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Aims and objectives

Citizens
(the

Advice

operating

Westminster

Westminster
name

Citizens

of

Advice

Bureau Service) was one of the
very first bureau services founded
in 1939. From our origins as an
emergency

information

service

during the Second World War, we
have evolved as a frontline agency
providing

essential

information

advice and

services

to

Westminster residents and those
living in surrounding areas.
Citizens Advice Westminster helps
people resolve their legal, money,
housing and other problems by
providing
confidential

free,
and

independent,
impartial

information and advice. We value diversity, promote equality and challenge
discrimination.
Our overall aims are:
To provide the advice people need to deal with the problems they face,
ensuring that they are not disadvantaged by a lack of knowledge about
their rights and responsibilities; and
To improve the public policies, practices and services that affect people’s
lives by influencing national and local policy makers to develop and
operate them fairly.
All Citizens Advice bureaux use the evidence of their clients’ problems to
campaign for improvements in the laws and services that affect everyone.
Drawing on our clients’ experiences through our Campaigns team, we also

4

challenge policy makers and public authorities when we see that residents suffer
from bad practice or unfair policies or procedures.
Citizens Advice Westminster is an
independent

registered

charity

(registration number 1059419) and a
member

of

the Citizens

Advice

national network.
Like most charities, most of our
income is from trusts, foundations
and statutory bodies, notably the
local authority, Westminster City
Council.
Gifts and donations from individuals, for example in response to our fundraising
appeals, are also a particularly important source of income.
We also receive pro-bono assistance from local companies and law firms, who
together provide us with much needed additional funding and support to deliver
our essential advice services for the benefit of the local community.
We are very grateful for the continued support of our existing funders, and we
regularly seek new streams of funding to enable us to build new partnerships so
that we can reach even more people in need.

Supporting your local Citizens Advice Westminster
No-one knows when they might have a problem
they can't sort out. That's why we plan to be here
for your children, family and friends in years to
come.
You might be a local business that is interested in
supporting your staff to volunteer with us, or by
providing some other in-kind benefit.
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You might be someone thinking about leaving us a legacy in your will or making
a donation. Please visit our website for more information:
www.westminstercab.org.uk/donate
Shopping online? Why not support Citizens Advice Westminster whilst you do
your shop and earn free donations for us!

Join easyfundraising and
you can collect free
donations for us every

www.easyfundraising.org.uk/causes/westminstercab/

time you buy something
online.

Shop via AmazonSmile
and select us,
Westminster Citizens
Advice Bureau Service, as
your nominated charity.

www.smile.amazon.co.uk

If you would like to know more about what we do, become a ‘Friend of Citizens
Advice Westminster’, or support us as a volunteer, or in any other way, we would
be delighted to hear from you.
For further information, please contact Sital Gohil:
sitalgohil@westminstercab.org.uk • 020 7706 6010
Citizens Advice Westminster, 21a Conduit Place, London W2 1HS Place, London
W2 1HS
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Chair’s report

Welcome to our Annual Report
2018/19.
In September 2019 the national

Citizens Advice movement celebrated its 80th birthday.
Citizens Advice Westminster (CAW) was in at the very start of this movement. In
Westminster we opened for business on the 4th September 1939 and we are
delighted to celebrate 80 years of offering advice and information and support
to the residents of Westminster. It is a great achievement and one of which we
are all very proud.
Later in this report we tell the story of how Citizens Advice Bureaux (CABx) have
developed and changed over the years including how we in Westminster have
changed premises, changed our name, employed more staff, taken on more
volunteers, worked with new partners and increased our ability to reach more
people in different ways. Who would have envisaged in 1939 the changes in
technology that enable us to use telephone, email and webchat with our clients?
But the one thing that has changed the least, is the need for our help and our
willingness to go the extra mile to provide it. Last year we helped over nine
thousand local people with nearly twenty-three thousand enquiries and
achieved for them the financial outcome of £3.88m in total.
We outline in the report our current services and projects. With our highly
valued Westminster City Council funding, we work with our partners to deliver a
wide range of services. But we also work outside this contract to provide other
services tailored to help vulnerable people and specific client groups. It is this
added provision that helps maintain and extend the depth and reach of our
work.
As you read more about these services you will be struck how we have adapted
to the changing need of our residents. We offer advice that aims to help clients
referred from healthcare professionals with the understanding that good advice
can produce real benefits for people’s health.
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We offer a timely service to EU nationals who may be anxious about Brexit and
changes to their lives in Westminster. We uniquely offer specialist advice and
support to residents concerned about issues around licensing applications.
Where once the clients came to us with concerns and problems around benefits
such as: family allowance, the poll tax, family credit, child support allowance and
council tax, now we help people with their online claims for Universal Credit.
Since we began our work 80 years ago there has always been the need to help
people finding it a struggle to cope with their finances. With existing projects and
the new Wiser Money Project Service funding we offer more people debt advice
and support. We are determined to raise funds this year to maintain and even
increase our prevention work with the Financial Capability project.
80 years ago, as the UK faced its first years of war, housing and homelessness
issues came to the fore. Housing has remained an important area for our advice.
We have helped many clients navigate their way through changes in the
Homeless legislation, and we have advised them on complex tenancy issues.
Throughout our history we have not only helped people with the problems that
they face but we have called for changes to policy and regulations where they
adversely affected people. We are still in the unique position of being able to
collect millions of client experiences across the whole national network and use
them for campaigning. We tell later of our involvement and successes in both
the national and local arena.
From its inception the new Citizens Advice movement was run by volunteers.
Over the years many CABx began to take on paid ‘organisers’ and then
managers and then, where funds allowed, to employ specialist staff. But the
ethos of Citizens Advice has always been to train fellow citizens to offer help. In
CAW we have wonderful staff, but we still enjoy and rely on our volunteers in
various roles such as campaigning assistant, marketing assistant, receptionist,
trustee, adviser and more.
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Trustees are sometimes overlooked for

Trustees (L to R: Dee, Stephen, Nina, Gwyneth and Ksenia)

their voluntary input. However, I would like
to take this opportunity to thank my fellow
trustees who this year have given so much
enthusiasm, time and thought to our
organization.

This annual report gives us

the chance to sing the praises of all our
volunteers and thank them for what they do
for us.

The Lord Mayor of Westminster

In Westminster we are extremely fortunate to have the most

with Shirley Springer, Chief

dedicated band of staff led by a truly excellent management
team. Shirley (pictured right) has been in the CAB service for
over 30 years and been our CEO for nearly 15 years. She brings
so much to CAW and we thank her for all that she does.
In October 2018 we won a new contract from Westminster City
Council (WCC) and we are well placed financially to go on and
provide the services that the people of Westminster need for
the next 3 years. We appreciate WCC and all our many funders and supporters
without whom our vital work for the residents of Westminster would not be
possible.
Happy 80th Birthday Citizens Advice Westminster!

Dee Conaghan
Chair
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Executive

Chief Executive’s
report

As mentioned by our Chair, one of
the highlights of the year was our
success in securing the council’s
advice

services

contract.

The

contract covers three years from
1st October 2018 with a possible

further extension. This has provided the stability we need for the organisation to
continue to recruit a committed work team of staff and volunteers to deliver the
high-quality advice and information services our local residents need to help
them resolve their problems and move forward with their lives.
The funding has meant that in addition to our generalist services (which includes
providing services over the telephone, online, via drop-in and by appointment),
we have also been able to run a number of more tailored services to cater for
the needs of the more vulnerable sectors of the community, in settings nearer
where they live and that are familiar to them; for example: Mental Health Service
– based at the two local community mental health offices; Disability Service –
based at a GP practice, local Dual Sensory Impairment office and the local MIND;
50+ Service – based at local community centres and older people’s hubs in
Westminster; Children’s Centres Service – based out of three local children’s
centres, delivering advice and support to parents of children up to the age of 19,
and also young people aged 16 – 19.
I would like to take this opportunity to thank our partner agencies; namely:
Consonant (formerly Migrants Resource Centre), Age UK Westminster and
DeafPlus, who help deliver services on this contract. As the Westminster Advice
Services Partnership, we have worked together successfully over the past year
reaching many vulnerable and socially-excluded people in our community, most
of whom are battling the effects of ill-health, poverty and disenfranchisement –
and we have achieved great results.
Our campaigns work is essential to the way in which the organisation influences
long-term change, not only for the clients we happen to see, but also for the
wider community. Our Policy and Campaigns team have worked really hard this
year, stepping up their activities, for example: improving our data-collection;
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writing client case stories; organising awareness events; writing briefings and
responding to statutory consultations, making recommendations.
As an organisation, we could not have achieved all we did over the past year
without the commitment and hard work of our dedicated staff and volunteers
who have worked tirelessly, doing all they can to ensure our clients receive the
essential advice and information they need to improve their circumstances and
the lives of their family and community.
Since starting out as the organisation’s Chief Executive in 2005, my aim has been
that the organisation should always strive to meet the ever-changing needs of
the local community. As a result, we continue to seek funding to deliver a
number of diverse projects and services which are regularly reviewed against
our annual Advice Needs analysis, to ensure they remain relevant and that any
gaps are addressed.
A review of our fundraising strategy has set out new aims for the organisation, in
that whilst we will still concentrate on grants and trusts as our primary sources
of income, we will also look to diversify our funding streams. To this end, we are
developing two alternative sources of funding strategies, i.e., individual giving
and corporate support.
Over the past 7 years staff, volunteers and trustees
have been involved in undertaking sponsored events

Legal Walk Fundraising Team 2019

such as the London Legal Walk, the London
Marathon, Quiz Nights and also bake sales (aimed at
commuters at Paddington station), in an effort to
raise much-needed funds to deliver our essential
services. Last year we raised funds for our Foodbank
Advice Project. This year we are looking at piloting a
new social media giving campaign to see whether this
model of individual giving can help us to generate funds for the following:
•

Financial Skills Project – a series of educational workshops for local
people to help them better manage their money

11

•

Language Line – advice translation services for local clients for whom
English is not their first language

•

BSL translation advice services – advice translation services for local
clients who may be deaf or hearing impaired.

Being in the very centre of London, the organisation is fortunate to be a member
of the local Business Improvement District (BID). An organisation called
“PaddingtonNow” runs the local BID and their aim is to improve the local area
for everyone who works, lives or visits Paddington.
In terms of corporate engagement, over the coming year we hope to partner
with PaddingtonNow to organise a joint event for local businesses to look at
ways we might be of mutual benefit and support to each other. Maureen, our
External Relations and Communications volunteer, has already organised a
breakfast briefing event with the help of PaddingtonNow, for local corporates
about the benefits of our Financial Skills Project to their employees, which
proved a great success. We now hope to build on this in coming months to
develop our engagement with local corporates even further.
Happy 80th anniversary Citizens Advice Westminster! I hope we are around for
many years, still meeting the needs of local people and helping them to resolve
their problems, for generations to come. Our dedicated staff, trustees and
volunteers support Citizens Advice Westminster and the local community. We
wouldn't be able to deliver the high level of quality services that we do, without
them. So we are saying a big ‘thank you’ to everyone who has been a part of
Citizens Advice Westminster over the past year.
We would like to extend a warm welcome to all those joining the organisation in
2018/19!

Shirley Springer
Chief Executive
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Our services and
projects

Having secured further contract
funding from Westminster City
Council

in

September

2018,

Citizens Advice Westminster will
continue to work as part of a

consortium of agencies, with Age UK Westminster,
Consonant (formerly Migrants Resource Centre)
and DeafPlus, under the umbrella name of the
Westminster Advice Services Partnership (WASP) to
deliver the advice services contract for local residents.
A new element of the council’s advice contract is our
‘Advice Shop’ service which facilitates access for local
people to a wide range of different voluntary and
statutory service providers – altogether under one
roof! Some of the providers joining us are Carers
Network, City of Westminster’s Trail Blazer Project,
Consonant, Shelter, and Westminster Councillors.
To access the WASP services, local residents initially have their enquiries
assessed during a brief triage interview at the Gateway Service, which is
accessed via the telephone, online and in person at a number of outreach
locations across Westminster.
For further advice and assistance, where necessary, clients are then referred to
one of our advice services, some of which are funded to deliver more tailored
advice services for the following groups:
Disabled people
(including those with

People with mental health

visual and hearing
impairment)

issues
Older people
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Families (with children
0-19) and young people
(16-19)

These tailored services are in addition to our Generalist Advice and Gateway
Information services. We even run an evening advice session for employed
people who are unable to contact us during the day.
This new contract with Westminster City Council also incorporates the following
tailored projects:
Licensing Advice Project: Set up in 2005,
this

unique

Westminster

project
City

is

Council

funded
to

by

provide

specialist advice and support to residents
with concerns about local licensed premises, and issues around challenging
licence applications and reviews for establishments such as betting shops, sex
entertainment venues, pubs, clubs, bars and restaurants.
Housing Services Tenant’s Advice Project: Our advisers
help clients with their debt and benefits issues and help
maximise their income.
In addition to these services, we provide added benefit to the City Council and
local residents by raising extra funding to deliver a number of additional services
targeted at some very vulnerable groups. These include:
Advice on Prescription Project: This pilot project has
now been extended since its start in October 2016. Its
aim is to improve older patients’ health and well-being
by dealing with some of the non-medical issues that adversely impact on clients’
health, whilst freeing up GP time. This includes advice on welfare benefits,
housing, employment discrimination, money and debt problems.
Carers Advice Project: Funded by Carers
Network from September 2017, this project is
integrated into the wider Carers Network
services for carers, providing support groups, care assessments and respite
care. The Carers Network hubs refer carers for our specialist advice on benefits,
housing and debt across three local boroughs: Westminster, Kensington and
Chelsea and Hammersmith and Fulham. As many carers are unable to leave the
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house as a result of their caring responsibilities, the project offers access across
three channels: in person, via Skype and by telephone.
Central London Healthcare Debt and Benefits Advice Service:
Our adviser sees clients who are referred by mental health care
professionals and who need help with debt and welfare benefits
advice.
EU Nationals Advice Project: This service, running in
partnership with Consonant, started in November 2017 and
is funded by Westminster City Council. The project is for the
EU nationals living in Westminster who have concerns about
their status and the implications of Brexit.
Financial Capability (Wiser Money) Project: Our fundraising in
2018/19 year was used to maintain this project which now plays a
very important part in our preventative services to local residents –
so we want to keep it going!
Matthew (pictured),

our

Financial

Capability volunteer, held a Talk Money
workshop,

covering

budgeting

and

credit, to carers in the local area. Many
of the attendees said they had not
investigated

budgeting

before

and

therefore found the session useful, that
they would do things differently, and
that their confidence had improved.
They also asked for more detailed
sessions as they found the workshop had been an “eye opener” and both “useful
and enlightening”.
To widen the reach of the project to more groups in our community, in May the
team conducted two workshops with the Marylebone Project – a partnership
between the Church Army and Portman House Trust which provides 112 long
15

and short stay beds for homeless women as well as education, training and
support.

The sessions were offered to women about to leave institutional

accommodation and start living independently. As there is a steady turnover of
clients, we will continue to offer regular workshops with a focus on Universal
Credit and how to maximise income.
This project is having a very positive impact on the various groups we are
engaging with and we will continue to develop the workshop programme over
the year.
We are keen to attract more
young people to our workshops
to help them establish good
money

management

early in life.

habits

As such, we

secured a workshop at a local
college.

Matthew and Amrita

(pictured) presented to students
at the Sir Simon Milton Westminster University Technical College. The talk was
well received by the pupils and the teacher said she would invite us back to
present to a larger group.
Additionally, funding from Ofgem via Citizens Advice nationally provided funding
to maintain our Financial Capability work to deliver the Energy Best Deal
workshops to groups of consumers in the local area.
New funding from the Money Advice
and Pensions Service in January 2019
saw an extension of our Wiser Money
Project, to include our Debt and Money Advice Unit. The aim of the service is to
offer debt and money advice to local residents. Clients will have access to advice
and support on the full range of debt problems, including utility arrears (gas,
electricity, water); housing arrears (rent/mortgage); consumer credit debt (credit
cards, loans, hire purchase); county court orders; debt relief orders; bankruptcy;
and other non-priority debts The service is looking to work closely with other
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local agencies (both statutory and voluntary) to expand the number of referrals
for vulnerable people.
MoneyPlan Service: The 2014 Budget announced fundamental changes to the
options for accessing pension savings from the age of 55 from April 2015. The
government also announced a guidance guarantee, which entitles everyone with
a direct contribution pension fund, to free, impartial guidance. The purpose is to
empower consumers to make informed and confident decisions on how to use
their pension.
We worked with our colleagues at Citizens Advice
Brent (the provider) last year to deliver the
PensionWise

service

to

local-residents

in

Westminster. Going forward, the provider is now Citizens Advice Waltham
Forest. This service, based weekly at our bureau, is delivered by an independent
financial adviser funded to provide financial advice on any aspect of mortgages,
endowments, equity release, financial planning, pensions, tax and savings.
Octavia Tenants’ Advice Project: Now in its eighth
year, our project advisers continue to help tenants of
Octavia Housing to deal with their debts and help
maximise their income, including providing advice on rent arrears and welfare
benefits issues.
Personal Budgeting Support Service: As part of
the national roll-out of Universal Credit last year,
Westminster City Council funded us to provide a
budgeting advice service to local residents. From
June 2018 to March 2019 one of our advisers was
on-site twice weekly at the local Job Centre to provide much needed support to
local residents.
Pound Advice Project: Funded by London and Quadrant
Housing Trust (L&Q), this project assists L&Q tenants to
avoid or resolve debt and financial problems and become
more financially confident and independent. Following our
17

advice and support, tenants were able to claim for new and/or increased
benefits to help pay their rent arrears, helping them avoid eviction action.
Funding for this project came to an end in March 2019.
Pro-bono Solicitor Service: We have a number of
local solicitors who give up their time free of charge
to provide free legal advice to our clients. Following
cuts to civil legal aid, this service provides muchneeded free legal advice to local residents on
specialist family, immigration and housing matters.
The service is available at our office two evenings per
week.

Over the last year, the three local firms -

Pro-bono

Ashton Ross Law, Duncan Lewis and Moss Beachley
Mullem & Coleman offered some 97 free specialist advice appointments to local
residents.
Thames Water Project:

Now in its

second year, the project supports Thames
Water

customers

with

one-to-one

budgeting advice, access to hardship funds, and help in applying for grants to
pay off water debts. The project has been extended to include the Foodbank
Advice Service, which operates one day a week from the North Paddington
Foodbank; our adviser is on hand for anyone wishing to receive money advice
when they attend the weekly drop-in.
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Partnership working

Westminster
Initially

funded

Advice
by

Forum:
Trust

for

London, and then supported by

Advice UK, the Westminster Advice Forum (WAF) is a consortium of key local
advice agencies who work together to share information and expertise and
develop strategy.
The aim is to improve the provision of advice by delivering integrated services
where possible and to increase the effectiveness of campaigns work.
WAF is keen to increase its involvement with both the private and public sectors
to highlight where policies and practices are having a negative impact on people,
and to help policy-makers improve the services they provide.
We also work together to raise awareness of the complex needs of the local
community and how they can be better addressed.
Members of the Westminster Advice Forum: Age UK
Westminster;

Cardinal

Hume

Centre;

Citizens

Advice

Westminster; Chinese Information and Advice Centre;
Fitzrovia Neighbourhood Association; Kongolese Centre for
Information and Advice; Marylebone Bangladesh Society;
Consonant

(formerly

Migrants

Resource

Centre);

Paddington Law Centre; and Zacchaeus 2000 Trust

Local Council for Voluntary Services: Citizens Advice Westminster is also part
of the wider voluntary and community sector in Westminster. As the local
council for voluntary services, One Westminster exists to serve the local
voluntary sector and volunteering across the City of Westminster; providing
organisational development support to members and help with recruiting and
supporting volunteers. Our CEO, Shirley, sits as a trustee on the board of One
Westminster and with our organisation’s membership of One Westminster, we
are committed to partnership working that supports and enriches the lives of
some of the most vulnerable in our community.
19

Westminster Community Network: Citizens Advice
Westminster is a member of the Westminster Community
Network (WCN), which is an independent network of local
charities and community organisations working in Westminster. The WCN exists
to be the voice of the voluntary sector in Westminster and works to build
relationships, share ideas and influence strategic decision-making in the
borough.
PaddingtonNow (Paddington Business Improvement District): through our
connection with PaddingtonNow we are
able to engage with local businesses

to

help them understand better the services
potentially available to their staff. At one
such event, our team handed out prepared
leaflets on how to get help for their staff
with

tax,

maximization,

energy

savings,

income

business

debts,

immigration, employment etc. They also
requested e links for the sources of information and this was kindly sent.
Adviceline partnership: In October 2016, Citizens Advice Westminster joined
the national Citizens Advice Adviceline telephone service. This is in collaboration
with 4 other London borough services to run it: Hammersmith & Fulham,
Hounslow, Merton & Lambeth and Wandsworth. Accessibility for Westminster
residents has continued to improve with Adviceline due to the extended opening
hours (10am – 4pm every weekday).
Local Pro-Bono Solicitors: The support provided by local pro bono solicitors
giving specialist legal advice helps fill the gaps in access to justice caused by the
reductions in legal aid and the emergence of legal advice deserts across the
country.
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80 years of service to
Westminster residents
‘The Citizens Advice Bureaux make the world appear
to many citizens in distress to contain some element of reason and friendship.
The adviser at a Citizens Advice Bureau is only a fellow citizen with time and
knowledge and, if he is worthy of his position, with infinite patience.’ Lord
Beveridge, 1948.
Citizens Advice celebrated its 80th anniversary on 4 September 2019 when the
bureau in Westminster was one of the first 200 opened on 4 September 1939 as
a front-line emergency wartime service.
Wartime origins: The idea of a locally-based service
offering advice to citizens can be traced back to the 1924
Betterton Report on Public Assistance. With war looming,
in 1938 the National Council of Social Services examined
how to meet the needs of the civilian population in
wartime. Its conclusion was that ‘Citizens Advice Bureaux
should be established throughout the country, particularly
in the large cities and industrial areas where social disorganisation may be
acute’.
On 4 September 1939, the day after war began, 200 offices
opened as an emergency service; some 80 across the
London area, among them Westminster, Paddington,
Pimlico, and Marylebone. By 1995 these separate offices
were unified as Westminster Citizens Advice Bureau (CAB)
Service.
In its 7th September 1939 edition, the Manchester Guardian noted ‘The function
of the civilian advice bureau will be to act as a clearing house for information
and advice for the benefit of civilians who are faced with special difficulties and
21

problems as a result of wartime dislocation of normal life. It is expected that
these difficulties will fall into two main categories: those arising out of the
dislocation or diversion to defence purposes of the normal health and relieving
agencies, public social services, medical personnel and charitable.’
Most

of

bureaux

the
were

initial
run

by

people of standing in the
community, usually the
likes

of

the

clergy,

doctors, bank managers,
and social workers, all of
them volunteers. They were run from houses, town halls, libraries and churches.
Even horse boxes were converted for use as mobile offices that were more able
to get into bomb damaged areas where the need was greatest.
Bureaux stocked a variety of leaflets and explained everything from rationing
and Red Cross messages to war damage relief. Some of the most complex
problems involved finding lost relatives who had been in a bombed area. Family
incomes were dramatically reduced when fathers, husbands and sons were
called up, so advice was needed on repairing clothes and radios, and even
preparing meals with the few ingredients available on rationing.

Common

among them were problems concerning rationing, evacuees, permits, wartime
regulations, the location of missing relatives (often working together with
organisations like the Red Cross), prisoners of war, and debt (common then as
now

because

many

household

incomes

were

drastically

conscription), as well as war damage claims and rehousing
issues brought about by the destruction of homes and
property.
By 1942, there were 1,074 bureaux in a wide range of
improvised offices such as cafes, church halls and private
homes. By the end of the war it was commonly
acknowledged that the Citizens Advice Bureaux had more
than

fulfilled

their

original

expectations.
22

However

reduced

by

government funding was less readily available in peacetime, and by 1953 the
number of bureaux across the UK had halved to some 415. In some areas the
continued existence of the CAB service was only possible because of the support
of charitable trusts such as the Nuffield Foundation, the Carnegie Trust and the
Joseph Rowntree Foundation.
Government funding did not start again until seven years later in 1960, due to
the huge number of queries caused by the Rent Act of 1957. And in 1973, the
government funded NACAB, the National Association of Citizens Advice Bureaux,
to enlarge the network and then doubled its funding in 1979.
Since 2003, the operating name of the NACAB changed to Citizens Advice. In the
same year Citizens Advice became the first advice sector organisation to begin to
audit the quality of their advice.
Citizens Advice today: Since its wartime origin 80
years ago, it has evolved and adapted its services in
response to changing social conditions and new
legislation. It is now a national network of over 300
independent charities delivering services with 30,000
staff including 19,000 volunteers. In 2017/18 it dealt with 2.6m problems,
received 25m visits to the national website, and delivered £2.6bn of direct
financial benefit to society.
While many of the issues it dealt with during the war such as housing,
homelessness, landlord and tenant, bailiffs, squalor, debt and evictions are still
evident, its services have evolved in response to changing social conditions, new
legislation and the impact of technology. Its wide-ranging advice service now
includes consumer protection, pensions advice, money advice and the witness
support service. It not only provides crisis debt advice, but also education and
training to improve financial literacy to minimise the risk of people falling into
debt. More recently it has joined other organisations to educate citizens at risk
from the onslaught of digital on-line threats, such as scams, cyber-crime and
identity fraud. From the early days of solely face-to-face client interviews, its
service delivery model has also changed using the benefits of digital access via
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email, and the website to provide 24-hour access to detailed information and
also via an improved telephone Adviceline and now online web chat.
Over the years it has supported clients during the so-called credit crunch and
recession of the 1980s, the launch of decimal currency, the poll tax, council tax,
successive changes to the benefits system and new legislation related to
employment, immigration and housing/landlord and tenant relations.
One of its joint aims is to influence and campaign for change when laws and
public practices are unfair or unreasonable. The front-line data it collects on
clients’ problems provides powerful and indisputable evidence with which to
lobby central and local government. Most recently its Universal Credit (UC)
campaign led to some improvements in the process. Similar success stories
include the cap on Payday loan interest and tighter regulation, the reduction in
employment tribunal fees, the introduction of the tenancy deposit scheme and
the new Tenants’ Fees Act.
Citizens Advice Westminster’s ‘Putting It Right’ campaign is a powerful local
initiative challenging local agencies in cases of unfairness and poor procedure to
deliver benefits for both the individual client and to secure future improvement
for the good of the wider client group.
Citizens Advice Westminster: The London Council of Social Services and the
National Council of Social Services jointly established some 80 Citizens Advice
Bureaux (CAB) in every borough in London by the time of the outbreak of war in
1939.
There were initially four branches
in Westminster.

Westminster

Pimlico CAB

Paddington CAB

opened on 2 September 1939 at
premises provided by St Martin’s
in the Fields, Trafalgar Square. It
moved to Charing Cross Road in
1941 and to Covent Garden in
1993; renamed Covent Garden
CAB. Paddington CAB opened in Gloucester Gardens in 1939 and moved to
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Harrow Road in 1948. Pimlico opened on 1 March 1948 in Lupus Street and St
Marylebone branch in Edgware Road.
The CAB proved to be so useful that the service was continued after the end of
the war. The Family Welfare Association became responsible for inner London
and the London Council of Social Services for Greater London. This situation
remained until 1976 when the organisation became independent as NACAB.
Since then the management and structure has evolved through the emergence
of the Greater London Citizens Advice Bureaux (GLCAB) in 1972 as central
employer to all London staff, and the receipt of core funding from Westminster
City Council at the start of the 1990s. In 1995 Citizens Advice Westminster was
incorporated and a local management committee took over with increased
managerial and financial responsibilities and core funding from Westminster
City Council, supplemented by grants from charitable funds and the National
Lottery.
The

1990s

were

a

period

of

evolution,

governance change and consolidation with a
number of moves to larger and better premises.
A new Pimlico office was formally opened by
HRH The Princess Royal in October 1995.

This

office also welcomed the High Commissioner for
Mauritius and a delegation from Lithuania on a
fact-finding visit to help them set up or improve
advice services in their countries. Covent Garden
was closed in 1998, with staff relocated to the
other Westminster bureaux and Marylebone
closed in 2001. Westminster CAB launched its
own website in 1998 to provide an alternative
method to the mainstream face-to-face and telephone services.

25

After 40 years in Harrow Road and 70 in
Pimlico, Westminster CAB opened its new
office in Conduit Place, Paddington which
was officially launched by the Lord Mayor of
Westminster, Councillor Angela Harvey on 5
September 2012 together with her consort,
Councillor Ruth Bush (pictured). The larger
and more pleasant working conditions for
both staff and

clients also meant that it

could increase its opening hours from 16 to
24 hours a week, resulting in a 50 per cent
increase in opening time, a 25 per cent increase in telephone calls and 22 new
volunteers, enabling full advice service in summer periods.
Issues and services: In cataloguing the changing problems and advice services
over the years, it can be seen that many of those that clients faced at the start of
the war were unique and of the time, but many are still evident today such as
poverty, debt, disrepair, housing costs, low incomes, bailiffs, homelessness and
hunger.
The report of a CAB worker in the Southwark annual report at the start of the
war describes what volunteers were faced with as the London bureaux opened
to the public: “We attended classes on air-raid precautions and first aid including
advice on how to deal with panic in shelters and delivering a baby. The first airraid warning on a Sunday was a false alarm but then our work began, joining a
crowded office interviewing, rather timidly, in holes and corners and passages
among the routine work going on in a Family Welfare Office”.
She reports that “…clothes rationing nearly overwhelmed us. Issues ranged from
lost pets, including two hedgehogs, to a prisoner who had not received replies
from his wife fearing her to have been bombed out, an abandoned baby and
one request asking – do I get egg rations if my hens stop laying!”
An article in the 50th anniversary annual report of Westminster CAB refers to
actual client issues recorded by a wartime adviser:
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“Rooms damaged by a blast and uninhabitable. Does she still have to pay rent as
does not think landlord will do urgent repairs. She still goes every day to feed
the cat. Unable to have it destroyed as animal clinic has been bombed.”
“Client lost husband and daughter in a raid and lost all money and badly needs
spectacles. Daughter is still buried under debris. As husband was Italian she is
affected by the Aliens Restriction Act so cannot travel to new location without
permit.”
The challenges faced by clients since then have been driven by the changes to
legislation and economic and social change.
The 1965/66 Pimlico bureau annual report entry notes: “Landlord and tenant
problems brought about by the 1965 Rent Act, evictions and procedure for fair
rents. Also enquiries on hire purchase, education and training, consumer
problems, insurance and continuing issues for ex-servicemen”.
During the recession of the 1980s, social security enquiries dominated and high
unemployment levels fuelled consumer debt. Housing benefit was an ongoing
issue.
In 1995-96 several new pieces of legislation had a major impact on clients. The
introduction of Incapacity Benefit to replace both Sickness Benefit and Invalidity
Benefit led to many clients being refused benefit under the new rules. In
October 1995 changes to Income Support regulations affected housing costs as
it changed the rules on the payment of mortgage interest.
In 1997/98 council tax issues were particularly acute in Westminster leading to
increased income support claims, but lobbying by the national Citizens Advice
resulted in existing claimants being allowed to continue to receive 100 per cent
Council Tax benefit as before.
In her first annual report as Citizens Advice Westminster’s
CEO in 2005/06, Shirley Springer (pictured) reported on the
onset of the battle with legal aid cuts and introduced a theme
of Access to Justice.

The bureau also launched a Racial

Harassment and Discrimination Unit and joined the formation
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of the Westminster Partnership for Racial Equality. This was also the launch year
of our unique Licensing Project, funded by the City Council, to support residents
concerned about the impact on their local community caused by local licensed
premises, including bars, restaurants, clubs and other entertainment venues.
In its 70th anniversary year 2008/09, the
Prime Minister Gordon Brown and
housing

minister

Margaret

Beckett

visited the Pimlico office. The PM was
particularly interested in the plight of
one client whose sub-prime lender had
raised his interest rate from 6 to 11 per
cent leaving him unable to make
payments, but our advice line had
helped him resolve the problem. We also received a congratulatory message
from Mr Brown and from the other two main party leaders David Cameron and
Nick Clegg. Gordon Brown commented that, “...we have listened carefully to your
experts before acting to help those who have been particularly affected by the
credit crisis”.
That year, Citizens Advice Westminster also piloted the new Gateway
assessment approach whereby volunteer assessors would make an initial
exploration of a client’s problem to determine the best way forward, whether by
self-help information or advice and support from an adviser.
In February 2010 a new partnership was established, with Citizens Advice
Westminster being a founder member of the Westminster Advice Forum. The
Forum was set up to act as a catalyst for developing a strong and coherent voice
for the local advice sector.

As a result of Citizens Advice Westminster’s

successful bid to the council to deliver its advice services contract, the
Westminster Advice Services Partnership was set up in 2013, with Age UK and
the Migrant Resources Centre, now renamed Consonant. The partnership
brought together three organisations with a wealth of expertise, skills and
experience of delivering advice services across the different Westminster
communities, with the aim of addressing their specific and diverse needs.
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2011 saw a new pilot partnership with the DCLG:
the Employee Supported Volunteering Scheme.
As part of plans to develop a “civic service” within
DCLG members of the Voluntary Sector and Social
Enterprise

Team

invited

Citizens

Advice

Westminster to talk to staff about taking up
volunteering opportunities within the Charity. We
piloted a project which aimed to test an innovative
employer volunteering model whereby DCLG staff
would answer national Adviceline calls and
provide advice out of normal office hours. This
would provide a way for staff to volunteer flexibly
during their working day, using a combination of
their own time and the six paid volunteering days
that the department provides. Over the course of
the pilot, which was headed by our Chair Dee
(then an adviser), we were able to train sixteen
staff members.

“The opportunity to help
clients in need, and the
satisfaction that the advice
provided has helped to
make a difference.

I am

also learning about issues
that have never affected
me, and thus widening my
knowledge

about

the

support

that

can

be

provided

to

people

in

need.”

In 2017, Citizens Advice Westminster (the new
operating name of Westminster CAB) joined local
colleagues and other charities to support those
affected by the Grenfell
Tower tragedy.

And in

November 2017, the EU
Helpline was launched to give advice to EU nationals
living in Westminster.
In 2017/18, we achieved £3.2m in successful financial
outcomes for local people.

29

Last year’s highlights

How clients accessed our services

33%

9,553 clients

39%

22,572 enquiries

29%

Top 15 Issues in period
Threatened homelessness

303

LA homelessness service

315

Other benefits issues

363

Fuel debts

378

Overpayments of benefits

381

Water & sewerage

415

Local Authority housing
Council tax arrears

Private sector rented property
Rent arrears
Charitable support
Benefits Universal Credit
Housing Benefit

452
641
715
897
958
1393

1761

Personal independence payment

2171

Employment Support Allowance

2240

30

face to face

phone

online

£3.88m

Our achievements

financial outcomes

Top 10 Financial Outcomes
Benefits: New Award

£1,784,671
£1,525,799

Benefits: Revision following appeal
Benefits: Money put back into payment

£156,174

Benefits: Benefits maintained

£87,778

Other: Charitable support

£87,022

Debt: DRO application successful

£78,501

Debt: Debt written off

£44,818

Debt: Bankruptcy application successful

£26,394

Benefits: Overpayment not recovered

£26,173

Utilities: Better deal with same supplier

£8,630

Utilities: Energy efficiency measures applications

£4,174

better utility deals secured for 87 local families
bailiff and enforcement action suspended for
84 clients
affordable repayment plans set up for 79
vulnerable residents

2,874

41 foodbank vouchers secured
debts written off for 10 clients

of our clients reported having
improved health and wellbeing
after getting advice and support
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Campaigns

Citizens Advice Westminster is
committed to raising awareness
among statutory bodies, private
companies

(both

local

and

national) and other decisionmakers, of the adverse impact
that

certain

practices

have

policies
on

our

and
local

community.

Our Campaigns Coordinator, Brenda, works one day per week and oversees a
team of volunteers (Alistair, Brenda, Rebecca and Sue pictured above) who look
at the evidence collected by front-line advisers and try to identify local and
national trends.
Our Campaigns team collects the evidence and statistics anonymously, so that
individual clients are not identified, and they use this information to produce
reports and to campaign locally for improvements in the law and local services.
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In the past year the team has reviewed a total of 187 bureau evidence forms
which detail issues raised by our advisers.

Maladministration relating to the Department for
Work and Pensions (DWP) and the local authority’s
Revenue and Benefits Service

Financial poverty and exclusion: the
team has been surveying clients who are
referred to the local foodbanks by our
advisers, and assessing the underlying
reasons that have caused this hardship

Continuing problems with disability assessments
conducted by Maximus on behalf of the DWP, and
the reluctance of some GPs in completing evidence
forms required to review claimants’ benefit

Local cuts to health and community care
budgets, and the impact on local people

entitlement

and their health conditions

Housing and homelessness across
Westminster:
The lack of affordable homes in Westminster
and local people facing homelessness
Poor

administration

from

the

local

Employment discrimination and
disputes where clients are on zero-hour
contracts or have disabilities

authority’s Homelessness Solutions Service
The Local Authority’s new Storage Handling
Policy which proposed to charge homeless
families in temporary accommodation for
items in storage. Our Campaigns team

Lack of legal aid available to provide
free specialist advice services

raised this with the local authority who
confirmed that this directive had been
withdrawn.

Problems with energy suppliers around

Poor standard of services provided to

sending incorrect bills and charging

tenants in private sector renting.

inappropriate tariffs
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#PuttingItRight
Campaign to raise formal complaints on
behalf of clients on issues of malpractice
and/or official error on the part of statutory
bodies in order to influence positive change

Scams Awareness month

and improvement to their services – both in
terms of policy and procedure

Running alongside the national campaign
to educate people how to identify potential
scams, avoid and report them

Fair water rates for social
landlord tenants
Campaign to inform relevant social tenants
of their ‘moral right’ to be able to claim
WaterSure Plus tariffs, and to challenge
those local Registered Social Landlords
who do not facilitate this

10 Top Tips to Avoid Debt
Campaign to encourage people to make

National Consumer week

better-informed decisions around spending

Campaign to encourage people with
consumer problems to seek advice about
goods and services; particularly around
discrimination

at Christmas
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Financial Capability week
Running alongside the national campaign to
raise awareness around financial skills.

Our

Wiser Money team pictured with Money Saving
Expert Martin Lewis!

Universal Credit Campaign
With the roll out of UC in Westminster last year, the
Campaigns

team

continue

to

monitor

the

challenges faced by clients through the claims
process and look at ways to alleviate these.

Big Energy Saving Winter Campaign

As a member of the national Citizens Advice
network, the charity also takes an active part in

Every year, our service handles many energy

national campaigns, providing evidence for national

related issues from our clients and coupled with

Evidence Reports of the adverse impact that

the recent stories in the media about bad billing

national

practices

energy

Contributions to national Citizens Advice’s Evidence

companies going up, energy is an issue we’re

Reports have included reports on mental health

likely to be hearing more about.

and social exclusion, clients’ experience of debt and

and

complaints

against

As a consumer champion for energy issues, we
have a statutory obligation to make sure that

policies

employment

issues,

have

on

local

exploitation

of

people.

migrant

workers, access to justice and legal help.

consumers are represented effectively. But more

This campaigns work is undertaken by encouraging

than that, we want to make energy better,

staff and volunteers to become involved at a local

therefore we are making sure that tackling

and national level, by the return of evidence to

energy issues remains at the forefront of our

Citizens Advice and through regular reports to the

work. Our campaigns team has drawn up and

Citizens Advice Westminster’s Trustee Board, having

disseminated energy savings tips leaflets for

identified issues of social policy from their client

local residents.

work.
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Volunteering

Volunteers come from all walks
of life, with very different life
experiences and skills.
The charity aims to capitalise on
this wealthy resource by matching
their range of skills, experience
and availability to a variety of
volunteering roles.
receptionist

gatewayer

and
information
assistant

corporate engagement fundraiser

caseworker

adviser and
trainee adviser

financial capability
facilitator

campaigns
assistant

I.T. support
assistant

and

universities

communications
assistant

We continue to work with
local colleges

digital

trustee
marketing

to enable

assistant

students to gain work experience as part of their studies and also for
general work purposes. The relationships with the colleges and universities are
mutually beneficial: for the bureau it has reduced the need to go to external
recruitment, whilst for the students it has opened up local volunteering
opportunities that make best use of their skills and interests.
“Volunteering at Citizens Advice Westminster it’s one of the most rewarding things I
can do in my spare time. It feels great to be able to do something for someone else
who really needs and appreciates your assistance!”
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Sourcing good quality volunteers with the requisite skills and
availability is the first step, but encouraging them to stay is
equally important. The supportive working environment in
which our volunteers are trained and developed and our
collaborative-working ethos aids in this, but we want to ensure
volunteers feel really appreciated and valued. We have looked to
do this in a variety of ways including offering discounts with
various local businesses once they have completed their
training, as part of the Time Credits scheme.

For Volunteers’ Week with year we
joined in with the national celebration to
thank

our

volunteers

for

the

tremendous contribution they make to
our work.

Over and above the social value our volunteers contribute to
local people, the economic value to the bureau in terms of the
hours of dedicated service our volunteers provide, has been
calculated as having an equivalent monetary value of £136,037
and volunteers dedicated 1,099 days of volunteering for the
charity.

Citizens Advice Westminster recognises and appreciates the
commitment and dedication of its volunteer workforce in
helping us to deliver our essential services to the local
community. A huge ‘thank-you’ to our team!
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Directors (Trustees)

Dee Conaghan,

Alan Gorringe,

Chair

Treasurer

Janine EdgertonAvin2

Jennifer King3

Georgia Ackland

Rodney Chau1

Nina Fletcher

Stephen Grave

Richard Geller

Gwyneth Macaulay

Ksenia
Zheltoukhova4

Shirley Springer
Company Secretary

Retired members: in the last year, we bid a fond farewell to our long-standing
trustees, who stood down following their term of tenure: Neil Reeder (resigned
on 16 September 2018) ; Stephanie Tyrer (resigned on 13 November 2018) ; and
Clémence Herman (resigned on 18 September 2018)
Elected on 11 June 2019
Elected on 11 June 2019
3 Elected on 01 April 2019
4 Elected on 01 April 2019
1
2
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Financial Summary
The charity had net incoming resources on unrestricted funds of £82,773 for
the year.
Together with accumulated surplus brought forward from previous years, the
company now has an accumulated surplus on unrestricted funds of £269,492
including long term pension liabilities estimated at £180,201.
The Trustees have agreed a reserves target of £300,000.

Incoming

Outgoing

resources

resources

£1,288,569

£1,143,086

Donations £3,226

Governance £11,663

Sundry Income £8,496

Charitable Activities £1,143,086

Project Income £419,088
Westminster Advice Services Contract £857,759
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Balance Sheet at 31 March 2019
The below information is extracted from the audited annual accounts on
which the auditor's opinion was unqualified.
The full report and accounts were approved by the trustees on the 10
September 2019. The information provided below may not be sufficient to allow
for a full understanding of the financial affairs of the charity.

For further

information the full accounts, the auditor's report on those accounts and the
trustees' annual report should be consulted. Copies of these may be obtained
from Citizens Advice Westminster.
Fixed Assets

£23,953

Current Assets

£53,249

Debtors

£731,912

Cash at bank and in hand

£785,161

Liabilities
Creditors

£(359,421)

Net current assets

£425,740

Total assets less current liabilities

£449,693

Creditors: amounts falling due after one year –
pension deficit

£(180,201)

Total net assets
The funds of the charity
Restricted funds

£3,733

Unrestricted funds

£445,960

Pension Reserve

£(180,201)

Total charity funds

£269,492
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Our funders, supporters and partners
Our funders
We would like to say a huge ‘thank-you’ to all out funders, for enabling us to
provide our essential advice services over the last year, and for their continued
support.

Pro-bono solicitors
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Our supporters

We thank all the organisations we
work closely with, and who help us to
provide a more holistic and better
integrated service to local people.

Grant-making bodies

Outreach host partners

We would like to extend our thanks

We also thank our outreach host

to the grant-making bodies for their

partners for permitting us the use of

generosity in continuing to support

their premises in order to facilitate

our very vulnerable clients with

residents being able to access our

charitable awards: The British Gas

advice

Energy Trust; EDF Energy Trust;

Beethoven Centre; CityWest Homes

Glasspool

Estate Offices, Children’s Centres;

Charity

Trust;

The

services

locally:

Hospital Saturday Fund; the League

Church

of

Ogilvie

Gardens

Charities; Society for the relief of

Millbank

distress; Strand Parishes Trust; the

Housing; St Charles Hospital; St

Talisman

Marylebone

Helping

Hands;

the

Charitable

Trust;

Street

more

Residents’

Almshouses

Westminster

Foundation;

Westminster

Psychological

Paddington

Charity;
Foodbank;

Association;
Octavia

JobCentre

Plus;

Centres

for

Wellbeing;

Westminster and Wandsworth MIND;

North
and

Churchill

Medical Centre;

Westminster
Amalgamated

Library;

and WECH Community Centre.

the

Westminster Foodbank.
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Corporate partners
We extend our thanks to Seddons Solicitors
and XPS Pensions Group for generously
offering the use of their offices for our Trustee
Board meetings this year. We would also like
to thank Hogan Lovells International LLP for
use of their conference room for our annual
business planning day event.

Thank you to the local eateries in Paddington
that supported our Volunteer Week in June:
Paramount Lebanese Kitchen
Marks and Spencers (Edgware Road)
Sandro’s Sandwich bar
Leon (Paddington Station)

Finally, we thank the London Rotary Club,
London

Legal

Support

Trust,

the

PaddingtonNow team, Tesco Bags of Help
via the Groundwork scheme, and the Co-Op
Community fund for their support in assisting
us

with

our

fundraising

and

engagement efforts over the year.

corporate

Westminster Citizens Advice Bureau Service
0300 330 1191
westminstercab.org.uk
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