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Dedicated to 
Going Further

Annual 
Report
2023 -24



Our Aims
To ensure that individuals do 
not suffer through:

Community Advice Antrim & Newtownabbey 
exercises a responsible influence on the 
development of laws, policies and services locally

Our Values
Community Advice  
Antrim & Newtownabbey is:

Lack of knowledge of their 
rights and responsibilities;

Lack of knowledge of the 
services available to them; or

An inability to express their 
needs effectively.

Committed to a socially just, 
tolerant and pluralist society;

Opposed to all forms of 
discrimination; and

An equal opportunities employer 
and welcomes the participation 
of all sections of our community 
at all levels of the organisation.

Client
Enquiries

Awareness Events 
across the Borough 

Clients supported with 
Crisis Intervention

Digital 
Enquiries

Households supported 
with Social Supermarket

Clients supported 
with appeals

of clients were happy 
with the service they 
received

1,244 93%

1,237 327 212

4942,323
Clients supported with 
Disability Claim forms

1,860

Income generated 
for clients

£8.6m
£

23/24
year in review

of clients stated that 
our advice improved 
their wellbeing ‘a lot’

75%



Chairperson’s Report

On behalf of the Board, I 
would like to firstly extend 
our thanks to our funding 
partners who enable us 
to deliver an invaluable 
service to many across 
our community. We are 
indebted to your support.  

Secondly, our thanks to the team of 
staff and volunteers, who consistently 
represent the ethos and values 
of Community Advice Antrim & 
Newtownabbey. When presented with 
such high numbers of individuals and 
families requiring Crisis Intervention, we 
need a team that is responsive to that 
need; a team that delivers holistic advice 
and advocacy to meet immediate, short-
term and longer-term needs.

The outcomes contained within this 
Annual Report show a team that puts 
people first, a team that goes above 
and beyond, a team dedicated to going 
further.

A special thank you must go to the Area 
Manager Lorraine Adamson who has 
now been with the organisation for 30 
years.  Her dedication to the organisation 
and helping empower others must be 
commended.

Finally, in this, my last year of being 
Chairperson of CAAN, I want to thank 
my fellow trustees for their dedication, 
commitment and skill in strategically 
leading CAAN through challenging times 
to be an advice service we all can be 
proud of.    
 

Geraldine Haire



Top EnquiriesMoney Matters
2023/2024 - 12 months
Reserves brought forward 

Income for the year  
Antrim and Newtownabbey Council
ANBC Social Supermarket
Public Health Agency (Northern Office)	
Macmillan Cancer Support
ANBC Welfare Reform and Appeals
ANBC Hardship Fund
Advice NI – Money Advice
Oasis Care
Pensionwise
The Enkalon Foundation
Donations
Investment Income	

Total

How funding was spent

Charitable Activities
Governance Costs

Total

Closing Reserves

2023
£305,728

£322,551
£121,977
£99,452
£74,390
£85,170
£75,750
£46,628
£13,211
£4,350
£12,000
£1,120
£239

£856,838

£852,327
£3,562

£855,889

£306,677

24%

12.5%

12.5%

4%

5%

3% 32.5%

3.5%
3%

*includes: Legal, Family, Education, Immigration

13753
10018
5285
5355
1218
2137
1548
1838
1172

42,323

Universal Credit 
Disability Benefits

Other Welfare Benefits
Crisis Intervention

Employment 
Housing

Consumer & Debt
Miscellaneous

Other*

Total Enquiries =



Top Enquiries Area Manager’s Report
Thirty years working with 
CAAN across Antrim and 
Newtownabbey! 
 
In the summer of 1994, it was my intention 
to volunteer as an adviser for three 
months. Newtownabbey CAB as it was 
then, had been advocating an issue that 
impacted adults with learning disabilities, 
my sister was one of them, and so I saw 
firsthand the positive outcomes that the 
service delivered for families like ours. 
When the opportunity to volunteer arose I 
grabbed it with both hands. 

There was much change during that 
time, from post to email, paper records to 
electronic - we felt we were cutting edge 
when the first computer was installed; 
mergers; rebranding; impact of covid and 
much more. However, the one constant is 
CAAN – dedicated to going further, for all 
people across our community. 
 

As I reflect on my thirty years with 
CAAN I can’t help but feel proud to have 
been involved with this service for so 
long. I have had the privilege to work 
alongside individuals who have inspired 
me and others along the way; their 
endeavours to make lives better has left 
an indelible mark on CAAN which remains 
to this day. Their fabric is woven through 
every part of CAAN – trustees, staff and 
volunteers, partners past and present. I 
remember our clients, their stories and the 
trust they put in us to deliver for them. 

As you can see from the highlights 
contained within this year’s annual report, 
the dedication to going further is in the 
forefront of all CAAN has done in 2023-24. 
Long may it continue!

Lorraine Adamson



Charitable Support - Advice Plus

Over 600 toys and 
books distributed to 
families with children 

166 Households supported 
with Home Heating from 
our local partners 

692 Adults and Children 
benefited from Social 
Supermarket 

89 Families supported 
through Save the Children   

604 Households (1,347 
Adults & Children) supported 
through DfC Hardship Fund 

Over 700 Clients 
supported with 
local foodbanks 

In response to the cost of living climate now more than ever we recognize the need of 
immediate support. In addition to the advice provision that supports the clients medium 
and longer term needs we have also been able to support clients with the following:



Crisis Intervention

Through our range of schemes 
and partners we have been able 
to help families and individuals 
with the wraparound advice 
we provide; Here are some 
examples of those we have 
helped to make life a little 
easier in their time of need:

Father, lone parent caring for his 2 
children, receives basic Universal Credit, 
no money to save for presents at all. 
So grateful that with our support he 
would now have something under the 
Christmas tree.

Mum with 5 children, victims of domestic 
violence. Trying to survive on very 
low income as Tax Credits is limited to 
supporting only 2 children. Supported 
with wraparound advice, Social 
Supermarket and toys for Christmas

Nurse working full-time, has 2 children 
under 5. Struggling financially as they 
have no access to any other income. 
Their private rent is more than half of 
their salary leaving them with a very low 
disposable income.

Family with 2 children lost their dad in 
recent months, coping with bereavement 
as well as financial struggles meant it 
was beyond their capacity to prepare for 
Christmas.

Couple with young children, low income, 
poor housing, no heat, mould on baby’s 
cot. Helped with rehousing, additional 
income, heating and new baby items. 

Single person, his relationship broke 
down, he moved into an apartment with 
no furniture other than a mattress, he 
literally had no money left after using 
his Statutory Sick Pay to pay his rent. 
He had debts which were manageable 
while working but could no longer repay. 
We provided full wraparound service, 
supported with a claim for Universal 
Credit, referred to CAAN’s specialist debt 
service for debt resolution and budgeting 
support, linked in with charitable support 
to furnish his home and signed him up 
for the Social Supermarket Scheme.



Community Advice Antrim & Newtownabbey 

Support in Time of Need

While attending his local Foodbank it was 

suggested to David that he speak with an 

adviser as he was worried about a Universal 

Credit Migration letter he received. David 

had been notified he needed to change 

to Universal Credit (UC) before the end of 

March 2024. 

David is married and has 2 disabled children 

who he looks after; his wife works full time 

and they were receiving child benefit and 

tax credits. David didn’t know about Carers 

Allowance and they were paying their full 

private rent without any additional support. 

David didn’t want to claim UC as he had 

heard a lot of negative opinions about the 

benefit, he was especially concerned about 

how they would manage changing from a 

weekly Tax Credits payment cycle to twice 

monthly.  

We completed benefit check, including 

transitional protection. David was actually 

better off claiming UC and was entitled to 

full housing element and additional carers 

element for each child. It led to an increase 

of £770 a month. 

We provided a detailed breakdown 
of UC for David and followed up with 
him to help apply for UC and also to 
support with budgeting as he moved 
between payment cycles. David 
advised he was worried and stressed 
about changing to UC, but expressed 
how smoothly the process was with 
the additional help and support. He 
also stated that he no longer needed 
to use foodbank as UC helped cover 
the cost of their rent. 



Community Advice Antrim & Newtownabbey 

Support in Time of Need

Shirley was referred to CAAN by the 

Community Mental Health Team. She had 

significant mental and physical health 

problems and needed help to complete her 

Personal Independence Payment (PIP) form.  

She could not cope with the stress of going 

through the renewal process alone.

We supported Shirley with her PIP claim form 

and because we take an holistic approach, we 

assessed her current income. We identified 

that she was moved from Incapacity Benefit 

to Employment and Support Allowance in 

2012 but was not assessed for Income 

Related ESA even though her income was low. 

On her behalf, we followed up with the 

Benefit Agency to query and challenge this 

as she has been underpaid ESA from 2012 

and financially struggling all this time. As a 

result of our advocacy, Shirley received over 

£30,000 backdating and was also passported 

to £1,550 Cost of Living payments which she 

had incorrectly missed out on. 

In terms of her PIP application, she was 

awarded Enhanced Rate Care and Mobility 

and received £4,000 in backdating. As a direct 

result of our advice and advocacy, she now 

has her income in order. 

Shirley states that not only has 
she been helped to gain her correct 
entitlements, but the support and 
encouragement she has been given has 
also helped to enable her to try to face 
things and not bury her head in the  
sand instead.



Community Advice Antrim & Newtownabbey 

Support in Time of Need

Mary and Harold approached the service 

with debt worries. They had combined 

debt of £23,500 and described that it 

had been like a cloud over their heads 

for 10 years. Their debts consisted of 

credit cards, loans, catalogues and benefit 

overpayments.  

Mary had left work years earlier due to 

health problems and then in more recent 

years Harold had no option but to leave 

work as Mary needed full-time care. They 

had been struggling, trying to pay the 

debts over the past few years but getting 

nowhere as interest charges were 

building up at levels they couldn’t afford. 

Harold reached state pension age, and 

they both realised they had no realistic 

way of paying back their debt; it took 

time for them to reach this stage but 

they now knew that they needed 

advice. We discussed with them their full 

circumstances, identified all debts and 

amounts owed, and drafted a financial 

statement which showed they had no 

means to repay debts. 

As a specialist and regulated debt 
advice provider with a qualified Debt 
Relief Order Intermediary, we were 
able to make an application for a 
Debt Relief Order for both Mary and 
Harold. As a result, all their debts 
have been written off and they have 
a fresh start as they head into their 
pension years. 



Community Advice Antrim & Newtownabbey 

Support in Time of Need

Catherine had received notification of an 

overpayment of Welfare Supplementary 

Payment of £700. It arose due to a delay in 

the Appeal Service informing the WSP team 

that Personal Independence Payment had 

been awarded. 

She was a cancer patient, treatment had 

stopped as it wasn’t effective and sadly 

she was moving into the palliative stage. 

Catherine and her family were focused on 

coming to terms with this so when they 

received notification of the overpayment it 

caused additional anxiety that they simply 

did not need. Catherine didn’t want her 

family to have this worry and so asked if we 

could help to sort it. Our Macmillan Benefits 

Advisers supported her and her family with 

other wraparound advice.

In terms of the overpayment, after 

exploring the reasons it occurred, it became 

clear there was no right of appeal against 

the decision to recover. We then explored 

the option to request a Discretionary Waiver 

of the decision to recover the overpayment. 

Catherine wanted to proceed with this 

so we advocated for her and submitted a 

request to waive overpayment. 

The request was successful meaning 

that no further action to recover 

would be taken. The outcome meant 

a lot to Catherine. CAAN exists to 

support people in their time of need.
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Thank you to our partners

Community Advice Antrim & Newtownabbey is Authorised and regulated by the Financial 
Conduct Authority FRN:616960  |  Company Limited by Guarantee, Registered Number 
NI32847  |  Charity Number NIC100420     www.communityadvicean.co.ukCore Funder

*Case study 
photos are for 
representation 
purposes only
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Our Aims
To ensure that individuals do 
not suffer through:

Community Advice Antrim & Newtownabbey 
exercises a responsible influence on the 
development of laws, policies and services locally

Our Values
Community Advice  
Antrim & Newtownabbey is:

Lack of knowledge of their 
rights and responsibilities;

Lack of knowledge of the 
services available to them; or

An inability to express their 
needs effectively.

Committed to a socially just, 
tolerant and pluralist society;

Opposed to all forms of 
discrimination; and

An equal opportunities employer 
and welcomes the participation 
of all sections of our community 
at all levels of the organisation.

Client
Enquiries

Awareness Events 
across the Borough 

success rate at 
appeal tribunals

Digital 
Enquiries

clients referred from Health 
Professionals through our 
Advice4Health Project

new Money 
Advice clients

clients supported 
with appeal tribunals

of clients were happy 
with the advice they 
received

88% 630 93%

1128 164 263

5243k+
Disability Forms 
completed

1526

Income generated 
for local families

£8.3m
£

22/23
year in review

HealthAdvice 4



Chairperson’s Report
Valuing and supporting our people 
to deliver for our clients is at 
the heart of strategic decisions 
made by CAAN’s Trustee Board; 
this approach has never been 
more vital than it has this year. 
Ensuring the wellbeing of our 
staff and volunteers has been 
key to navigating CAAN through 
the demands of a Cost-of-Living 
crisis and to proactively deliver an 
Advice Plus model that meets the 
needs of those struggling within 
our community. 

Delivering quality advice has led 
to many households across the 
borough being better off than they 
would have been without the CAAN 
service. £8.3million of income has 
been generated, subsequently 
supporting the local economy. 

As chairperson, I acknowledge 
the team of volunteers, staff and 
trustees that is CAAN. Through 
their dedication, they continue to 
ensure our public benefit is fulfilled; 
they pull together to ensure clients 
do not suffer through a lack of 
knowledge of their rights and 
responsibilities, or of the services 
available to them, or through the 
inability to express their needs 
effectively and equally.
 
On behalf of the board, we 
acknowledge that our achievements 
are only made possible by the 
unwavering support of our funders 
and partners, for this we extend our 
sincere gratitude. 

Geraldine Haire



Top EnquiriesMoney Matters
2022/2023 - 12 months
Reserves brought forward 

Income for the year  
Antrim and Newtownabbey Council
ANBC Social Supermarket
Public Health Agency (Northern Office)
Macmillan Cancer Support
AdviceNI – Money Advice
Oasis Care
Pensionwise
The Enkalon Foundation
Donations
Investment Income

Total

How funding was spent

Charitable Activities
Governance Costs

Total

Closing Reserves

2022
£318,253

£420,511
£149,987
£96,052
£62,260
£39,553
£6,799 
£5,850
£2,500
£945 
£94

£784,552

£793,619
£3,458

£797,077

£305,728

25%

15%

9%

6%

3.5%

4% 32%

3%

2.5%

*includes: Legal, Family, Education, Immigration

13,787 
10,765
6,514
3,833
1,756
1,504
1,235
2,489
1,195

43,078

Universal Credit 
Disability Benefits

Other Welfare Benefits
Crisis Intervention

Employment 
Housing

Consumer & Debt
Miscellaneous

Other*

Total Enquiries =



Area Manager’s Report
As a manager, a team, a service; we 
are proud of the impact we have had 
this year on the wellbeing of those 
across our community.  

Knowing the Cost-of-Living challenges 
that people faced, CAAN grasped feasible 
opportunities to increase awareness and 
develop our advice service to support those in 
need.

New innovative partnerships were created, and 
old ones were strengthened:   

•	Awareness events and pop-up advice clinics 
undertaken at unprecedented levels with 
community groups across the whole borough.  

•	New advice clinics set up in conjunction with 
local Trussell Trust foodbanks 

•	New wraparound Social Supermarket piloted 
for the borough, supporting 1,200 adults and 
children 

•	Key wraparound advice partner in new Fuel 
Bank for Newtownabbey 

•	Extension of our charitable support 
partnerships, including those with Enkalon 
Foundation, Save the Children, Northern Trust 
and Antrim and Newtownabbey Borough 
Council 

•	Shaping the future of advice across NI 
through membership of DfC’s Independent 
Advice & Debt Reference Group. 

•	Influencing change through participation on 
regional policy groups 

Advice often makes a long-term difference 
to our clients, but for CAAN to strengthen 
this support to include the immediate and 
short term, demonstrates the effectiveness 
of our partnerships. There is no doubt that 
our people know how to deliver outcomes for 
our community! In addition to the £8.3million 
we generated for clients through wraparound 
advice and advocacy, we helped to put food 
on the table for those hungry, heat in the 
homes of those cold, and connections for those 
isolated and alone.  

We are grateful for the strong partnerships 
we have with Antrim and Newtownabbey 
Borough Council, Department for Communities, 
Public Health Agency and Macmillan. It is with 
the foundation of these core services that we 
have been able to enhance services with new 
partners. My personal thanks must go to our 
trustees, our staff, our volunteers. A team that 
inspires; a team that delivers.

Lorraine Adamson



We wouldn’t 

be us without 

our wonderful, 

talented and 

dedicated staff, 

volunteers and 

trustees.



Making a differ
ence 

is what really matters to me.

The reason I c
ame to join Antrim Citizens Advice, as it w

as then, was that 

my mum had received
 help from Citizens advice

 that was really bene
ficial 

to her. So a few weeks later sh
e asked me to bring he

r down so she coul
d 

leave in something as a th
ank you. While we were in Reception, I no

ticed a 

sign saying, "
Volunteers wanted", I aske

d the recepti
onist about th

is and 

she gave me an applicati
on form which I completed and re

turned.

The Manager Valerie then co
ntacted me and explain

ed the work the burea
u did, and I w

as immediately 

interested, I 
completed the Adviser trainin

g Programme and began 
volunteering 

in the bureau
 and loved 

it, after appr
ox 12 months the bur

eau secured 
funding for a

 Hospital Advocacy worker, I appli
ed and was 

offered the p
ost.

The nature of 
the organisat

ion is that it 
relies on fund

ing and the H
ospital post w

as a 3 year funded
 post. 

When that ende
d, I was lucky enou

gh to be offe
red a role as

 General Adviser. Training oppor
tunities are 

always encourag
ed and I was able to com

plete the Tribunal Representative
 course and f

or a while I was 

the Tribunal Representative
 for Antrim CAB. I have done

 lots of other
 roles during 

my years with the 

organisation, 
I was the Senior Telephone Adviser, Advice Sessions Supervisor and

 Deputy Manager befor
e 

making the dec
ision to reduc

e my working hours 
at which point I to

ok over the W
elfare Reform role which 

is my current role
. 

Over the years
 there have b

een a lot of c
hanges. In 2016 we went through a

 merger proces
s with 

Newtownabbey Citizens advice
 then changin

g to Community Advice Antrim and Newtownabbey. At the start 

of 2020 Covid changed
 the way we work forever; 

we went from fully office b
ased to all working from 

home. The introductio
n of Universal Credit meant staff ha

d to undergo
 intensive tra

ining to enabl
e them to 

assist clients
 on this journ

ey. Throughout all
 of these cha

llenges, Management have always addresse
d any 

issues quickly
 to ensure w

e continue to
 work together 

as one team and continue
 to provide th

e high level o
f 

advice and su
pport to our 

clients that w
e are known for.

Although there
 are many things which are unre

cognizable fro
m the bureau I

 joined in 2003 the underlyin
g 

reason why I joined an
d why I continue 

to want to do this
 work remains the same, I want to do my best each 

day to provid
e holistic adv

ice to our clie
nts, to advoc

ate and/or empower clients to 
challenge dec

isions which 

are wrong, to proa
ctively look fo

r and report 
on Social Policy issues a

nd use these
 to lobby for 

change and o
n 

a basic level 
just have a p

ositive impact on a clie
nt's life, like 

my mum experienced 
all those year

s ago.



Community Advice Antrim & Newtownabbey 

Support in Time of Need

Jo (not her real name) was referred to 

Colleen as part of our Financial Inclusion 

project within the Antrim Foodbank. As a 

regular user of the Foodbank one of the 

staff members brought Jo over to Colleen 

to see if she could be entitled to any 

additional benefits.

As a single parent in receipt of Income 

Support and Tax Credits, Colleen 

established that even though all of her 

means tested benefits were in place due 

to Jo’s mental health she could be entitled 

to Personal Independence Payments (PIP). 

It was clear that Jo would fulfil the criteria 

for PIP but she did not want to apply 

as she had previous experience of the 

process and it had a detrimental impact 

on her health. With reassurance that we 

would help her through the claim she 

agreed to proceed and we supported her 

with the application. During this process 

we were able to support the client 

further with the introduction of the Social 

Supermarket and provided the client with 

6 weeks of vouchers to ease her financial 

struggle. Jo’s claim was disallowed.

With her consent we requested a 

Mandatory Reconsideration, and we 

supported it by obtaining further medical 

evidence. The decision was overturned 

and Jo was awarded the Enhanced Rate 

of Daily Living at £101 per week. On 

doing a further benefit check it became 

clear she would also now be entitled to an 

increase on her Income Support claim of 

£76 per week.

She now presents more confident 
and willing to make active changes 
with support to aid her mental 
health issues; she is no longer 
struggling financially and doesn’t 
need food packs from foodbank.



Community Advice Antrim & Newtownabbey 

Support in Time of Need

Harry (not his real name) was referred to our 

Advice4Health project by his GP in 2022 for 

help with his benefits. Harry explained to the 

Advice4Health worker Louisa that he had been 

overpaid Universal Credit and repaying this was 

causing his mental health to deteriorate. Harry 

advised that he suffered from depression and 

anxiety following the passing of a very close 

family member.

Louisa completed a benefit check for Harry and 

looked into the reasons for the overpayment. 

Louisa established that the Universal Credit 

overpayment occurred as the benefit agency  

had made an error and failed to deduct Harrys 

Employment and Support Allowance off his 

award. His Universal Credit was then reduced and 

£45 a month was taken off the client to repay 

his overpayment and other loans. In addition 

to this error relevant premiums and housing 

cost supplements were not included in Harrys 

Universal Credit calculation.

While challenging this decision we asked for 

deductions to be suspended and helped the client 

with charitable support through Foodbank, 7th 

Heaven support with pet food, gas and electric 

help through the Methodist Mission. Thanks to 

Louisas’ intervention in the case we were able 

to get the clients overpayment cancelled as the 

amount the department had underpaid the client 

in premiums was almost the same as what the 

Department said the client owed.

When discussing benefits Harry also 

explained that he had a Personal 

Independence Payment (PIP) decision that 

had been turned down in 2019. Harry 

had appealed the decision with help from 

family but were still waiting on a date. Our 

appeal representative Danielle then took 

on this part of the case. Danielle helped 

to complete a written submission for the 

client and with additional medical evidence 

from his GP, Harry was successful at 

the appeal, being awarded Enhanced 

Rate Daily Living and Standard Rate 

Mobility. This is a total of £116.85 

a week and Harry received a 

backpayment of £25,000.



Charitable Support - Advice Plus

93 families supported with £38k in 
partnership with Save The Children  

700 toys distributed to families 
at Christmas

214 households supported with 
home heating through 
partnerships

1,197 people supported 
with over £130,000 in 
food support

78 Samsung Tablets 
distributed in partnership with 
The Loneliness Network

37 referrals to 
Baby Basics

578 clients referred 
to local foodbanks

In response to the cost of living climate now more than ever we recognize the need of 
immediate support. In addition to the advice provision that supports the clients medium 
and longer term needs we have also been able to support clients with the following:



Newtownabbey
Antrim

Thank you to our partners



Community Advice Antrim & Newtownabbey is Authorised and 
regulated by the Financial Conduct Authority FRN:616960
Company Limited by Guarantee, Registered Number NI32847
Charity Number NIC100420

www.communityadvicean.co.uk

Core Funder

*Case study photos are for representation purposes only
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