrs B has very significant mental health 

difficulties as well as disabling physical 

health problems and needs considerable 

help from her family with all daily living 

activities. 

Mrs B was supported by the Welfare 

Benefits Team to write a Mandatory 

Reconsideration letter challenging this 

decision, with medical evidence enclosed. 

The DWP reconsidered and agreed to 

award Mrs B the highest level of both daily 

living and mobility components. (14 and 20 

points respectively) 

This has had a significant effect on the 

family’s finances as Mrs B now receives 

£152 a week disability benefit and was paid 

£5600 in back pay. 

This award also enabled a family member 

to apply and be awarded Carers Allowance. 

 

Welfare Benefit Report  
It has been an extremely busy and challenging year for our team, with the disruptive 

impact of restrictions created by Covid and the associated lockdowns. We have 

continued to successfully help clients to complete applications for sickness and 

disability benefits and challenge DWP decisions. 

 

Adapting our service to lockdown restrictions 
▪ Up until the first Covid lockdown we had always offered face to face appointments; 

benefit applications were completed, and advice given face-to-face, however, with the 

co-operation of our clients, we have been able to offer the same level of pre Covid 

service by phone and email.  

▪ Clients have told us that they have felt more comfortable engaging with us by 

phone. Many of our clients struggle with leaving their home, with physical and/or 

psychological difficulties so we have organised for their benefit forms to be collected 

from their homes or dropped off at our offices and then we have completed their 

form over the phone at a mutually convenient time and posted it for them.  They have 

emailed us information to support their applications, otherwise we have collected it 

from their homes. 

▪ During the year we attended telephone appeals with clients to support them as 

their representatives during their benefit hearings. These were conducted by the 

Tribunal Service as conference calls and some clients found these more accessible to 

attend by phone, rather than having 

to travel to the Aldershot and Sutton 

Tribunal Centres. 

 

Challenging DWP decisions  

Challenging sickness and disability 

benefit decisions continued to 

dominate our case load with an 

increasing trend of these being 

reconsidered favourably by the DWP 

before a client needs to go to a 

Tribunal for an appeal hearing, which 

can be a stressful experience for 

them. This success is related to an 

improvement in the quality of the 

consideration of our mandatory 

reconsiderations letters and clients 

supporting medical information, by 

the DWP Appeals Team, resulting in 

earlier resolutions and 

reestablishment of benefit awards for 

our clients. Unfortunately, 

inconsistent, and unreliable decisions 

continue to be made during disability 

health assessments. 
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Case Study: 

A Client who is a single parent, living with 2 children, one 

of who is disabled and had a previous disability benefit 

award had his disability benefit stopped. This resulted in 

the Client having to change her benefits and move to 

Universal Credit UC) when she became affected by the 

benefit cap and lost her entitlement to carers allowance. 

Her UC award was reduced by over £400 per month by the 

benefits cap, because no one in her household had a 

disability award and she could not work because she was 

caring for her disabled son. This client really struggled to 

afford essential bills whilst the benefit cap was applied, 

and we helped her to find emergency support and 

referred her to Woking Food Bank during this time. 

We successfully challenged the DWP’s PIP decision and the 

client’s son was awarded the highest rate of PIP and the 

benefit cap was removed from the client’s UC award. 

 

 

The continuing punitive effects of the Benefit CAP 

 

Throughout the year we have helped clients to try and reduce the impact of the benefit cap by helping 

them to secure an exemption from the cap by claiming qualifying benefits, such as PIP and DLA, for 

them or their disabled children. Although the Government introduced a range of supportive measures 

during the year, including the Universal Credit uplift of £20 per week and the Furlough scheme, the 

benefit cap was not removed.  

 
The benefit cap limits the financial support available to households who are not working, or not 

considered to be working sufficient hours, to £20,000 a year outside of London or £23,000 a year in 

London. Because of their higher costs, families with children are more likely to be affected by the cap, 

with single parents living in privately rented accommodation disproportionately affected. We have 

seen how the benefit cap leaves such families with tough decisions about whether to pay their rent or 

food and basic bills.  

 
Clients have needed our support to access emergency help whilst being affected by the benefit cap, 

including applications for discretionary housing payments and referrals to food bank and local 

charities for help with utility bills and essential household items.  Such requests are becoming 

increasingly common. 

 

UC during lockdown 
 

The verification requirements of 

UC were eased during the first 

lockdowns as Job Centres were 

forced to reduce their opening 

hours and the number of face-to-

face appointments. As a result, UC 

claims were set up with a light 

touch verification and 

conditionality. The DWP has now 

established Review Teams which 

are reviewing claims made during 

that time and if Clients are unable 

to provide original documents 

including tenancy agreements by a 

specific deadline, their UC claims 

can be stopped, and they will be 

expected to repay their entire UC 

award. We are helping clients to 

challenge such decisions. 

 

Emma Aldred and Julie Drake   

Welfare Benefits Advisers 
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Case Study: 

The client was admitted to hospital in March 

20 with Covid and ended up on a ventilator for 

five weeks, coming out of hospital five months 

later oxygen but with no care package. This 

was referred to me by careline, one of the 

WBC teams, and initially it was very difficult 

trying to assist the client because she 

struggled to talk on the phone and if letters 

were written she struggled to concentrate 

enough to read them. However, I suggested 

that she consider getting some care support 

as the level of her savings meant that she 

would have to fund her care and with the help 

of a neighbour this was achieved. Then with 

the support of the neighbour and the carer 

after ten weeks we managed a claim for 

attendance allowance which was awarded. A 

blue badge was also obtained for the client so 

her neighbour could park close to the 

entrance of the long Covid clinic. 

 

Home Visiting  

This has probably been the most challenging year that I have faced working as a home 

visiting caseworker – a year of virtually no home visits. 

 

 

 

 

 

From the first day of the lockdown, I made the decision to work solely from the town 

centre office and find ways of supporting all those referred to me. It has been a year 

of adapting to days on the telephone, finding ways of completing forms either on-line 

or with consents to 

complete them in the 

office. It has involved the 

use of other family 

members to support the 

client, professionals from 

other organisations to help 

support the client to get 

information needed e.g., 

photos for blue badge 

claims, signed 

authorisations, increased 

paperwork but at the end 

of the year, help has been 

given, benefits awarded 

and many a day a listening 

ear to people being 

shielded and seeing no-one 

for months or to a relative 

whose family member has 

died. Each case takes 

significantly longer through 

this process with clients 

needing to be able to talk 

to someone as many have 

become increasingly 

isolated or disabled. 
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Case Study: 

The client found the lockdown caused a 

significant increase in his mental health issues 

driving him to suicidal thoughts and fears of 

infection if he went outside the house. He 

became dependent on his sister and a mental 

health social worker referred him for help with 

benefits. He struggled to recognise in telephone 

discussions just how he felt and how it was 

affecting him, and his social worker had to step 

in and managed to supply care plans and 

medical information which could be used in a 

claim for Personal Independence Payment (PIP), 

a disability benefit. As part of that process, the 

client had to manage an interview with a health 

care professional when he broke down and 

required significant support, over the telephone, 

to calm down and discuss how stressed he was 

by the entire process and how suicidal it made 

him feel. PIP was awarded and the additional 

money means that he now goes out with a 

mental health support worker to enable him to 

develop the skills to cope with the world around 

him. 

 

 

My hours have been increased and we now have another paid member of staff, Robin and Sue, a 

volunteer, helping with the increase in not only the number of referrals, but also the complexity, 

caused by a different way of working, as well as the fall out of the pandemic. I am very proud of the 

fact that we have been able to carry on with the service to many of the most vulnerable people in 

Woking and the surrounding area. 

  

 

 

 

 

 

 

Referrals still stream in from many 

different agencies and working 

partnerships have continued to develop, 

with increased joint working to get the 

best outcomes for clients. Much work 

has been done on finding extra support 

for people who have become 

increasingly isolated, often impacting on 

mental health. There has been an 

increase in noticeable dementias as 

people’s routines have changed and now, 

long COVID cases are being added to the 

list of problems. Mobility has 

deteriorated for many older clients as 

they have been in their houses for 

months and confidence has been lost in 

wanting to leave their home. 

  

  

 

Rosemary Johnson 

Home Visiting Caseworker 
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Housing Report 

 
For many, this year has highlighted the true value of having a place to call home.  

For those who feel the absence of 

home most keenly, the street 

homeless, the Government’s 

‘Everyone In’ policy showed that 

with resources and an incredible 

effort on the part of those 

delivering the policy on the 

ground, which in Woking was 

principally The York Road Project 

(YRP) and Woking Borough Council (WBC), street homelessness could be all but ended, 

at least as long as the resourcing lasted. It is testament to the efforts of YRP and WBC 

that at the annual Homeless count in November 2020, only one person was 

recorded as sleeping rough in Woking.  

 

On a less positive note, the pandemic has brought into sharp focus the chronic need 

for more social and affordable housing in the Borough. The Housing Register waiting 

list is populated by more than 1100 households with an identified housing need who 

are waiting for housing. The reasons for being on the housing register are varied and 

include households needing properties which are suitable or can be adapted for 

disabilities, families and vulnerable people who are homeless and families who are 

overcrowded in their current accommodation. The pandemic has served to highlight 

another category of households in need: those who just about manage to pay their 

rent when times are stable, but who are just one household crisis, be it job loss, 

illness, bereavement, or relationship breakdown, from being in an unaffordable 

property and at risk of homelessness. The pandemic has provided these cataclysmic 

events in abundance. 

 

Households who were renting privately 

during the pandemic assumed that Universal  

Credit (UC) would step in to help if they could 

no longer afford their rent.  Many were 

confronted by two features of the welfare 

benefit system that disproportionately affect 

private renters: the Local Housing Allowance 

and the Benefit cap.  
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The Local Housing Allowance is the maximum amount that the 

benefit system will contribute towards private sector rental 

costs. In Woking during 2020/21 the average rental price for a 

three-bedroom property was £1516 per month. The Local 

Housing Allowance limit was £1371 leaving a shortfall for 

families to find of £144 per month in order to pay their rent in 

full. The shortfall between the local housing allowance and 

average rent was also over £100 for one bedroom and two 

bedroom properties but increased to a shortfall of between 

£400 and £500 for 4 bedroom properties.  

 

The second feature of the welfare benefit system to affect private renters in particular during the 

pandemic is the ‘benefit cap’. This is an overall cap on the total welfare benefits that a household can 

receive and includes benefits that contribute to 

support their rent payments. For a family, the 

benefit cap is £1667 per month. If a household in 

a three-bedroom property had an average private 

sector rent of £1516 per month and were subject 

to the benefit cap, they would have £151 left for 

the month to spend on food, electricity, and all 

their other household expenses. The same level of 

benefit cap applies whether a household lives in a 

private rental property or a Local Authority or 

Housing Association property, where the rents are 

substantially lower than the average private rental 

amount. For example, a family in a housing 

association property in the Borough paying 

typically a rent of around £600 per month for a 3-

bedroom property would have over £1000 per 

month after the cap is imposed and their rent is paid in full, to spend on their monthly expenses. 

Whilst the effects of the cap can be avoided by obtaining employment, if the jobs are not there (as has 

been the case during the pandemic), the cap is difficult to avoid.  
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Case Study: 

 

The client lives with his spouse and two children in a one bedroom privately rented property 

with a rent of £1000 per month. The rent is £150 per month above the local housing allowance 

for a one-bedroom property. The family is overcrowded and needs an extra room according to 

the bedroom standard.  Being overcrowded, they have been accepted onto the Housing 

Register and they have been placed in Band D, the lowest priority banding. In theory, because 

they are eligible for two bedrooms, they could receive increased help from Universal Credit to 

cover the rent for a 2-bedroom house (£1096 per month) and this could be applied to their 

current rent too, enabling them to at least pay their current rent in full. However, as neither 

the client nor his wife are working, the family is benefit capped, which means that they cannot 

even afford the rent on their one-bedroom property without the help of a discretionary 

housing payment to make up the shortfall created by the benefit cap. They are desperate to 

access social housing because they know the rents are lower, but because they are at the 

bottom of the waiting list in band D, there is little prospect of them being offered social 

housing for years to come. Also, whilst they are benefit capped, they cannot show that they 

can afford a privately rented two-bedroom property anyway, which means they cannot even 

be put forward for any private rented housing through the Council’s Let’s Rent Scheme. We 

applied successfully for a discretionary housing payment to supplement their income in the 

short term, but their only realistic option to change their overcrowded living conditions in the 

medium to long term is to find a way out of the benefit cap by finding work, which they have 

found extremely difficult during the pandemic.  

 

WBC is not alone in having a private rental 

market where rents are in excess of the 

local housing allowance, and landlords 

demand multiple months of rent to be paid 

in advance, as well as a deposit and often 

also require the security of a guarantor. It 

is small wonder that the demand for social 

housing in the Borough is so high and the 

Council housing register is so 

overwhelmed with applicants.  

 

 

Jakki Mimms 

Housing Caseworker 
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Guildford County Court Help Desk Report 
 

The Guildford County Court Help Desk advisors have been providing free, impartial, 

independent, and confidential advice to residents who face losing their homes 

because of possession claims brought against them by their mortgage lender or 

landlord since 2012. 

During the Covid-19 pandemic, a stay on most possession proceedings was imposed 

from 27th March 2020 to 20 September 2020. Despite this stay, there has been a 

17.2% increase in the number of clients we have assisted via county court help desk 

service and prevented from becoming homeless.  

Due to the pandemic, many people were 

furloughed or made redundant, causing 

them to experience financial difficulties. 

Homeowners who were affected by the 

pandemic, benefited from mortgage 

payment holidays to relieve their financial 

pressures for a period. Therefore, the 

number of homeowner clients we advised in 

the last year has dropped by 96% from the previous year. Private renters were not 

given such protection and were expected to continue meeting their rent payments. 

We have recorded an 131.1% increase in the number of private tenants that we have 

advised compared to the previous year. A lot of these private tenants had no 

knowledge of the welfare benefit system as they had never had to claim benefits 

before. They soon learnt that their rent figure was above the Local Housing Allowance 

(LHA) rate and have struggled to meet the shortfall between the rent and the LHA 

amount covered by Universal Credit (UC).  

We have been working closely with landlords and tenants from an early stage to avoid 

possession proceedings. We have helped tenants increase their income by making UC 

claims, council tax support applications and discretionary housing payment (DHP) 

applications. We also negotiated with landlords to hold off bringing possession 

proceedings against tenants and put in affordable repayment plans for any arrears.  

  

 

 

 

\ 
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Case Study: 

 

The tenant is a secure tenant of Woking B.C (WBC) and was referred to the Court Desk by a 

New Vision Homes income officer. At the time of referral, the tenant had over £3,000 rent 

arrears. WBC had previously obtained a suspended possession order at court against the 

tenant. The terms of the order were that the tenant pays her current weekly rent, plus £13.16 

per week towards the arrears. She first fell into arrears when she had reduced her working 

hours from full time to part time to become a carer for her late brother. She had begun 

experiencing financial difficulties due to this and had struggled to meet rent payments.  

When she was referred, the tenant was in breach of the order by £3030.76 and WBC were 

considering reapplying to court for an eviction warrant. We had asked WBC to hold off acting 

whilst we help the client stabilise her financial situation. This allowed us time to make a DHP 

application, and £3,000 was awarded to clear her rent arears. The tenant is currently also 

receiving assistance from the CAW welfare benefit team to increase her income. Once the 

issues surrounding her UC are resolved, she will be able to meet her rent payments in full. 

Furthermore, we are now able to help the tenant apply to court to get the original suspended 

possession order set aside. Therefore, she will no longer be threatened with homelessness.  

 

In the previous year, we directly helped clients to make applications for more than £56,769 in financial 

support, £32,955 of which was for DHP payments. These DHP payments were used to bridge the gap 

created by the benefit cap. This prevented tenants, who were benefit capped, from falling into rent 

arrears and subsequently being threatened with homelessness. DHP have also been used to reduce 

or clear arrears where landlords were threatening to start possession proceedings against tenants. 

We also helped clients to maximise their income by assisting them to claim either UC, legacy benefits, 

or council tax support to the value of £23,366. 

From the charts below, it can be shown that almost half of the landlords we dealt with were private 

landlords. Tenants were most at risk of becoming homeless because arrears quickly built up due to a 

reduction in income and the high rental cost of properties in Woking. 
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Case Study: 

 

The tenant had an assured shorthold tenancy agreement with a private landlord. The landlord 

had then sold the property to Thameswey while the tenant was still occupying the property 

and the landlord’s agent had given the tenant an invalid one-month eviction notice. The tenant 

had approached WBC’s housing options team in order to make a homelessness application. 

However, WBC had advised the tenant to liaise with the agent, as her eviction notice was 

invalid, and her application would not be accepted. The client had tried speaking with the agent 

in order to receive the correct eviction notice, however the agent would not cooperate. The 

tenant had tried to approach WBC several times, as the agent became more persistent with the 

tenant moving out. WBC continued to tell the tenant to liaise with the agent. The agents’ 

communication with the tenant became harassment as he would call and text the tenant 

constantly, telling her to leave the property. The tenant is a single parent and was not in a 

financial position to move out without the help of WBC.  

The tenant approached the Court Help Desk for advice. We advised the client of her rights not 

the leave the property despite the harassment from the agent. We attempted to approach the 

landlord; however, the agent would not provide us with the landlord’s details. We helped the 

client by making WBC aware of their duty to prevent homelessness and remind them of their 

power to bring action against landlords for harassment. We liaised with WBC’s housing options 

team to investigate the harassment by the agent and their attempts to illegally evict the client. 

WBC were able to identify the landlord and put him on notice for harassment and illegal 

eviction. The landlord was able to rectify the illegal eviction by serving the proper notice, which 

allowed WBC to accept the client’s homelessness application. With the help of CAW, WBC 

offered the client another private rented property which she then moved into. To conclude we 

had prevented the client from becoming street homeless due to an illegal eviction.  

This year, 94% of the clients we helped were from the Woking borough, which was due to the various 

lockdowns and clients from other boroughs in Surrey not having the benefit of the Court Desk being 

based in Woking. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Jakki Mimms and Hamdi Dahir  

Court Desk Advisers 
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“Everyone’s life was impacted by Covid 19 and the lockdown, and unable 

to meet clients face to face and supporting them by telephone and email, 

has been extremely challenging. For those clients who have no telephone 

or internet this is particularly difficult and helping them has taken me so 

much longer”.  

 

Money Advice and Financial Capability Report 

This year was not only an unprecedented year due to Covid 19 but was a year of 

change for the way money advice and financial capability was given at CAW. The year 

started with Gill Cossey as our caseworker, who like all our caseworkers, became a 

home worker in March 2020. In a report to the Trustee Board in June 2020 she wrote: 

 

 
 

 

 

 

 

 

 

There was a great deal of discussion at the beginning of April 2020 on the impact of 

Covid 19 on household incomes. The government gave support in several ways 

including through the furlough scheme, 

schemes to help the self-employed, a 

temporary £20 a week increase to the Universal 

Credit (UC) standard allowance and a one of 

payment of £150 to those in receipt of Council 

Tax Support (CTS)  

 

 

There was guidance from the Financial Conduct Authority for lenders/debt collection 

agencies for debt recovery to be put on hold including for car finance, bank loans, 

credit cards and payday loans. Initially for 3 months, this was extended to 6 

months. Changes to the legislation on action by Enforcement Agents, both in the 

County Court and High Court, meant no enforcement action could take place 

until August 2020.  

Many families saw their incomes 

reduced significantly and there was a 

record number of applications for UC 

between March and July 2020. These 

changes put pressure on paying 

household bills and for those already 

with debts the increased stress of being 

able to service them only increased. 

Locally we saw an increase in job losses, 

even at the bigger employers such as 

McClaren.  

 

 

 

 

 



P a g e  | 21 

 

   
 

Case Study: 

 

A single parent with two children had a part time zero hours job. When the children were 

unable to go to school because of the lockdown, the client had no one she could turn to for 

childcare, and so her income reduced. The client had also not been able to keep up with the HP 

on her car and this had been repossessed. 

The client had several debts, including council tax, water arrears, credit cards and mail order 

catalogues. She could not afford to make any repayments once her income reduced, and she 

was only in receipt of UC. 

After several months of helping the client, the following was achieved – 

• A debt of £5,200 was written off by one creditor after a letter was written explaining the 

client’s circumstances 

• Client was helped to open a basic bank account to make sure she received all her 

income as she had an overdraft with her former bank  

• Client’s option was to have her debts written off by a debt relief order and after 

ensuring her income had been maximised, debts had been identified, and she was 

deemed eligible, the client was referred to the DRO Unit and had more than £16,000 of 

debt written off. 

• Client received financial capability advice to ensure that she did not incur debts as she 

had in the past. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

It became evident that there was going to be a rapid increase in the numbers of clients seeking debt 

advice. The Money Advice Service made bleak predictions for the debt landscape and a tsunami of 

impending debt cases was predicted.  

We were offered the opportunity to 

apply for funding from the Money Advice 

and Pension Service to enable us to train 

a debt adviser and after our successful 

application, we recruited and started 

training Karrun Sharma. This was a new 

opportunity for CAW and after 

completing the initial stage of training 

Karrun was able to start helping clients, 

initially with their energy debts.  

After 3 years in the post, Gill Cossey 

retired in November 2020 and in January 

2021 we were fortunate to be able to recruit Richard Davidson. Karrun and Richard worked together 

to help an increasing number of clients who found themselves in debt due to the situation caused by 

the pandemic. 
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Case Study: 

 

Client became unemployed in September 2020 when his employment was terminated 

following the impact of Covid-19 on his employer’s business. Client claimed UC but could not 

afford his household expenditure. He had rent and council tax arrears as well as debts to the 

energy company and an overdraft. The client was feeling under pressure due to all the 

demands for payment and did not know what to do. 

CAW helped the client by – 

• Contacting the landlord and asking for time to have his housing costs paid by UC 

investigated, as there was clearly an underpayment 

• Making an application for Council Tax Support so her council tax was paid 

• Helping client to switch to a cheaper energy supplier so her fuel bills were lower 

• Writing to all other creditors to ask for a hold on any enforcement action until client can 

find employment 

The client continues to receive support and has decided that for the time being, he makes 

token payments to the non-priority creditors and once he is back in employment, he can 

increase the amount he pays. 

 

Even though there was a hold on debt recovery for 6 months, our team continued to support those 

who were in debt, to make sure they knew what to do to be in the best possible position for when 

recovery started again. Between September 2020 and the end of March 2021 there was a 18% 

increase in the number of clients who were receiving support.  

In May 2021, the Insolvency Service introduced the Breathing Space scheme, the aim of which is to 

provide time to discuss an appropriate strategy to deal with existing debts. The effect is that all 

interest, fees, penalties, and charges on qualifying debts are stopped and no enforcement action by 

creditors (their agents or bailiffs) is permitted during the 60-day moratorium period. 

This scheme has not been introduced because of the pandemic, its introduction was already in the 

pipeline, but it could not have come at a better time for so many clients who are dealing with debts 

caused by the situations they have found themselves in following the pandemic.  

The Money Advice Service estimates that at least 6 million people will need debt advice as opposed to 

3.6 million pre Covid, with 1.7 million people having to borrow to be able to meet their household 

expenditure. This is a particular issue for those on UC, where a third of claimants are struggling to pay 

bills. CAW is already seeing this with the increase in numbers of clients who are contacting us for debt 

advice. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Lorraine Buchanan 

Chief Executive Officer 
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Employment Report 
 

 

Employment law was the area most affected by the pandemic. In March 

2020, furlough was an unfamiliar term and the introduction of the various schemes to 

help those who were unable to work meant an increase in the number of employment 

enquiries we received. Looking at the figures, employment cases increased from 695 

in 2019 to 780 in 2020, a rise of 12%. As a result, I had my hours increased so I could 

work on employment cases and support advisers with the many enquiries we were 

receiving.  

Furlough  

A vital lifeline to many of our clients, furlough 

calculations proved to be fiendishly difficult for 

some employers, for example employees with 

term-time contracts. We’ve had several cases 

where furlough has been calculated incorrectly, as 

holiday pay remains payable at 100% and furlough 

pay was 80% of wages. We have seen two cases of 

suspected furlough fraud, where the money has been claimed but not passed on to 

employees.    

 

Employment Tribunal claims 
 

 I have ended up helping several clients run their Employment Tribunal claims. There 

is no legal aid for employment cases (except, rarely, those featuring discrimination) 

and few of our clients can afford legal representation. The Tribunal system is 

supposed to be navigable by laypersons (it is not) and I’ve 

assisted clients to write replies to the Respondents, ask for disclosure orders, draft 

their witness statements, all with the guidance of excellent resources available to 

Advisers through Citizens 

Advice. However, claimants 

acting as litigants in person 

remain severely 

disadvantaged and the 

likelihood of winning a case is 

remote.  
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Case Study: 

 

Fire and rehire is a practice being rolled out by many large companies across the country. 

Some have seen a downturn in their business due to the pandemic, but other drivers include 

market volatility and the need – or opportunity - to make savings on the costs of staffing.  

The client said her employer’s business was buoyant and not making any losses due to the 

pandemic. Large bonuses had recently been paid to Executive staff. Unfortunately, despite 

being in a unionised sector, the client herself was not a member of a union. Her fellow 

employees bravely banded together and selected representatives who raised objections about 

the legality of her employer’s actions by trying to change the terms of their contracts, upon 

which ACAS became involved. The employer then adjusted their offer to the employees a 

little. Our Adviser, Angus, led the client through her options, including accepting the revised 

offer, raising a grievance, or attempting to negotiate a settlement.  

I was then asked to look at the case - there was a TUPE situation which made the situation 

more complex. It seemed the employer was seeking to harmonise pensions and terms and 

conditions across the whole business and these factors are beyond our expertise. I advised the 

client to seek specialist employment advice, hopefully free through legal expenses insurance.  

In the end though, her and her colleagues would probably have a stark choice: accept the 

downgraded terms or lose their jobs, without even an ex-gratia payment.   
 

 

 

 

 

 

 

 

 

 

 

 

Emerging issue - Right to Work checks  
 

As well as issues with ‘share codes’ for EU citizens, we 

are seeing EU and non-EU clients with longstanding 

Indefinite Leave – usually in out-of-date passports -

 who cannot use these proofs. They must apply for a 

new passport and for their ILR stamp to be transferred 

or make an application for a 

Biometric Residence Permit. This has resulted in 

some employers refusing to pay clients.  

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Shelley Grainger   

Advice Session Supervisor 
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Case Study: 

 

This client was one of the first we helped with CourtNav. At her first contact with 

us, the client asked for help with getting a divorce. She said her husband was 

verbally abusive but not physically and that she would not like to call it domestic 

abuse (it is a common misconception that abuse is only physical). While discussing 

the content of her divorce petition, it became evident, however, that the husband’s 

bouts of temper were so frightening for the client and the children that the client 

did want him to leave the home. There was a gap of about six weeks between the 

initial contact and starting to help the client with CourtNav. This is quite a short 

time. Other clients have prevaricated for far longer, it takes a lot of courage after 

years of abuse to take action against the abuser. I am pleased to say that the client 

was given an occupation order by the court and her husband has now left the 

home. The divorce is in progress and our next step will be to apply to get the WBC 

tenancy transferred into the client’s sole name.  

Relationships and Family Report 

Lockdown put a lot of relationships under strain; for those experiencing domestic 

abuse it was particularly difficult being cooped up with an abuser 24/7. And a new 

form of coercive control emerged – perpetrators taunting their victims that it would be 

illegal for them to leave the home to escape.  

  

We have increasingly made use of a new online tool to help victims of domestic 

abuse – CourtNav. CourtNav was developed by a young lawyer at Royal Courts 

of Justice (RCJ) Advice (part of Citizens Advice), working with Rights of Women, as a 

means of helping clients put together an application for non-molestation order and 

occupation orders. By completing a questionnaire, not only is the court application 

form generated but also the witness statement which must accompany it. Although in 

the past we have drafted witness statements, they are very time 

consuming. With CourtNav the client can work on the application independently of 

us as well as with an adviser, either way we have access to the application. Once the 

form is completed, CourtNav check for legal aid eligibility and the client is then either 

given a solicitor or, if ineligible, an adviser at RCJ Advice takes over. A brilliant system 

which deserves wider 

recognition!  

 

 
 

 The other side to our domestic abuse work has been advising respondents (those 

who are being accused of being the perpetrator) for whom the same level of support 

is not available. In fact, there are no organisations offering advice to respondents 

and the only way to help is to look at the advice for victims and adapt it for the 

respondent. Legal aid is never available for respondents.  

 

 

 

 

 

 

 

 

 

 

 

 

 
 

  

 

 

 

Susan Denning 

Advice Session Supervisor 
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And what did our volunteers think? 

 
Covid – CAW and Me 

 

When I started to write this, I realised that I should have kept a diary but who knew 

that it would go on this long? So much has happened since 23 March 2020 it is hard to 

remember it all.  

On the 24 March whilst driving to the office, I remember thinking that it was like one 

of those disaster movies and that I was one of the few still on earth. Would there be 

police roadblocks? Would I be stopped and questioned in the street? The roads were 

deserted, and Woking was like a ghost town. Worst of all, no coffee from Pret!! 

 

When I arrived, Lorraine and Carolyn were in the main office deep in thought working 

out how we were going to carry on. They had already got a lot done and thankfully 

accepted my offer to come in every day. Obviously, we were not going to see clients 

face to face and in any case they all had to stay at home. But what about the homeless 

and what about the food bank etc. etc, etc. and so many what ifs. 

A lot of work was going on with the supervisors and specialists to set up the home 

teams and the processes they would use. It was amazing how quickly this was all done 

and how successful it was and still is. Despite all the planning and preparation, a lot of 

what we do has just evolved. It was Plato who famously said, “our need will be the real 

creator” which over time has become “Necessity is the mother of invention”. You must 

be impressed that I know that. Take note COP26. 

In the early days we did not have any supervisors in the office so my only point of 

contact was with Lorraine and Carolyn. This was not ideal as they had many other 

things to do. So, everything became a lot easier once the supervisors came in. 

In case more volunteers wanted to come into the office, we had to work out social 

distancing and sanitisation. The main office was rearranged to accommodate one 

supervisor and three volunteers. The photocopier was moved to give us more room 

and interview rooms were stripped to the bare minimum plus the telephone room 
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could take two people. Notices were put up outside the main entrance explaining that we were still 

operating and the ways to contact us. Plastic screening arrived for the desks, sanitisers were put in 

place, and we were ready to go. Thanks to Lorraine and Carolyn the office became a very safe place. 

Eventually more volunteers and specialists ventured in, and it was fascinating watching them getting 

acclimatised, it was as if they had never been in the office before. 

I have appreciated how easy our lives were pre-Covid. We just came in and got on with our work with 

everything else taken care of. My own skills have had to improve. I am now an expert at 

scanning and attaching files/documents to casebook. I can now spell Wenceslas without having to 

look it up and after over 10 years I can now remember 

01483 725192. I know how to refer a case to another office and set a task. However, making tea or 

coffee for others still eludes me. Many thanks to all of you for your understanding and keeping me 

supplied. 

More improvements came when the receptionists agreed to come in and carry out some of the admin 

work and answer the buzzer. They scan and attach yellows to casebook, then shred them, they 

arrange food vouchers and much, much more. We now have no files containing yellows and as much 

as we can all documents are now scanned onto 

casebook. CAW welcomes the 21st century. 

If all else fails, we are now seeing some clients in the 

office and sometimes it is easier to have a quick chat 

with the drop ins downstairs rather than speak via 

the intercom. 

Trainees got their initial training remotely but have 

come into the office to complete their observations 

and most are now flying solo. The speed at which 

they have progressed, and their competence is quite 

amazing. Perhaps it’s all down to Andy’s training?? 

We keep talking about the new normal but who 

knows what that will be. When I was at the 

Eastbourne office we only dealt with clients via 

email and telephone, so this way of working is not 

unheard of. What I do know is that whatever it looks 

like we will all just get on with it and succeed. Our 

clients will still need us. 

 

Joe Rogers 

Volunteer 
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Being a volunteer and working from home  
  

The very words ‘global pandemic’ has an otherworldly resonance about 

them. None of us has every experienced such an event before. When it 

was named and became a reality that each of us had to face, we did it in 

different ways. It was, certainly at the beginning, a novelty, with a whole 

new vocabulary attached to it. We heard the name Wuhan for the first 

time, and Chris Whitty and Patrick Vallance giving daily updates on the 

spread of the disease became as familiar to us as our own family 

members.    

Citizens Advice Woking responded immediately to the event. Lorraine and Carolyn announced that 

the office would be closed and we, volunteers, and paid staff, would work from home. That meant a 

whole new way of working that excluded the perks of working in the office. Suddenly, no kind 

colleagues offering to make a tray of teas and coffees; no handy lists of useful numbers on a white 

board; nobody to help when the photocopier decided to go AWOL. Most worryingly, no 

knowledgeable helpful Supervisor to consult, advise, soothe. And nobody to laugh with, share stupid 

jokes and moan at when things went awry.   

 Working from home was a challenge to begin with. Never entirely at ease with technology, I was 

nervous about things going wrong. I missed not having the Adviser Help and 

Resource Zone (AHRZ) (our own internal information system), thought that our agreed system of 

working and communicating via WhatsApp would be awkward and onerous, and thought 

the Supervisor would find it impossible to be constantly in touch with every volunteer by text.  

The reality was gratifyingly different. AHRZ was made accessible to all; our WhatsApp group was an 

invaluable source of support, suggestions of help and great good humour; and somehow 

the Supervisor seemed to keep on top of the variety of texts constantly pinging so that every 

volunteer felt the y were being listened to and helped. Our group even had one person that sent an 

image of a smiling coffee cup when it was deemed to be time for coffee…  

  

 

 

 

 

 

 

 

 

 

 

 

 



P a g e  | 29 

 

   
 

More importantly, the clients got the full attention of the advisers working from home. There was 

such a variety of client issues to be dealt with and managed, and the range was wide. Perhaps 

not unexpectedly, the first lockdown featured many clients who were struggling with being at home 

with young children, often in crowded homes with uncertain food supply and home-

schooling demanding attention, time and sometimes skills the parents simply did not have. I know I 

am not the only one to whom young mothers, often single parents, said it was good just to talk to 

someone. On the other side of the scale, elderly people living alone appreciated a conversation that 

moved from their presenting problem to just having a short chat. Again, there were times when it was 

the only conversation that client had with another person.   

  

When support and advice was called for, it was given with unfailing professionalism by the Supervisor, 

who juggled information, suggestions, checking cases, setting tasks and was always just a phone call 

away. Support staff in the office responded to all calls for help with food bank and other services. 

Specialists in the different areas made themselves available. The managers were, 

equally, available, and happy to hear from advisers who needed support. On two separate occasions, I 

asked for a listening ear for myself; once when I was so saddened by a particular case, I needed to 

unburden myself and share it, and another when I was unexpectedly faced with someone who was 

racist and verbally violent.   

  

There is a strong sense among my colleagues that working from home has had real positives. The 

freedom from the dreaded call ‘Just so you all know, the waiting room is full’. The ability to research, 

consult, verify, and call the client back is a privilege and ensures that the service the client gets is 

thoughtful and considered. The negatives tend to be personal rather than professional; I miss the 

people, the sense of community and the sense of shared experience. I miss the terrible coffee and the 

endless supply of biscuits and cakes. I miss the support staff and the availability of the specialist 

teams just down the hall. I miss hearing the chat from colleagues who always seem to be leading 

interesting, productive lives.   

  

But things are changing. Again. The office is opening up to 

more face-to-face clients. Sheerwater Outreach has started 

again and is gradually getting more popular with clients. 

A new outreach initiative in Byfleet promises to be successful 

and well received. Staff meetings on zoom have worked well, 

and I have finally learned how to access Gallery View and how to 

arrange my bookshelves, so they look intellectual and 

impressive.   

  

All systems depend on people. CAW has used all available 

systems to enable staff and volunteers to continue to provide a 

service that has at its heart the people of Woking. That is why 

we are all here, that is what continues to inspire and motivate 

us. That, and the thought of getting back to the terrible coffee 

and the endless supply of cakes and biscuits.  

  

  

Brenda Fitzgerald  

Volunteer 
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Training during Covid-19  

 
I applied to be a volunteer at Citizens Advice Woking at the beginning of 2020. My youngest daughter 

had just started secondary school and I had some free time! I was looking for a challenge, I wanted to 

help my local community, I wanted to learn new things and I wanted to work as part of a team. A 

family member at the Jersey branch recommended Citizens Advice. The work sounded 

interesting, challenging, and rewarding. Just what I was looking for.  

 

I was accepted on to the training course in March 2020. 

We were all set to start the course on 26th March 2020. 

We would meet in the office for a couple of hours a 

week to go through the material. I was keen and looking 

forward to getting started with my peers. Unfortunately, 

Covid struck! Sue, the training supervisor, wrote to us to 

say our training would be delayed and she would get 

back in touch. By April, she had adapted her training and 

approached us with the idea of undertaking the course 

via Zoom. Bit different, but we were willing to give it a go! 

So, training started. Every week we would look at a new advice area and each week I would walk 

away thinking, there is so much to learn, how am I going to remember all of this? Thankfully, that is 

not the expectation!  

I was finally able to come into the office in August for observed interviews. It was great to see 

Moumita, who I trained with, in person, and meet colleagues who always greeted me with a friendly 

face. Tina kindly mentored me, guided me through a number of cases and helped me grow in 

confidence. By the end of the month, I was ready to work alone. Covid interrupted things again and 

very quickly I found myself working from home. It has been challenging, its takes longer to learn when 

you are new to things and working independently. That said, Shelly, Susan and Jenny have provided 

me with lots of support and I thank them for their guidance and patience. What I love about the work 

is that every case is different, and each is very personal to the client, but finishing a day knowing I 

have helped someone, even in a small step on their own journey, gives me a huge sense of 

satisfaction. Having the support of the team behind me gives me confidence to help where I can and 

also lean on others where I cannot.  

 

 

 

 

Clare Challis  

Volunteer 
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Fundraising Report 

 

Fundraising has always been essential as a way 

of raising funds, but we had never tried to do it 

when the country was in the middle of a 

pandemic. How were we going to fundraise 

when everyone was still in their own bubble?  

 

After scratching of our heads, the answer seemed obvious. With so many people out 

and about exercising, why not extend this into the 10k Step Challenge And 

remarkably, the idea took off, with not 

only a great many of our paid staff and 

volunteers taking part, but their friends 

and family too. People came up with 

some creative ways of walking 10k and we 

were able to raise almost £9,000. We were 

overwhelmed by the support which 

summed up what was happening across 

the country with communities wanting to 

work together to help those less fortunate 

than themselves.  

 

 

So, when the Autumn came round, we started to think about another fundraising 

event. Although it was possible for people to meet, it had to be outside. The idea for 

another Challenge that could be done outside in small groups was again developed 

into the 10 x Challenge. Participants could decide what activity they did as long as it 

was in multiples of 10 and they did it during the month of October.   
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The imagination and creativeness of our paid staff and volunteer team came to the forefront and the 

ideas came flooding in. From cooking meals for family and friends, to walking and riding various 

distances, visiting 10 national trust properties, and making 10 jars of quince jelly to sell, people 

participated in all sorts of different ways. The event culminated with more than 20 of us walking for 

10k around the outskirts of Woking F.C pitch, kindly organised by our home visiting caseworker, 

Rosemary, Chair of Woking F.C. We were so fortunate that donations continued to come in 

throughout the month and in total we raised more than £10,000!  

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

The feeling of camaraderie during the 2 events we held this year was evident, even though we could 

not all physically be in one place. There was one common aim, which was to raise money to enable us 

to be able to continue with the delivery of services, at a time when we had never been needed as 

much.  

Lorraine Buchanan 

Chief Executive Officer 

Lorraine did 10 hours 

on the cross trainer. 

Juliet did 10 bike rides of 10 miles each 

More than 

£10,000 

raised! Jakki did an 

average of 

13,024 steps 

per day for 10 

days. 

Alison visited 

10 National 

Trust 

properties 
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STAFF LIST 

Mr. Brian Hamill    President 

Trustee Board 

Mr. Charles Croker   Chair 

Mr. Laurence Oates   Vice Chair 

Mr. Rizwan Shah   Company Secretary 

Mr. John Butler   Treasurer  

Dr Chris Smith   Elected Member 

Mr. Phil Stubbs   Elected Member 

Mrs. Anne Smith   Elected Member 

Mrs. Linda Kemeny   Elected Member 

Mrs. Sammi Hope   Elected Member 

 

Staff Representatives 
 

Mrs. Lesley Taylor     

Mrs. Jenny Sexton 
 

Management Team 
 

Lorraine Buchanan   Chief Executive Officer 

Carolyn Hixson    Operational Manager 
 

Administration 

Helen Trotter    Administration Officer (Left February 2021) 
 

Specialist Team 
 

Emma Aldred    Welfare Benefits Team Coordinator/Caseworker 

Gill Cossey    Money Advice & Financial Capability Caseworker  

(Left November 2020) 

Hamdi Dahir    County Court Help Desk Caseworker  

Richard Davidson   Money Advice & Financial Capability Caseworker 

Jakki Mimms    Housing and County Court Help Desk Caseworker 

Julie Drake    Welfare Benefits Caseworker 

Rosalind Ferguson   Universal Support Help to Claim Adviser  

Rosemary Johnson              Welfare Benefits Home Visiting Caseworker 

Robin Spice    Welfare Benefits Home Visiting Caseworker 

Karrun Sharma   Trainee Debt Adviser 
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Training 
 

Sue Jarrett    Training Supervisor (left February 2021) 

Andy Ballard    Training Supervisor 
 

Supervising 
Shelley Grainger   Advice Session Supervisor   

Susan Denning   Advice Session Supervisor 

Juliet Olsen    Advice Session Supervisor  
 

Volunteers 

Alison Watson 

Andrea Foley 

Angus Paton 15 years’ service 

Anne Lamb   

Anne Pitt 

Anthony Fiddleman 

April Nelson 

Barbara Barklem 

Barbara Potter 15 years’ service 

Bob Ewen 

Brenda Doherty 10 years’ service 

Brenda Fitzgerald  

Carol Harvey 

Caroline Ashford (Quality of Advice Assessor) 

Chirantan Shukla 

Christina Katsanou 

Christine Shortland 

Clare Challis 

Colin Bonsey 

Dinah Bisdee 

Ellie George 

Emmanuelle Labeca-Gordon 

Fiona Robotham 

Freddie Crane (Research & Campaigns) 

Geoff O'Dell 

Gill Horrell 

Gillian Olsen 

Hannah Birchall 

James Bamford 

Jane Marsden 

Janet Dew 

Jean Macleod 

Jeff Dawson 

Jenny Sexton 

Jill Franklin  

Joe Rogers 

John Moore 

Julia George 

Julia Kipling 

Juliet Olsen 

Katherine Adams   

Keshav Masani 

Kirsten Maine 

Lesley Taylor 10 years’ service 

Lewis Crowley  

Lyn Ryan 

Margaret Gower  

Maria Bonnici 10 years’ service 

Marie Worthington 

Martin Wooley 

Michael Durcan 5 Years’ service 

Michael Hipkins 

Moumita Roy 

Noreen Golding 

Patricia Wilson 

Paul Sheppard  

Paula Davies 

Philippa Galloway 
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Volunteering can be 

challenging and rewarding. 

Why not come along and be 

part of our friendly team? 

For further details, please 

contact Andy Ballard  

by email: 

andy.ballard@wokingcab.org 

 

 

Jane Walton 

Rebecca Haddow  

Richard Broughton 

Robin Spice  

Robina Khan 

Roger Clark 

Roger Harrison 

Ron Hymers 

Ros Hollands 

Sabine Zanker (Immigration) 

Saimah Mehdi 

Sally Long (Research & Campaigns) 

Sarah Gooding 

Simon Creed 

Steve Saviker (Immigration)  

Sue Champion (Welfare benefits Home Visiting)  
Sue Mobey 

Sue Rimay-Muranyi 

Sumblina Khan 

Susan Groves 

Talitha Frohn 

Terri Skilbeck 

Tina Stimpson 

Tracey Morey 

Trevor Woods 

Xenia Norman  

Zahra Ali 

Zahrah Salim 

 

 

 

 

 

 

mailto:andy.ballard@wokingcab.org
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We’re still here… 
 

To contact us: 

 

▪ Give us your contact details via the CAB intercom 

button  

Monday – Friday 10am – 2pm 

 

▪ Write to us and leave a letter in our post box, or post 

to:  

Provincial House, 26 Commercial Way, Woking, 

Surrey. GU21 6EN 

 

▪ Complete the Advice Form on our Website at 

www.wokingcab.org 

 

▪ Email us at: bureau@wokingcab.org  Or 

 

▪ Telephone our Advice Line on  

0300 330 1198  

        (Calls charged at local rate) 

 
 

 

mailto:bureau@wokingcab.org


 

   
 

What some of our Clients say….. 

 

 

 

  

Thank you so much. Without 

your help I would not have 

had the strength to appeal.  

Thank you so 

much, I am so 

grateful for 

everything you 

have done for 

me. I can’t thank 

you enough. 

Can’t thank you enough really 

– saying ; thanks’ just doesn’t 

seem enough for what you 

have done.  

Thanks so much for 

getting me PIP. You truly 

make a difference in my 

life and for the Woking 

community.  I think you 

are a Woking hero.  

 

Thank you for the advice 

given. Your advice was 

crucial giving me the 

confidence to get a 

settlement. If you had a 

rating page, I would give 

you five stars.  

I would like to express my 

appreciation of all the work you 

have put in to trying to secure my 

son’s DRO application. Thank you 

for being there for him in this 

difficult year.  

 

We have been 

successful with 

attendance allowance, 

blue badge and Council 

tax reduction. All done 

with your invaluable 

help. Thank you.  

Thank you so very much for all your help 

recently. Without you I don’t know what I 

would have done and I am so very 

grateful. 

Thank you so much for your kind 

support and help. 

I would like to thank all of you at 

CAB for the great work you do for 

people like myself and others.  

Thank you very much 

everyone, I will not forget 

your help as long as I am 

alive. You took me out of 

this difficult phase in my life.   

I express my warm 

gratitude and appreciation 

for all the work that you 

have done for me. Thank 

you for taking the time to 

help me, it really meant a 

lot. I am very grateful and 

happy to have to have such 

kind of people helping 

everyone in their time of 

need.  



 

   
 

 

 

 

 

 

Provincial House, 26 Commercial Way, Woking, 

Surrey. GU21 6EN 

 

For Advice Tel: 0800 144 8848 

 For Admin Tel: (01483) 725192  

Email: bureau@wokingcab.org 

www.wokingcab.org 

 

 

 

 

 

 

 

Charity Registration Number: 1004585 

Company Number: 2638741 

FRN Number: 617801 
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