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Bankers, Solicitors, Auditors, Statement of Internal Control 

 

Citizens Advice Lancashire West 

 

Bankers: 

• Barclays Bank, 54 Lombard Street, London, EC3P 3AH.   

• CAF Bank Limited, Kings Hill, West Malling, Kent, ME19 4TA. 

• Yorkshire Bank, Account Management Services, Bering House, Mariner Court, Clydebank Business Park, Glasgow, G81 2NR. 

• Santander, Middle Office Operations, Santander, 298 Deansgate, Manchester, M3 4HH. 

• Scottish Widows Bank, 67 Morrison Street, Edinburgh, EH3 8YJ 

 

Solicitors 

John Hardwick, Kevills, 5 Park Road, Chorley, PR7 1QS. 

 

Auditors/Independent Examiners 

 Smith and Goulding & Co Chartered Accountants, 2/4 Southport Road, Chorley, PR7 1LD. 

 

Statement of Internal Control 

The trustee board of Citizens Advice Lancashire West oversee the information security of all personal information of our clients, staff, funders and strategic partners that is processed. Citizens Advice Lancashire 

West hold joint responsibility for client data that is held in our case management system, with the national Citizens Advice Service. An information assurance management team exists to ensure the confidentiality, 

integrity and availability of all personal and sensitive data is maintained to a level which is compliant with the requirements the General Data Protection Regulation and Data Protection Act 2018. 
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Here to help—the aims of the service 
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The pandemic redefined  

life as we knew it.  

As a local service we were 

there to help local people  

find a path through 

 the uncertainty. 
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Chair’s Report

This year for all of us was eventful.  We moved away from the  immediate 

operational effects of the pandemic, furlough ended  together with most 

of the government imposed restrictions. I reflect that at Citizens Advice 

Lancashire West we worked throughout the pandemic, we did not         

furlough our staff, our staff learnt new methods of working and we        

delivered the service. Unfortunately, we lost many good volunteers.     

Volunteers are at the very heart and soul of our organisation. 

 

We are addressing that loss in many ways including collaboration with 

universities and other organisations to attract the talent we need. 

 

Our success depends upon senior leadership, staff, and volunteers       

without whose magnificent efforts we would achieve very little. 

 

I would like to also thank our institutional funders for their help and     

support. 

 

John Crompton 

Chief Executive’s foreword 

In the year 2021-2022 the value and commitment of our volunteers has never 

been more evident.  Despite personal challenges for some, they have          

continued to come day after day to give their time for free to support their 

communities.  

As the need for our services increases year on year, we are very aware of the 

demands this places on both new and existing volunteers, but I am pleased to 

say our volunteers  continue to meet that challenge. 

We have continued to tailor our services to meet the needs of our               

communities and how they wish to engage with us, developing our on-line 

offering as well as our face to face and telephone services. Again our staff and 

volunteers have accommodated the need for flexibility in our service offer to 

ensure local people have a service upon which they can rely. 

Going forward into 2022-23 our support will be needed more and more as 

many in our communities face challenges they may not have ever                   

experienced. At Citizens Advice Lancashire West, we believe no one should 

have to face problems alone, which is why our advice is always free. To meet 

demand, the need to increase our volunteer numbers is of paramount          

importance and the Trustee Board have made this a priority for 2022-23.  

Once again, may I take this opportunity to thank our statutory, community 

and third sector partners for their continued support of the Charity. Their   

commitment is vital to ensuring every resident is able to access free            

confidential advice online, over the phone and in person. 

Finally, it is with regret that I have to report the sad passing of one 

of our valued colleagues, Guy Simpson, who worked tirelessly for 

Citizens Advice Lancashire West for over nine years. 

Diane Gradwell 
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Supporting our 42 paid staff throughout the pandemic and beyond 

 
 

 

 

 

 

 

 

 

 

 

 

 

We are a disability confident employer 

 

 

 

All staff have access to free Employee Assistance Programme 

to support both them and their families 

 

 

 

 

Staff can access wellbeing platforms for mental health and 

wellbeing support through Bird and Togetherall  
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Many thanks to  all of our volunteers 
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How the service helped local people during 2021—2022 

Call answered on Advice 

line 

10,859 
 

 

Client contacts overall 

 

45,148 
 

 

Clients helped with Debt 

 

985 
 

 

Visits to the website 

 

255,975 
 

 

Household Support Fund 

processed 

£137,250.00 
 

 

Pension wise 

contacts 

6958 
 

 

Energy Advice 

contacts 

1783 
 

 

Help to Claim 

Contacts 

3282 
 

 

 

Help through Crisis 

contacts 

430 
 

 

Fuel Vouchers  

processed 

£42,120.00 

We opened 26,812 new cases in 2021—2022 
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Generalist Advice Services 

“It was a breath of fresh air to 

hear a friendly voice rather than 

an automated one. Citizens     

Advice does wonders for       

people’s lives” 

Generalist Advice Services  

 
We have continued to meet the standards set within the framework for advice at audit each month and exceeded our own expectations of delivering during 
this pandemic. We started the year on Step 2 of the Roadmap, outdoor gatherings limited to 30 and the ‘rule of 6’ indoors. First of the vaccinations  were 
invited from March 2021 onwards though it would be July 2021 before the remaining restrictions started to lift. After 18 months, the Coronavirus Job       
Retention Scheme (CJRS) also came to an end on 30 September 2021. The offices remained closed to clients apart from the most vulnerable and again the 
volunteers have been outstanding in their continued support  in providing information and advice to our clients. 

 

Top 5 issues 

Debt 

Universal Credit 

Benefits and Tax Credits 

Financial Services & Capability 

Housing 

 

Our clients 

60% female, 40% male 

5% disabled 

44% long term health condition 

51% no health condition 

92% white 

The Chorley, Skelmersdale and Fleetwood offices were Census 
Centre's during March 2021 and all appointments took place 
via telephone call.  

 
Our new IT and softphone systems have bedded in well. Both 
staff and volunteers use the instant messaging and video call-
ing features on a daily basis. 

 
We lost a small number of volunteers over the year but also 
gained new trainees. 

 
The Towngate office in Leyland was closed and a new office 
opened in West Paddock, the Civic Centre. 
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Money  and Debt Advice   

• During the pandemic and lockdown in 2021 –2022 we saw a decrease in clients coming for debt advice due to payment holidays 

and restrictions on enforcement and eviction/repossession activities from lenders and creditors. 

• This year 146 more local clients came to us for advice showing that clients are now ready to start managing their debts again. 

•  In July 2021 we resumed face to face services and our new telephone debt helpline model has allowed us to increase our            

advice capacity and help  more clients than ever before. 

• Credit cards became our most prevalent debt overtaking unsecured loans. 

• We have seen an increase of 36% in clients coming to us this year with council tax arrears and it has risen to our second most   

common debt. 

• One of our biggest increases is for clients with water debts where we have seen an increase in clients asking for help by 47%. 

• We have also seen 28% more clients with energy debts and we expect this curve to continue as clients struggle to afford to top     

up their meters and  pay their ongoing direct debits. 

Many clients who contact us are now on prepayment meters, struggling to top up, and are concerned about the future of              

energy prices. More clients than ever are self disconnecting as they prioritise other essentials such as food and rent over         

electricity and heating.
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Energy 

 

 

Energy Advice Programme (EAP) 

•       We were able to advise 40 clients about their complex energy issues, ranging from erroneous switches, back billing by suppliers, fitting of prepayment meters to pay off energy 
debts and issues around Supplier of Last Resort, after a current supplier ceased trading.  

• The target set for this round of funding was 130 cases based on the previous year's success. This year national Citizens Advice (CitA) introduced Quality Dip-Checks and firmer      
requirements for case recording with an expectation of most clients with complex issues and who met the eligibility criteria for the EAP project taking around 3 hours of adviser time.  

• The impact of this was that not only have fewer clients come forward with energy issues, but the amount of time on each case was also much longer than before. From feedback at    
Energy Lead meetings, it has been clear that we were not the only local office that experienced these challenges and assurances have been given by CitA that targets would be adjusted 
for next year if they secure funding for the project.  

 

Big Energy Saving Network 

• This project has continued for another year in the same format; raising awareness of energy-saving actions, alerting people to eligibility for the Warm Home Discount and ensuring 
consumers could register for their supplier’s Priority Services Register if they were eligible.  

• Unlike previous years where the project had to be delivered at outreach locations, a concession was made in light of Covid and the ongoing restrictions of face-to-face services.  

• Our targets this year were 50 client interaction sessions with 30% agreeing to provide feedback about the service they were offered. We were given permission to restrict the     
interaction to other channels of communication, including email and telephone.  

• In total 51 clients, new to energy advice, were offered information about their energy usage and how to get the support they needed from their supplier, with 19 giving consent to 
provide feedback.  

 

Fuel Vouchers 

• As with previous years, across the financial year we have assisted in delivering this service from two different schemes. The first scheme, via the Energy Saving Trust/CitA distributed 
via Charis, ran from May 2021 to September 2021 and over the course of 4 months we assisted in distributing 116 voucher codes (ranging from £28 to £49) to 101 clients. 

• The second scheme run by the Fuel Bank Foundation/CitA and distributed via Auriga started on 14/2/22. Between the start of this scheme and the end of the financial year, we   
assisted in distributing 84 vouchers to 73 clients at £49 per voucher.  

• In just 5 months the demand for this short-term help increased from less than one a week to 14 a week; this may be due to increased awareness of this type of support we could 
offer, however it may also be an indication that households were already starting to feel the pinch. We feel confident in the demand for this support will continue into the next financial 
year as more families struggle to pay for their energy usage.  
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Welfare Benefits Specialist 

In the year under review we saw the Pandemic continue to wreak 
havoc. One of the main casualties was health care assessments for 
clients who had to undergo a work capability assessment or a     
medical assessment for Personal Independence payment (PIP). 

Before the pandemic the norm was for the medical assessors to see 
people face to face, however because of the pandemic the use of the 
telephone is now the norm not the exception. Put simply, the lack of 
face to face contact prevents the health care assessors, no matter 
how well trained, to pick up on non-verbal signals and see for    
themselves how a client’s disabilities disrupt their lives. The result is 
that many more people are being rejected because they have not 
been able to see an assessor face to face. Getting that decision    
overturned is time consuming and highly stressful for the client. 
Thankfully we have two volunteer advisers who specialise in appeals 
who can assist and their track record is such that we win far more 
than we lose. Despite the chaos caused by the Pandemic and the   
significant decline in appeals being heard, in the year under review 
we succeeded in winning all 6 appeals generating £4,901.00 in      
benefits.  

No one should underestimate how life changing these awards are; 
for all it is the end of a long, hard and stressful road lasting at least 
12 and up to 18 months. The joy of winning and getting backdated 
the benefits that they were due in the first place cannot be            
adequately described; it has been, for all, life changing.   

Another of the by-products of the Pandemic has been the increase in 
the numbers of clients citing anxiety and depression as a reason why 
they deserve PIP and other disability benefits. Unfortunately many 
people who come to us cannot put into words just how the            
debilitating conditions of anxiety and depression combine to disrupt 
their lives so we are their voice and scribe. However, what is always 
needed is strong medical evidence from their GP and mental health 
specialist. Regrettably despite that being requested it is not always 
available with the result that the client loses out.    

I am often asked why do I and my colleagues devote our free time 
and talent to Citizens Advice. My answer is always the same we offer 
a helping hand to all that need it when they need it most. Being    
non-judgemental and above all acting with care and compassion.   

In these challenging times I know that sometimes compassion       
fatigue can creep in but from all I see and hear thanks to the         
constant help and support we get from all the paid staff, that, is not 
the case here. 

Neil Williams BEM  

Volunteer Welfare Benefit Specialist 
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Help to Claim (Universal Credit) 

The Help to Claim service delivers dedicated advice to help clients navigate the complexities of Universal Credit. 

 

For our delivery area, all KPI Measures remained green across the board for each quarter of 2021-22 with the team delivering the  
advice at a high level of quality and maximum availability across phone and webchat channels. 

Advisers helped clients to understand how their circumstances determine their entitlement and gave the client clarity on what they 
could receive from Universal Credit, such as: 

·         Helping people to know if they are entitled to claim Universal Credit and calculating what their circumstances mean they 
could be entitled to 
·         Preparing and supporting clients with the activities needed to make and maintain a claim for Universal Credit 
·         Identifying when a client’s circumstances meant a non-digital route would be needed for a client to successfully maintain 
a claim and taking direct action in helping those clients engage with the DWP 
·         Help clients understand what their entitlement to support with Housing costs would be, what evidence they would need 
to provide and helping them understand the procedures to challenge it when awards were incorrect 
·         Explaining to clients that changes need to be reported to their claims to help them avoid the pitfalls of not reporting a 
relevant change in circumstances in the required time frames 
·         Highlighting where a work search requirement could be imposed on the client and what they would need to do to meet 
those requirements to maintain their claim. 

 

Help to Claim —  supporting clients in claiming Universal Credit 
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Help Through Crisis—people in crisis 

Our Help Through Crisis project continues to support and    

assist vulnerable people living in Chorley and South Ribble. 

 Key Facts 

In the year to 31st March 2022 we have assisted a further 

200 vulnerable people helping them achieve their goals and 

enabling them to prepare for the future. 

Due to the various lockdowns and local restrictions caused by 

the impact of the Covid 19 pandemic the project continued 

to use different methods of communication to support      

vulnerable clients. This was achieved by telephone, web 

chat, zoom/whats app. 

People with existing issues of anxiety and  depression were 

worse during the pandemic. Everyone was extremely      

grateful for regular telephone calls. Many said it was the   

only time  they had spoken to someone else that week. 

As some restrictions lifted we have been able to carry out 

some face to face meetings with social distancing in place.

 

 

Help Through Crisis case study 

51-year-old single female living on her own in a housing association 
property. Client has long term health issues including bipolar, social 
anxiety, high blood pressure, heart and thyroid issues and has         
self- harmed on a number of occasions. Client had been in receipt of a 
number of means tested benefits however after a review she was 
deemed fit to work by the DWP and all benefits were stopped leaving 
the client with no income to pay bills, buy food and unable to pay for 
the prescriptions that she needed 

The client was assisted with appealing the benefit decision, provided 
with food bank vouchers and helped with her prescription charges. 

Due to our intervention all benefits are now back in place which has 
greatly improved the client’s circumstances and has decreased her 
levels of stress which were affecting her mental and physical health 

Client is extremely grateful for all the help and support provided both 
emotionally and practically and expressed her gratitude. Client       
stated, “I feel in a much better place now, have stopped self-harming 
and am able to cope much better as a result of the support given. I 
would not hesitate to recommend the service to others Thank you “ 

Citizens Advice helped me 

 find a way forward 
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Pension wise 

 

• April 2021 marked 1 year since the transition to a full telephony service. The issues of the transition were past, people had become used to          
lockdown and furlough and consistency was now the main target. 

• We had 5824 bookings between March 2021 and April 2022, an increase of 682 from the 2020-2021 year. It is possible that more people were     
looking to retire early due to the pandemic. 

• We remained among the top performers nationally, consistently remaining in the top 5 in all areas. We had a high availability to actual appointment 
percentage at 88%. This was 7% over the national average and is due to the large range of time slots we offer compared to other locations. We were 
also below the national average for appointment length and at 101% utilisation, well above the national average of 93%. 

• April was also when we rebranded from MaPS to MoneyHelper. The website didn’t launch until June though. This led to some confusion and concern 
among clients but the Pension Wise name remained which helped maintain the levels of trust and security that clients already felt. 

• Mid July saw the end of Covid restrictions in the UK. We did see a drop off in bookings through August until the end of the year, possibly in relation 
to people coming off furlough. This was in line with national expectations. 

• The British Sign Language service continued to grow. Requests increased significantly, and booked appointments nearly doubled compared to the 
same time period of 2020-2021. 

• 1 Guider left through ill health and three more retired. 5 new Guiders were recruited throughout the year. Of these; 1 Guider left during the training; 
1 left during his probation period; 1 is now active and delivering appointments and two will finish their training by April 2022. 
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Acknowledging our funders 

 

 

 

Local Authority Funders 

 

Chorley Borough Council 

South Ribble Borough Council 

West Lancashire Borough Council 

Wyre Borough Council 

Local Authority Funding allowed us to attract other funding from: 

Money Advice and Pensions Service (Debt and Pension wise) 

Big Energy Savings Network 

Energy Advice Programme 

Big Lottery—Help Through Crisis Project 

Good Things Foundation (Census) 

Help to Claim (Universal credit Project) 
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Helping people find a way forward 

 

 

 

Citizens Advice helps people find a way forward. 
 

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

 

We are a voice for our clients and consumers on the issues that matter to them. 

 

We value diversity, champion equality, and challenge discrimination and harassment.  

 

We’re here for everyone. 

www.citizensadvicelancashirewest.org.uk  
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