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We help people overcome their problems and campaign on big 
issues when their voices need to be heard.

We value diversity, champion equality, and challenge 
discrimination and harassment. We’re here for everyone.

With thanks to our main funders    
  

Thanks to the following firms of Solicitors who have staffed 
our regular free legal advice sessions:
Charles Newton & Co
Robert Barber & Sons
Hawley & Rodgers Solicitors

And thanks to our dedicated staff and wonderful 
volunteers without whom none of this would be 
possible.
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Free, confidential advice. 
Whoever you are.



Interesting Times

“May you live in interesting times” is 
generally believed to be an old Chinese 
curse. Actually, its origin is a lot more 
recent than that and could there be any 
times more “interesting” than the period 
we are living through right now? Who can 
remember a period when there was so 
much political turmoil, social division and 
economic uncertainty? For Citizens Advice 
Broxtowe, our purpose remains constant 
– to provide help and support to those in 
need – but we are inevitably affected, for 
good or ill, by external factors and must 
simply respond and adapt as best we can. 
The Brexit fall-out has been quite positive 
as we have gained funding to run the 
Europe Direct information service and are 
able to help with settlement arrangements 
for local residents from other EU countries.

But a much greater challenge for us has 
been the overhaul of the Welfare Benefits 
system and the consequent introduction 
of Universal Credit. Helping people with 
their benefits entitlement is “our business” 
and the roll-out of UC has generated a 
whole range of new problems. Everything 
is changing – the eligibility criteria, the 
calculation of benefits, the method and 

A View from the Chair

timing of payments, and there is a further 
layer of complexity in the need to make 
all new claims on-line. As you will read 
in the following pages, CA Broxtowe has 
been allocated funding to provide support 
and guidance through the “Help to Claim” 
service and we have been selected to lead 
a Best Practice project across the region. 
The funding is welcome but the set-up and 
running of both projects has had major 
staffing and management implications over 
and above the day-to-day operations. As 
ever, our people have risen magnificently 
to the task and the organisation is 
exceptionally busy, but in good shape.

It is worth noting that national Citizens 
Advice played a major part in identifying 
problems arising from UC and pressing 
the government to recognise resulting 
hardship and make necessary changes.  
One of the great strengths of Citizens 
Advice is the constant flow of information 
from some 300 local offices which gives our 
negotiators a powerful hand when dealing 
with government departments. We call this 
activity stream “Research & Campaigns” 
and as you can read on Page 5, we are 
very much involved at local level and in 
providing feed-back to our colleagues 
at the centre.

The report that follows is mainly about 
last year and, as I have indicated, it was a 
very eventful and busy year. We have been 
hugely encouraged by the support from 
Broxtowe Borough Council, with whom 
we have extended and strengthened our 
working relationship. We are grateful to 
them for their continuing belief in the value 
of what we do. 
                                                                                 
Martin Wakeling, Chair

How Did We Do?

And this is why people came to us

Benefits 35%

Relationships 4%

Other 12%

Legal
4%

Housing 7%

Utilities 4%

Employment 5%

Debt 26%

Consumer 
3%

98% of clients happy with our service

17,856 
hours donated by our 
volunteers, valued 
at £311k

61 
campaign issues taken 
up – giving our clients 
a voice

13,503 
advice issues dealt 
with 

4,736 
welfare benefits 
issues

3,558 
debt issues handled

£8.7m 
worth of debt 
managed

£2.63m 
of additional benefits 
gained

128 
families avoided 
homelessness 



Each year we continue to ensure that resources 
are secured so that we can continue to meet 
the needs of our clients. This year we have 
been successful in obtaining additional funds 
to support people who are struggling to claim 
Universal Credit, launching the Help to Claim 
service. Once again we have acquired funding 
to help people access affordable energy deals 
and we were also supported by Tesco, Bags of 
Help to install digital access areas.

We continue to work in partnership with 
Broxtowe Borough Council to reduce 
homelessness and this has been rewarded 
with funding to maintain our housing specialist 
and open new housing surgeries where people 
can drop-in and receive help and advice. We 
also host Broxtowe Borough Council’s Housing 
Options so that the service is accessible in the 
North of the Borough.

The year 2018 was a significant year as our 
core funding from both Broxtowe Borough 
Council and Nottinghamshire County Council 
was due for renewal. We are pleased to report 
that Broxtowe Borough Council granted us a 
three-year agreement for the first time.

There was a big change in the way 
Nottinghamshire County Council allocated 
its charitable grants with the launch of its 
Local Improvement Scheme. As on previous 
occasions, Citizens Advice Broxtowe took the 
lead for the County’s Citizens Advice services. 
We knew that the total funding available 
would be less than the existing grant but were 
pleased to receive the maximum allowance for 
the next three years.
 

Developing Our Services

Research and Campaigns is one of the twin 
aims of our service. It seeks to improve the 
policies and practices that affect people’s lives. 

Through research and campaigns, we use our 
insight to:
•  help us research issues further
•  influence decision makers to change policies 
    and practices

2018/19 Campaign work Priorities

We know that our work is influential both 
locally and nationally. It has contributed 
to changes in the way Universal Credit is 
administered, prompted legislation to improve 
the security of housing tenure and led to the 
introduction of energy price caps.

This year we have set the following local 
campaign priorities:

Homelessness
Changes to the legal framework around 
homelessness from April 2018 include a 
wider duty on local authorities to prevent 
homelessness. We will monitor how effective 
these changes are being implemented in 
Broxtowe. We have a very constructive 
relationship with the local authority who
share our interest in reducing homelessness 
and housing insecurity.

Mental Wellbeing in Broxtowe
We have made significant progress creating 
the case for additional support for those 
who experience mental health conditions in 
Broxtowe. During 2019/20 we will undertake 
a survey of the outcomes of our work, and 
also of the barriers mental health creates for 
consumers and those accessing services.

Our work supporting those experiencing 
mental health problems continues in 
partnership with Nottinghamshire Mind. 

Together we are due to expand this work 
and launch a new service, based at Eastwood 
Volunteer Bureau. We are calling the new 
operation the Eastwood Mental Health Hub.

In addition to our core work, we continue with 
our other projects that include the Stapleford 
Care Centre outreach and the Europe Direct 
East Midlands service.

Looking forward, we shall be working hard to 
sustain projects where the funding is coming 
to an end during the next 12 months. The 
Development and sustainability of our service 
is an ongoing activity.

National Campaigns

Last year we contributed to nationally led 
campaigns that include:

Settled and Safe
We campaigned for better protections for 
private renters. We helped secure a ban 
on letting agent fees for tenants and the 
government has introduced measures to tackle 
rogue landlords and improve protections and 
redress for renters.

Payday Loans
Payday loan companies were not treating their 
customers fairly. Following our campaign, the 
Financial Conduct Authority introduced tough 
new rules. The number of people seeking our 
help with payday loans has halved.

We helped secure a ban on 
letting agent fees for tenants

Campaigning for Change

This year we have been 
successful in obtaining 
additional funds to support 
people who are struggling 
to claim Universal Credit



Universal Credit - The Help 
to Claim service

For the first time every local Citizens Advice 
(LCA) has been allocated money from National 
Citizens Advice without the need to make a 
funding bid. This funding comes from the DWP 
to run a Universal Credit Help to Claim service 
nationally from April 2019 to March 2020. 

The service aims to be consistent across the 
country, but each local Citizens Advice has the 
flexibility to choose the local delivery model 
which is right for their service and the local 
community. 

Help to Claim 
The Help to Claim service offers support for 
people at every stage, from starting a Universal 
Credit claim through to receiving their first full 
payment. Support may be received face to face, 
using the dedicated Universal Credit freephone 
line, via web chat with trained advisers or by 
accessing the information on our web site. 

As well as self-referring or following on from 
previous phone advice and web chat, people 
can be referred/signposted to us from the other 
LCA’s, Jobcentres, local authority housing staff 
or voluntary and community sector partners.  
We also have advisers located in Beeston and 
Heanor Jobcentres with whom we are working 
in partnership to meet client needs.

We’ll assess everyone’s individual needs at 
the first point of contact to gauge the level 
of support they need to start and complete 
a claim. This might include checking their UC 
entitlement - making sure clients will be better 
off than under the existing system - helping 
them to set up a UC account and assisting them 
to access non-digital claim routes and DWP 
home-visit claims. 

Clients helped
Universal Credit went live in Broxtowe in 2018 
and we have already supported hundreds of 
clients through the Help to Claim Service. Clients 
have received support with starting a claim, 
completing a claim, getting ready to manage 
it, and using public access computers. Apart 
from needing guidance and support in making 
a digital claim, the main issues faced by clients 
have been understanding eligibility, providing 
evidence and verifying their identity, and 

familiarising themselves with the way in which 
UC payments work. The timing of payments has 
thrown up particular problems for those making 
the change from the established benefits 
system.

Best Practice Lead
Part of the funding received from the DWP was 
used to create 31 Best Practice Leads (BPL) 
across England and Wales, each matched to a 
Jobcentre Plus district. Unlike the funding for 
the Help to Claim service, local Citizens Advice 
had to compete to undertake the BPL role.  
We are pleased that Broxtowe was successful 
in obtaining the BPL for the Lincolnshire, 
Nottinghamshire and Rutland district.

The role of the BPL is to gather and share 
information about the performance of UC and 
the Help to Claim service, build and support 
relationships with relevant stakeholders, 
support LCAs, and develop and share ideas 
and best practice. This involves activities such 
as collating evidence on issues affecting clients 
and staff and reporting these to National CA and 
establishing and maintaining highly effective 
communications through distributing regular 
newsletters, attending meetings and producing 
reports.

Employment Advice
David* suffered a head injury. He returned 
to work after a period of recuperation but 
suffered from memory loss and was finding it 
difficult to complete work tasks. His employer 
was unsympathetic and tried to dismiss David.  
Through a few weeks of negotiation with 
the employer David accepted a redundancy 
settlement that he was happy with. After 2 
benefits appeals we also managed to obtain 
Employment and Support Allowance, David 
will work with the Jobcentre to find suitable 
employment that will allow for his health issues.

We are one of the few local organisations that 
can offer, free, confidential, impartial and 
independent Employment Advice. This is only 
possible due to the core funding we receive 
and the expertise of our volunteers.

Housing Advice
Philip* and his mother had lived in a housing 
association property for many years when 
unfortunately she passed away. This left 
Philip in an eviction situation as the housing 
association told him he could not take over 
the tenancy. Philip suffers from mental 
health disabilities, alcohol misuse and is very 
vulnerable, especially since his mother died.

Our Housing Adviser worked intensively 
with Philip to prove that the existing tenancy 
agreement allowed him to stay in the 
property, taking out a tenancy in his name. We 
helped him obtain benefits including personal 
independence payments.  

In total we gained an additional £12,800 per 
year in benefits enabling Philip to remain in 
the home he loves and where he feels safe.

Benefits Advice
Sandra* had worked all her adult life as a 
cleaner when she was diagnosed with cancer.  
During her year long treatment she was signed 
off sick from work and was barely managing 
on sick pay. The side effects of the cancer 
meant that she could no longer bend her 
back sufficiently to return to work. The cancer 
diagnosis and continued ill health was causing 
Sandra emotional stress and she was worrying 
about how to pay bills, including her rent.

We established that Sandra could claim 
Pension Credit, Housing Benefit and Council 
Tax Support. We advised Sandra to look into 
using the Big Difference Scheme via Severn 
Trent to reduce her water bill.

Getting a diagnosis like Cancer is devastating 
enough. When added to that you are also 
worried about how you will pay your bills 
including housing costs, people can get into 
crisis. Having a local service that can alleviate 
some of the worrying is essential to Broxtowe 
residents.

Money Advice
June* was referred to us by one of our 
partners, Broxtowe Womens’ Project. Her 
partner had recently left following domestic 
and financial abuse issues. She had been left 
with significant debts by her ex-partner, who 
had also taken  money out of their account, so 
June had nothing to live on. We helped her to 
apply for benefits in her own name and made 
offers of payments to her creditors to get her 
finances back on track. When we first met June 
she was emotional, suicidal and desperate. 
Following our advice and assistance and with 
the help of Broxtowe Womens Project she now 
says she can look forward to the future. She 
has started to apply for work and is optimistic 
that she can turn her life around.

We have strong partnerships across Broxtowe 
which help offer holistic services to residents. 
We devote a lot of time nurturing and 
extending these partnerships to ensure we 
remain relevant and fill any gaps in service.

*names changed to protect confidentiality

How we change lives …


