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We are Citizens Advice Welwyn 

Hatfield 
 

We are here for everyone. 

 

We provide free, confidential and independent advice to help people 

overcome their problems. 

 

We work to fix the underlying causes of these problems.  We are a 

voice for people on the issues that matter to them. 

 

We value diversity, champion equality and challenge discrimination. 

 

 

 

 

  



Note from Chief Executive and Chair 
 

We can all face problems that leave us wondering where to turn and 

what to do next. At Citizens Advice Welwyn Hatfield (CAWH) we 

believe that everyone, whoever they are, and whatever their 

problem, should have access to good quality, independent advice.  

 

We live in times of change and uncertainty. This has led to a greater 

number of people coming to the drop-in service. In the past, we 

considered 20–25 people a busy drop-in session. It is now not 

uncommon to see 40+ people who need help.  

 

This year has seen us getting ready to deliver the Universal Credit 

Help to Claim service and to help people with their applications to 

the EU Settlement Scheme. We also joined the ASK Routine Enquiry 

programme to encourage clients to disclose gender-based violence 

and abuse. It is already having an impact on the number of people 

talking to us and receiving help. 

 

Looking ahead, our main challenge remains having enough income 

to meet the demand for advice locally, particularly as several of our 

contracts are close to expiring. Over the coming months, we will be 

looking for funding to avoid reducing services at a time when we 

need to be doing the opposite. We’re also focusing on finding ways to 

offer a multichannel service to clients that means that they can get 

the help they need in the way which best suits them. 

 

Thanks to all our volunteers, staff, funders and partners for their 

continued support. You make CAWH a service to be proud of.  

 

 

 

Debbie Rixon     Charles Trinder  

Chief Executive      Chair                                                          

  



Our Strategy for 2020: 

 
  Make it easier to get advice 

  Be more influential 

  Be even more effective and sustainable 

  Be a multi-channel, seamless service to clients 

  

 

 
                                                                                                                                             

 

 

Meet Alec 
 

Alec* is Romanian and Deaf. He can only sign in Romanian Sign 

Language and cannot speak or read English. He was referred to the 

British Sign Language (BSL) Advice Service for help. Communication 

was an issue, so the BSL Adviser used Google Translate to 

communicate along with hand gestures.  

 

Alec wanted help looking for employment. Alec didn’t know how to 

use a computer and didn’t know what Universal Credit was. The BSL 

Adviser helped him to make a claim for Universal Credit. The BSL 

Adviser also encouraged Alec to join the Hatfield Deaf Club to 

socialise with other local Deaf people and learn BSL. As a result, Alec 

will start a job in the next few weeks and has developed the 

confidence to be more independent.  
 

 

*Name changed to protect identity. 

  

“Your help enabled me to feel more confident about planning 

my life for the future. Many thanks!” 

CAWH client 



Our Impact  
 

8 out of 10 people solve their problems with our help. 4 in 5 clients 

say that our help improved their lives in such ways as reducing their 

stress, improving their physical health or improving their finances. 

 

Our wider social value can also be seen in the way we bring local 

people together. Our 58 active volunteers donate over 300 hours per 

week, worth over £320,000 per year, and are committed to helping 

people with a wide variety of issues. 

 

 

 

 

 

The financial value of Citizens Advice Welwyn Hatfield to society, 

according to Treasury- approved figures1, amounts to: 

 

Total 
£1.4 million 

£3.11 

in savings to government and public services (fiscal 

benefits) 

By helping stop problems occurring or escalating, we 

reduce pressure on public services like health, housing 

or out-of-work benefits. 

Total 
£6.7 million 

£15.05 

in wider economic and social benefits (public value). 

Solving problems improves lives – and this means 

better wellbeing, participation and productivity for the 

people we help. 

Total 
£7 million 

£15.75 

in value to people we help (financial outcomes 

following advice) 

As part of advice, we can increase people’s income, 

through debts written-off, taking up benefits and 

solving consumer problems. 

                                                           
1 As set out in the unit cost database published by New Economy as part of the impact model we 

use. 

We provided advice, support or information to 5,970 clients face 

to face or by telephone with 17,359 problems. 

 

 



Meet Raymond 
 

Raymond* came to us for help. “I’m not that great with reading and 

writing and it makes life very difficult. I was swamped with bills. They 

kept coming in but I couldn’t always understand what they were 

telling me, which was the most important and when they needed to 

be paid. It was really stressful and I felt completely alone.” 

 

“My adviser worked with me to figure out a way forward. She showed 

me how to file my letters by the company and in month order. She 

also helped me mark my payment dates on a calendar to make a 

schedule. She gave me a food voucher to help me in the short term 

and put me in touch with partner organisations to help me feel less 

alone. She also telephoned the local Council and arranged for my 

rent to be paid directly to my landlord. I know that Citizens Advice is 

there for me. Everyone from reception staff to the advisers are 

amazing, I can see the light at the end of the tunnel.” 

 
*Name changed to protect identity 

 

 

 

 

 

   
    

   

  

  

Our Money Advisers dealt with client debt of £3,199,285 last 

year. 

127 clients 

were given 

food vouchers 

in 2018/19. 

69 gas and 

electricity top-

ups issued in 

2018/19. 



Local Advice Trends in 2018-2019 
 

The top 5 issues people came to see us about in 2018/19 were: 

 

 
 

We know problems affect lives and how 

best to help 
 

We start by recognising why we are needed in the first place. 

Problems have a severe impact on people’s lives so they need our 

help to solve them: 

 

 Problems can be unexpected 

 People sometimes have difficulty knowing who to contact or how 

systems works 

 Some people aren’t confident about taking action on their money 

matters and need help to use online services, forms and tools 
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Getting to the root of the problem  

 

Some problems are too difficult to solve through 

advice alone 
 

As well as giving advice we work to solve the underlying problems 

that our clients face. We know about the wider issues that contribute 

to problems for people in society. We use that insight, along with 

wider evidence collected by our policy experts, to show government 

and organisations how they can make things better for people. 

 

 

 

 

 

 

 

 

 

 

 

 

 

Universal Credit  
 

This year we have seen an increase of over 300% in problems raised  

about Universal Credit claims. The 6-week waiting time between 

making a claim and receiving the first payment was causing 

significant hardship and threatened homelessness.  We helped to 

effect change by contributing evidence to a national campaign. In the 

autumn of 2018 the Chancellor announced changes to UC designed 

to reduce waiting time to the first payment. 



Mary’s Story 

 

Mary*, a single parent of two children, struggling with poor physical 

and mental health asked us to help her with understanding her 

immigration status and her high level of rent, council tax arrears and 

personal debt. 

 

Mary’s only income was Personal Independence Payment. The 

arrears had built up as a result of a deterioration in her health and a 

forced reduction in working hours. 

 

We identified that Mary hadn’t supplied enough evidence to support 

an application for habitual residence.  We helped Mary to challenge 

the decision and to provide more supporting evidence. Mary’s 

habitual residence was granted giving her eligibility for means-tested 

benefits. 

 

We helped Mary to make a Universal Credit claim, and organised 

alternative payment arrangements based on her improved income. 

We worked together and made budget savings and challenged 

energy suppliers for errors in their billing. We were successful with 

personal grant applications that paid off Mary’s waste water charges 

and have helped to cover the costs of school uniforms and 

sportswear.  The children are now receiving free school meals. 

This freed up some budget allowing Mary to increase the repayments 

of the priority debts. Mary now has some financial stability while she 

searches for suitable working hours. 
  

*Name changed to protect identity 

  

30 housing issues 

were raised, through 

the drop in services, 

every week. 



More ways to support more people  
 

Clients raised an extra 2,751 debt-related problems compared to the 

previous year. This represents a 31% increase. In total, we have seen 

an increase of 23% across all enquiry areas. We recognise the need 

for us to extend the ways in which we can help people to access our 

services and get help to move forward. 

 

Webchat and Digital Content 

 

We have improved our digital advice and tools to help our staff and 

volunteers to advise clients. We have introduced a “triage” process to 

our drop-in service to help manage the increase in demand.  

We help clients via webchat and the telephone with their Universal 

Credit applications and are planning to extend our webchat service 

to cover the most sought after subjects and emerging issues. 

 

Access to Justice 
 

We help people to access the justice system and have a busy law 

clinic that is supported by local law firms who offer pro bono advice 

to clients.   

 

We also attend the court desk in Hertford on the first Wednesday in 

every month to help unrepresented clients understand their rights 

and help them to find a way forward. We are looking to develop our 

work in this area. 

 

Mediation 

 

We dealt with an additional 2,000 issues that required access to 

mediation services for disputes, such as neighbourhood 

disagreements, anti-social behaviour, relationship break ups and 

contract breaches. 

 



Most of these issues were dealt with by our advisers, who advised 

clients of their rights and responsibilities. Where appropriate, they 

also negotiated with third parties in order to seek a resolution to the 

dispute. 

 

We plan to develop our services in this area and are actively 

encouraging more partnership working with our local authority and 

local mediation services. 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

Homelessness was prevented for 311 

households through our 

Homelessness Prevention Project. 

This year, we have already prevented 

200 households from becoming 

homeless.  



Thank you to our Funders 

  
  

 

 

 

 

 

 

 

 

Grants were received in 2018/2019 from: 
 

 Hertfordshire Community Foundation 
 Wellfield Trust 
 Citizens Advice 
 No. 1 Hatfield Community Centre 
 Welwyn Garden Housing Association 
 North Mymms Parish Council 
 Salisbury Pool Charity 

 

  



Treasurer’s Report 
  

While some funding during the year ended 31st March 2019 was 

lower than the prior year, other sources of funding were obtained 

with the result that income increased by 8% while expenditure was 

7% higher than the previous year. Thanks to the hard work and 

dedication of the management, staff and volunteers, these financial 

results produced a surplus higher than had been anticipated in the 

budget. 

 

Funding comes from a variety of organisations including Welwyn 

Hatfield Borough Council and Hertfordshire County Council. Our 

sincere thanks go to all our supporters, acknowledged below, who 

enable us to continue to provide services to local residents including 

help with debt management, benefits and a variety of problems. 

Details of the projects our funders support are listed on page 12. 

 

Funding can be provided for different lengths of time – a year, 

eighteen months or longer – which means that obtaining renewed 

and new sources of income is an ongoing task. In order to provide as 

many services as possible, funding is required to cover our fixed core 

costs and special projects. 

 

On request, a copy of our statutory accounts can be made available 

from our Chief Executive. The independent examiner’s report is 

unqualified. A statutory audit is not required. 

 

 

Jackie Giberti 

Treasurer 

 


