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About Us
Our charity helps residents to resolve their 
problems by providing free, expert advice 
you can trust.

Advice is administered via phone, email or 
when circumstances allow, face-to-face from  
5 offices across Bath & North East Somerset.

We also use evidence of the challenges our 
clients face to campaign for positive legislative 
changes that improve the lives of vulnerable 
residents.

The service is provided through the tireless 
efforts of our volunteers, the expertise of 
staff, the generousity of funders and the 
amiable cooperation of partners.

Every local Citizens Advice is an independent 
registered charity, responsible for raising its 
own funding.

Our Trustees
We are grateful to our voluntary board 
members for their efforts over the last 
year, during an extended and ongoing 
period of change for our charity.

David Jacklin
Interim Chair

Tim Saunt
Honorary Treasurer

Mike Roe

Sue Lindsay

Susan Callar

David Smith

Our Volunteers
It cannot be said enough just how much 
we appreciate our volunteers. This has 
been especially true since the pandemic 
began. Lockdown closures robbed our 
volunteers of so much.

For our volunteer advisers, remote working 
means they can’t see clients’ reactions when 
telling them that the debt, benefits or other 
issues have been sorted out. The really 
important social aspect of volunteering has 
also been hindered and volunteers have had 
to learn how to use a range of new tools to be 
able to help people in new ways. 

All of this, they have taken in their stride and 
that’s enabled our charity to continue to be 
there for residents during such a difficult time 
for everyone. 

So, to all of our volunteers, from the front 
line advisers to the back office admin team 
and the board of trustees, and everyone in-
between, we say a heartfelt “Thank you.”

Volunteers and staff enjoying a brief moment of socialising after the 
lockdowns were ended.
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Our Aim
Our charity is determined to create 
a fair and equal society, providing an 
independent, impartial and confidential 
service that people can trust.

The advice we give is and always will be free 
so that no matter the circumstance, our 
clients will have the information and support 
they need when facing difficult situations.

Click here to 
Volunteer

These are just some of the things 
you can get from volunteering 
with our charity.

• Learn new skills.

• Become an expert adviser or 

help us with marketing, admin, 

fundraising and more.

• Create a better, fairer society.

• Change people’s lives.

• Join a team that cares.
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I was very excited 
and honoured to 
be offered the role 
of CEO at Citizens 
Advice BANES. My 

family and I have 
been considering a 

move to the area for 
some time and this opportunity 
came at an ideal time for us.

This is the fourth Citizens Advice 
service I’ve worked in and as ever, I am 
so impressed by the range and depth 
of the advice that we give and the 
positive impact we have on so many 
people’s lives. At Citizens Advice BANES 
we have a number of successful and 
award-winning teams and are clearly 
well regarded by B&NES Council, by 
our local funders and across the local 
community.

Of course, we face many challenges 
in the coming months, particularly in 
this uncertain economic environment 
and with increasing demand for good 
advice. One of those challenges is the 
expected funding loss from the Money 
and Pensions Service (MaPS) for debt 
advice and from the DWP for the Help 
to Claim service at the end of March. 

However both sources of funding are 
relatively small and we are fortunate 
that our debt team is also funded by 
The St. Johns Foundation and Wessex 
Water, so we will be able to continue to 
offer face-to-face debt advice to local 
residents beyond March.

I will be overseeing the continued 
internal and external enhancements 
that our service is delivering. 

Implementing the recommendations 
from our internal communications 
audit should produce improved 
outcomes for all stakeholders and I’m 
looking forward to the results. 

Our Kickstart advisers are also enabling 
us to do more outreach work and this 
new facility will prove vital for those 
residents who have trouble accessing 
our service or who don’t even know 
that our service exists.

I’ve really enjoyed my short time 
working for the organisation, meeting 
our staff, volunteers and trustees and 
getting a better understanding of how 
our organisation responds to local 
advice needs. I would like to thank 
everyone I have met so far, for making 
me feel so welcome in this new role.

Simon Lawson
Chief Executive Officer

It’s never a dull year 
at Citizens Advice 
and we’ve had 
one of our most 
eventful I’ve ever 

experienced. 

As the Acting Chair, I’d like to extend 
my thanks to my fellow board 
members for their tireless efforts and 
in particular, for their help in recruiting 
Simon Lawson as our CEO and 
recruiting our new Chair. 

Over the last 3 years, thanks to a lot of 
effort by everybody involved, we have 
seen the charity turnaround from a 
situation where it was struggling to a 
position where we can build on our 
undoubted successes. 

Now that our financial stability 
has been restored, I am sure that 
Simon will help drive the ongoing 
development of the service as we 
hopefully enter a post-Covid era.

His experience in running other 
Citizens Advice offices along with his 

ability to identify opportunities that 
complement our objectives were key 
in our decision to appoint him and the 
board is optimistic about his tenure. 

I would also like to extend my thanks 
to the staff and volunteers who kept 
everything going while the process of 
recruiting a new CEO took place. 

This has been an extraordinary 
period for all of us and the team is to 
be commended for their focus and 
dedication on delivering the service to 
our clients, ensuring that everybody 
could get the help and advice they 
needed when they needed it.

The astounding service we have 
provided to the community has helped 
to establish us as a vital resource for 
the residents of Bath&NES.  We should 
all be rightly proud of what has been 
achieved this year and be confident in 
the pursuit of our objectives as we look 
to the future.

David Jacklin
Chair of the Board of Trustees (Interim)

Chair’s ReportCEO’s Report
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Income and Expenditure for the last 6 years
Year 31/03/2016 31/03/2017 31/03/2018 31/03/2019 31/03/2020 31/03/2021

Income £603,870 £522,669 £463,374 £480,073 £488,188 £718,879

Expenditure £686,891 £563,552 £538,057 £492,860 £485,576 £594,521

Surplus/ 
(Deficit)) £(83,021) £(40,883) £(74,683) £(12,787) £2,612 £124,358

£120,000

£80,000

£40,000

£0

- £40,000

- £80,000
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My last report started 
with the words  
“We enjoyed a  
very stable year”. 
This year has 

 turned out to be the  
complete opposite.  

We’ve said “Goodbye” to too many 
volunteers to name them all over the 
last 18 months. Some had contributed 
their time and knowledge for many 
years. I’d like to thank them for all their 
help and support in the comparatively 
short time I’ve been here. 

On multiple occasions, we nearly 
reopened our face-to-face service, 
but were thwarted by events beyond 
our control. As such, the majority of 
the team are still operating remotely, 
assisting +4000 clients (up to October) 
with a wide range of issues. 

We said “Goodbye” to two very 
experienced Supervisors as Desna 
and Jane said au-revoir (in Jane’s case 
after the longest 2-year notice period) 
and said “Hello” to 3 new members of 
the Supervisor team in Natalie, Sue & 
Beth. We also said “Goodbye” to Fiona 
as our debt supervisor in February 
only for her to return to us once more 
in September to provide support 
to the new Debt Team funded by a 
combination of St Johns and Wessex 
Water Foundation.  

Our Bath Mind partnership continued 
into another year helping clients make 
sense of the benefits system, however, 
Partick handed the baton onto Polly 
Lovelock this year to continue this 
excellent work into the future.  

Karen and her team supported 
by Macmillan, The MS Society and 
Dorothy House didn’t miss a beat in the 
transition to home working, continuing 
to provide their time to clients in some 
of the most difficult situations. The 
team received widespread acclaim 
from Macmillan both for the way 
it seamlessly transitioned to home 
working but also as the highest 
performing partnership for client 
outcomes in England generating 
more than £2m in additional financial 
support so far this year.  

Gill, Graham & Emma in the appeals 
team have maintained a 95% success 
rate in overturning DWP decisions on 
behalf of clients, once more putting 
more than £1m of declined benefits 
into client’s bank accounts.  

Finally, after eight months of trying, 
in July we added Rhianna, Elijah and 
Lucie to the team using the Kickstart 
scheme. The three of them have 
embraced Citizens Advice with massive 
enthusiasm (Elijah’s dance class will 
live long in the memory) and thanks to 
Christine’s intensive training they are 
now making a massive impact on the 
rota supporting helping us with much 
needed additional capacity as the non-
medical impact of Covid starts to bite.  

Finally, I would like to finish with my 
favourite number 11,855. The number 
of hours our volunteers committed to 
helping us deliver our service in 2021.
Thank you all!

Richard Yates
Operations Manager

Operations Report

Debt continues to be 
one of the biggest 
problems our clients 
face. 

Forbearance through 
FCA guidance, 

reduced bailiff action, 
and suspension of repossession 
action were all effective in supporting 
clients who faced reduction or loss of 
income during the pandemic, but as 
these measures end, we are seeing an 
increase in creditor action, including 
repossessions.

We took pre-emptive steps to meet this 
and with the help of the local St John’s 
Foundation and national funding from 
the Money and Pensions Service, we’ve 
trained four full-time debt advisers. 

We’ve also worked closely with local 
partners to create the Homelessness 
Partnership. This enables us to identify 
those threatened with homelessness, 
and quickly provide the help they need 
through specialist intervention.

All our new caseworkers have achieved 
or are working towards the Institute 
of Money Advisers’ professional 
qualification in money advice. So, 
clients will benefit from the very best 
advice.

However, national funding for face-to-
face debt advice is being reduced. We 
are looking at ways of increasing local 
funding through partnership working, 
including taking money advice out to 
the community through local foodbank 
outlets.

Fiona Monk
Debt Team Supervisor

Debt Team Report

Lucie, Elijah and Rhianna progressed through our Kickstart career development 
programme and are now fully qualified advisers.
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We have seen an 
improvement 
in Business 
Development from 
2020 to 2021.

Lockdowns and a lack 
of marketing resources 

hindered our plan to focus on 
corporate and regular donor channels 
up until early 2021.

Simultaneously, frenetic partnership-
building and indistinct strategic 
objectives stymied efforts to align 
business activities with aims.

However, in April, we concentrated 
on maintaining and developing our 
existing, successful partnerships. In 
particular, we’ve expanded our ongoing 
energy voucher scheme to reach 
people in communities that may not 
have easy access to support.

We’ve also expanded our mental health 
welfare rights service. Many residents 
are suffering from financial worries and 
we aim to help more of them.

We are exceedingly proud of the work 
we have achieved with our partners. 
Our thanks go to Bath & North East 
Somerset Council, Bath Mind, Dorothy 
House, Energy Redress, Healthwatch 
BANES, Keynsham, Paulton and 
Westfield Councils Macmillan Cancer 
Support, MaPs, Medlock Trust, Mind, 
National Lottery, Postcode Lottery, St 
John’s Foundation, Trussell Trust, Virgin 
Care, WECA, and Wessex Water for 
their support.

Our gratitude also goes to BANES3SG, 
Bath Building Society, Bath Spa 

University, Roper Rhodes and Stone 
King for supporting us through this 
difficult period where we’ve dealt with a 
convoluted leadership change and the 
challenges of the pandemic.

Though lockdowns prevented us from 
running big fundraising events, we still 
received contributions from regular 
donors, which we greatly appreciate.

In the middle part of 2021, we steadied 
the ship. Now, we’re anticipating 
continued growth with well-defined 
strategic objectives and an expanded 
Business Development team thanks 
to our Kickstart career development 
programme. This has enabled us to 
focus on more than one revenue 
stream at a time, reducing pressure on 
staff and increasing revenue potential. 

In the past, objectives were largely 
defined by the needs of residents, 
arguably relegating the needs of other 
stakeholders. 

In 2022, we are taking a holistic 
stakeholder approach, aligning 
efforts across the business to meet 
wider stakeholder needs and create 
efficiencies and better outcomes in all 
areas. 

Plans are also in motion to implement 
a CRM system to manage our funding 
pipeline, along with an improved online 
donation experience.

Douglas Eason
Business Development & Marketing 
Manager

Business Development Report
Staff taking part in a Black 
History Dance tutorial as 

part of Black History Month.

As part of Black History Month, 
we hosted a talk by human rights 

activist Natasha March.

We updated our website 
to create an improved 

user experience.

Towards the end of 2020, Gill 
Bottomley, leader of our Volunteer 

Benefits Appeals team, won a Citizens 
Advice Volunteer of the Year: Change 

Champion award.
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A Spotlight on Digital Poverty

We’re encouraging 
organisations that are 
undertaking digital 
transformations to:
•   Do risk assessments that consider 
    wider impacts of digital transformations.
•   Design their digital transformations to 
    include in-person support, because 
    people in Digital Poverty often need 
    in-person support.
•   Ensure that people in Digital Poverty  
    aren’t penalised for not being able to  
    access digital services.

What is Digital Poverty?
We’ve identified Digital Poverty as the exclusion of people 
from joining in digital aspects of life and society due to a 
lack of finance, skills and/or connectivity.

What is the impact of Digital 
Poverty?
1.   Missing out on increased earnings of  
      3%-10% through acquiring digital skills.
2.   Less chance of finding work or even looking 
      for work.
3.   13% higher costs of shopping on the high 
      street vs online.
4.   Increased loneliness due to less 
      communication with family, friends and  
      the community.
5.   30min longer for each in-person 
      transaction with banks and government 
      services than using online services.
Ref. ONS 2019: Exploring the UK’s Digital Divide

Visit our website to read the full 
presentation and download slides

Marketing got a shot 
in the arm in 2021 
thanks to some 
significant changes 
in the charity.

Issues around 
confusing business 

objectives and minimal marketing 
resources in 2020 and early 2021 were 
overcome in the middle part of 2021 as 
we started to build a foundation for the 
department.

The addition of a Kickstart Marketing 
Assistant and a volunteer has enabled 
us to focus on multiple projects at 
once and deliver far more for the 
organisation in the latter part of the 
year.

Replacing our website has given us 
a professional online face, with an 
improved user experience that allows 
us to more easily engage with new 
audiences. As a result, our website is 
no longer just used to check when face-
to-face services are open. 

Despite Covid-19, we had a number 
of events. For Black History Month, 
we held an online Black History dance 
tutorial, a talk on Loss of Culture and 
Afro-Indigenous Spiritualism by human 
rights activist Natasha March and 
discussed Why I’m No Longer Talking 
To White People About Race in an 
online book club.

We also held an in-person event as 
part of our campaign to create positive 
change on the issue of Digital Poverty. 
Towards the end of the year, we 
launched our Instagram account, which 
has taken off. Metrics are also positive 

for all of our social media channels and 
the website.

In the early part of 2022, we intend 
to continue building the foundation 
of the marketing department. This 
will involve upskilling our team, 
implementing more tools like an 
integrated website payment platform 
and a CRM system that will enable us 
to form firmer relationships with our 
supporters. We also aim to deliver 
the recommendations from our 2021 
internal communications survey. 

We anticipate that this investment 
in our marketing department and 
changes to how the different areas of 
our business collaborate will greatly 
improve outcomes for all stakeholders.

Douglas Eason
Business Development & Marketing 
Manager

Marketing Report
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Join our marketing and 
fundraising team.

• Boost your CV while you 

learn skills in marketing and 

business development.

• Take part in fun events.

• Support a team that is making 

a better, fairer society.

• Help change people’s lives.

Click here to 
Volunteer
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Coronavirus has 
caused a number 
of challenges, 
changing how 
clients access our 

service and what 
issues they are 

bringing to us.

Changing issues
In R & C, we investigate unfairness. One 
of the main effects of the pandemic 
was that problems faced by our 
clients were generalised throughout 
the country.  Problems with furlough 
and Universal Credit (UC) claims were 
experienced everywhere. We feed 
our research to national Citizens 
Advice to highlight difficulties and 
lobby for improvements at a national 
level. Although we did not manage to 
persuade the Government to maintain 
the increased UC “uplift” introduced 
in the emergency measures, the 
Government did make some beneficial 
changes to how UC is calculated so that 
some people in work won’t be much 
worse off.

What’s next? 
Our volunteers are already gathering 
information and case studies to use to 
persuade the Government to respond 
better, especially for those who are not 
able to work and who have lost £20 per 
week with no opportunity to recover it.

Digital Poverty
New channels for people to seek advice 
rapidly opened, but we were very 
concerned about the loss of the old 
channels. Some people responded to 
the new channels and got the advice 
they needed, but others simply did not 

seek help at all.  We identified almost 
150 clients who were potentially in this 
situation and the vast majority had not 
contacted us. More worryingly, only 
5% contacted us in some way when we 
wrote to them.  

What next? 
With the easing of lockdown 
restrictions and with the helpful 
emergency measures disappearing, 
now is the time to speak to this 
disadvantaged group to find how best 
we can help to ease the barriers they 
might have in seeking much-needed 
advice. We will use the information 
to campaign for all services, not just 
ours, to be fully accessible to everyone 
regardless of their ability to pay for and 
use digital devices.

Sian Francis
Research & Campaigns Supervisor

Research & Campaigns ReportHow does Digital Poverty impact everyday life?

Help with Universal Credit claims is a regular need for our clients, because the DWP 
insists that you have to access your account online. We feel that this represents a 
digital offset of staffing costs, not digital transformation.

During Covid-19 lockdowns, we found that digital poverty exacerbated situations 
for a number of our clients. Here are some more specific examples of how digital 
poverty impacts people’s lives.

Home-schooling
Susan, a single mum with three children, 
had to try and home-school her children 
using one mobile phone. 

The children being in different age groups 
meant that Susan had to download a 
significant amount of coursework onto 
the phone and then try and teach it to her 
children using the 

small screen.

This was 
further 
complicated 
by Susan 
not being 
able to 

afford an internet connection and having 
an awful mobile phone signal at her 
home. 

Downloading all of the material on her 
phone greatly increased her mobile 
phone bill, pushing her into even more 
debt and making digital access even 
harder to attain. 

Thankfully, with the mobile phone placed 
on a window sill, between Susan in her 
living room and a social housing officer 
sitting in the garden, a member of our 
debt team was able to speak to both of 
them and give Susan the help she so 
desperately needed.

Habitual, non-lockdown, digital issues also exist at a local level. 

Domestic abuse
Ruth’s husband controlled her finances 
and wouldn’t let her own a mobile phone. 
Her child had cancer and without a 
mobile, she couldn’t support services or 
get help in her domestic situation. 
 
Thankfully, a care worker treating her 
son’s condition managed to raise the case  
through Wiltshire Citizens Advice. They 

forwarded the 
case to us and 
we were able to 
help her access 
the benefits and 
support she 
needed.

Parking fines
A disabled client did not have the digital 
skills to access a blue badge on the local 
council’s website, but needed to utilise 
disability parking spaces. 

When she got a parking fine, she also 
had trouble filling in the online form to 
challenge the penalties.

As a result, non-payment penalties 
increased and bailiffs threatened to take 
her possession if she couldn’t pay the 
enhanced fee.

She was able to come to us and we are 
working to get her appeals submitted to 
avert bailiff action.
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Join our research and 
campaigns team.

• Uncover the truth about 

legislation and unfair practices 

that ruin the lives of vulnerable 

people.

• Learn skills in researching, 

analysis, reporting and 

campaigning.

• Make a difference to society.

Click here to 
Volunteer
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I’m delighted that 
despite all of the 
upheavals of the 
pandemic, our team 
has maintained its 
95% success rate 

in 2020/21, again 
beating the average of 

70% across other offices.

Clients have also received over 
£1million in previously denied benefits. 

The Appeals Team consists of volunteer 
specialist caseworkers, who represent 
clients in Welfare Benefit Appeals 
heard by HM Courts and Tribunals 
Service. 

The majority of appeals are concerned 
with entitlement to disability and 
sickness benefits but there are various 
other types of DWP decisions that need 
to be challenged.

The initial complications of remote 
working during the first lockdown were 
exacerbated by the Tribunals Service 
scheduling hearings at very short 
notice instead of the statutory 14 days.

However, at an online meeting with 
judges in April 2020, it was agreed that 
this was unreasonable and a minimum 
21 day notice period was agreed upon 
and has been applied since.

During the pandemic, the Tribunal 
Service has pressed ahead with plans 
to create a complete digital journey for 
appeals which has meant that we are 
now better informed about where each 
appeal is in the system.

Until recently, the Appeals Team has 
operated somewhat independently 
from other departments, but we are 
looking forward to the implementation 
of a more collaborative approach to 
working across the whole charity. 
We anticipate that this will improve 
outcomes from clients and enhance 
our case handling.

Gill Bottomley
Volunteer Appeals Team Leader

Volunteer Appeals Team Report

Gill Bottomley and Graham Annand from the Volunteer Benefits Appeals Team

Training was no 
different to 
everything else in 
life when Covid-19 
appeared and we 

had to make some 
considerable changes, 

developing a remote 
training approach and then moving 
back to face-to-face training when 
lockdowns were lifted.

This presented a number of challenges, 
such as some trainees being trained 
individually rather than as part of a 
cohort.

Remote training also meant that we 
lost the informal learning opportunities 
that occur when tricky cases are 
discussed. Never-the-less, we adapted 
to using more technology, such as 
Office 365, Teams and Zoom and our 
February group of trainee advisers 
were the first to be trained remotely.  

We recruited and trained three 
new Session Supervisors to support 
advisers. This was a radically, proactive 
step for our service, where previously 
supervisors were acquired through 
promotions or recruitment from other 
offices, something that is increasingly 
harder to do. 

In late July we recruited and trained 
three Kickstart trainees as advisers. 
Following a comprehensive training 
programme, equivalent to the 
volume of an ‘A’ level, and undergoing 
assessments, they are now advising 
on the full range of issues our service 
covers. 

During the lockdowns we instigated 
short, two-hour Bite-Size Learning 
Sessions on Zoom for our experienced 
advisers, to keep up to speed with 
fast-changing situations. These proved 
useful and have been continued.

Our training offering has had to 
be responsive and flexible to deal 
with new demands and a changing 
environment. Some of our new ways of 
working are definite ‘keepers’ and for 
some situations and subjects remote 
learning is really the best option but 
learning completely remotely is a tough 
gig and nothing beats being in the 
classroom with real people.

Christine O’Leary
Training Supervisor

Training Report
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Helping a family through a difficult time
citizens
 advice 

Bath &
North East 
Somerset

What difference did we make?
Facing a cancer diagnosis is an overwhelming challenge in 
itself, before undergoing chemotherapy or surgery. Add 
on the frustration of benefits claims, concerns of future 
finances, and caring for a newborn, and you have a truly 
worrying situation.

We took away Matt and Amys’ financial worries so they 
could focus on making the most of the time they had 
together, and we’re keeping our promise to Matt to help 
his family now that he’s moved on. 

How did we help?
Before Covid-19 restrictions, Matt, Amy and Scarlett met with 
Karen, who runs our specialist team who help people suffering 
from chronic or life-limiting conditions. Together they worked 
out a plan for how the family’s finances would change as his 
condition developed. 

Then, we helped Matt to claim all the benefits he was entitled to 
and gave the family remote support whenever they needed it, 
throughout lockdowns.

After Matt died, we kept our promise to him and continued 
to help his family. We were always there to listen and helped 
Amy move onto benefits in her name, and claim bereavement 
benefits and a funeral grant.

During this time, Amy applied for Universal Credit. Her anguish 
was compounded by an online form that did not cater to those 
who were recently bereaved. The form forced her to identify 
as ‘single’, rather than ‘widowed’. We reported this social policy 
issue to the DWP who are looking into it. 

We continue to offer Amy and the children our support in 
whatever way we can.

Why were we needed?
Several months after being assured by a GP that the pain 
in his arm and shoulder was ‘nothing serious’, Matt was 
diagnosed with cancer. At the same time, Matt and his 
fiance, Amy, became aware that Amy was expecting a baby. 

Amy and Matt’s plan to be married and buy their first home 
was upended by the devastating news of Matt’s diagnosis. 
Instead, Amy, Matt and Amy’s daughter Scarlett had to 
embark on a very different and difficult new path. 

Matt’s condition prevented him from working and the 
money he’d saved for a housing deposit had to be spent 
on cancer care. His diagnosis also made it hard to get a 
mortgage.

Matt and Amy asked for help with the combined matters of 
Matt’s diagnosis, their complicated financial situation, and 
how Amy, Matt’s stepdaughter Scarlett, and the baby would 
manage once Matt was gone.

Shortly after the couple married, Matt succumbed to 
cancer, leaving a widow, a daughter, and a tiny baby 
behind. 

You can support our charity or find out more about 
the services we provide by visiting our website

www.citizensadvicebanes.org.uk

If you have an issue you’d like help with 
call our Adviceline
(Freephone) 08082787897

Mon to Fri 9.30am – 2.30pm

Our branch’s Macmillan Welfare Rights team is 
funded by Macmillan and aims to create better 
outcomes for clients and their families during the 
most difficult times.

Helping a family get 
through a difficult time

CS MT/03/21

Follow our story:

You can contact the Macmillan Welfare Rights 
Team directly, by calling: 01225 303819
The team works with the NHS and other 
health sector organisations and receives 
additional funding support from:

Cancer, The big C, 
COVID, The forgotten 
C….

While we continue to 
operate remotely in 

most cases, it is great 
to be providing some 

face-to-face support again.

I’m proud that we didn’t retreat behind 
the common Covid-19 phone message: 
‘Due to the impact of COVID we are 
only dealing with emergencies so 
please visit our website. ‘

We’ve continued supporting clients 
throughout and helping them access 
3rd party services who have shut their 
doors or retreated to a web-based 
service, acting as their voice when we 
see that they are being disadvantaged. 
Covid-19 has all too often been an 
excuse for poor service when clients 
are at their most vulnerable and need 
support more than ever.

The financial impact of cancer 
diagnoses and income reductions due 
to furlough or lost jobs have further 
complicated referrals to our service. 
Late diagnosis or delays in treatment 
have sadly meant that nearly half of 
referral clients have a palliative or 
terminal diagnosis.   

Employers see employees with cancer 
as easy targets when they need to 
reduce staff numbers so many are 
seeking our advice when this issue 
arises.

Many clients have been traumatised 
by not having a loved one with them 
when they receive their diagnosis, are 
unable to have family to visit or suffer 

delays to their treatment. We are not 
counsellors but we can, and do, listen 
and often that is enough for the client 
to feel valued.

Against this backdrop in the last 
12months, we have helped 330 
clients with 1,095 issues generating 
£1.2million in financial outcomes 
to help them keep warm, pay their 
rent and afford to get to hospital for 
appointments. 

Though the team performed a small 
miracle in moving to remote working 
in just a couple of days in March 2020, 
it has proved far more complicated to 
return face-to-face operations now that 
lockdowns have been lifted.

Never-the-less, the team has gone 
above and beyond. We could have 
closed, arguing that it was too hard 
to adapt to Covid-19 hurdles, but 
instead, this crisis has cemented our 
determination to continue supporting 
our clients in the face of whatever life 
throws at them and us.

Karen Gough
Macmillan Welfare Benefits Team 
Supervisor

Macmillan Welfare Rights Team Report
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https://www.citizensadvicebanes.org.uk/cancer-money-problems/
http://www.citizensadvicebanes.org.uk
http://www.citizensadvicebanes.org.uk
https://www.facebook.com/CABBANES
https://twitter.com/BanesCAB
https://www.linkedin.com/company/citizens-advice-bath-nes
https://www.youtube.com/channel/UCsnq-pDrLIZ8-SzNoQIOAiQ
http://Macmillan Welfare Rights Team Report


2021 Impact Report
Lockdown isolation 

and reduced face-to-
face support have 
caused mental 
health deterioration 

amongst our client 
group. 

The completion of disability benefit 
assessments over the phone, rather 
than face-to-face, may have caused 
more claims to be refused. 

As a result, vulnerable clients with 
inadequate support networks are often 
alone when navigating the maze of 
bureaucracy involved in challenging 
benefit decisions. Understandably, 
many have felt unable to proceed 
and have given up on their claiming 
journey.

Thankfully, the brilliant Bath Mind and 
Citizens Advice Bath&NES partnership 
has responded well to the challenges 
presented by Covid-19. Since January 
2021, I have collaborated closely with 
mental health support colleagues to 
provide a telephone-based benefits 
advice service, enabling clients to 
access quality support at any stage of 
their benefits ‘journey’; from making an 
initial claim up to being represented at 

tribunal hearings.

This close working partnership has 
also benefited staff in both charities as 
cases can be handled more effectively 
and in good time.

We have been able to achieve some 
amazing results for our clients 
at appeal, with some substantial 
backdated awards of disability benefits 
which would not have happened 
without the input of the Bath Mind 
Welfare Rights team.

We are also seeing great results in 
decisions being overturned before 
the tribunal stage, which is a direct 
reflection of the quality of work we 
produce.

The ongoing financial impact of 
Covid-19 is going to result in more 
people having depression and other 
related poor mental health issues. 
Regardless of whatever restrictions 
are implemented, we will continue 
to adapt and ensure that the most 
vulnerable in society have a voice and 
are empowered to challenge wrong 
and discriminatory decisions.

Polly Lovelock
Bath Mind Welfare Rights Case Worker

Bath Mind Welfare Rights Team Report
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of savings for the NHS 
due to fewer clients 

needing doctors

2021 Impact Report

clients had 2 or 
more physical or 

mental health 
issues

1 in 5

£10,061
average size of 

debt issue per client

Every £10 donated to Citizens Advice Bath&NES 
created £175 of financial outcomes for clients

£10 £175

Improved clients’ wellbeing, productivity 
and societal participation creating 

public value worth... 
£13
million

£20,000 of debt advice 
provided every day

250
hours of   

dedication 
and 

expertise  
donated 

every week 
by our  

volunteers 
in the 

process of 
helping 
others.

79%
debt problems solved

£280,000

13,000
client issues 
dealt with

56% year on year increase in 
client water and sewage 
debt issues

How did we give 
advice to clients?

Phone
Email
Letter
Other
In-person

60%
21%
13%
4%
1%

90%

81%

85%

75%

would 
recommend us

were satisfied or very satisfied 
with how their advice request 
was handled

were satisfied or very 
satisfied with the support 
they received

found it easy or very easy to 
access support

Client surveys revealed:

citizens
 advice 

Bath &
North East 
Somerset
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http://Bath Mind Welfare Rights Team Report
https://www.citizensadvicebanes.org.uk/wp-content/uploads/2022/01/2021-impact-report-infographic.pdf


Financial Statements

19 20
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citizens
 advice 

Bath &
North East 
Somerset

Citizens Advice - Bath & North East Somerset is a trading name of Bath & 
District Citizens Advice Bureau

Charity Registration Number: 1025392
Company Registration Number: 2845028 England.

Information Commissioner’s Office Number: Z5780324

Thank you to our supporters


	About Us
	Our Volunteers
	CEO’s Report
	Chair’s Report
	Operations Report
	Debt Team Report
	Business Development Report
	Marketing Report
	A spotlight on digital poverty
	Research & Campaigns Report
	Training Report
	Volunteer Appeals Team Report
	Macmillan Welfare Rights Team Report
	Helping a family get through a difficult time
	Bath Mind Welfare Rights Team Report
	2021 Impact Report
	Financial statements
	2021 Impact Report
	Our Supporters
	About Us
	Our Volunteers
	CEO’s Report
	Chair’s Report
	Operations Report
	Debt Team Report
	Business Development Report
	Marketing Report
	A Spotlight on Digital Poverty
	Research & Campaigns Report
	Training Report
	Volunteer Appeals Team Report
	Macmillan Welfare Rights Team Report
	Helping a family through a difficult time
	Bath Mind Welfare Rights Team Report
	2021 Impact Report
	Financial Statements
	Thank you to our supporters

