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No Name
No name came to see us
Broken and confused
He had a bag of letters with him
Unopened and unused.

We listened to his stories
The tales of all his woes
Made a couple of phone calls
To the people he called his foes.

We talked about the things he could do
To get himself on the straight
How he could get some kind of control
Rather than leaving it to fate.

He came in again a few months later

A smile upon his face
Gave us a box of chocolates
To share around our place.

Anthony Smith, Volunteer Rights Guide

2017
IM

P
A

C
T



Contents
 3 Chair’s Comments

 4 & 5  Our Impact in 2017.   
Our value to Society

 6 Advice Plus

 7 Advice Line 

 8 Capitalise 

 9 CLIC Sargent Welfare Advice

 10 Advice @ Foodbank

 11 Trailblazer Project 

 12 & 13 Energy Best Deal Extra, Energy Best 
Deal, Financial Capability Forum 

 14  ROOF+ Project  

 15 The Affordability Project  

 16 Avonmore Library & Neighbourhood 
Centre

 17 Tech Talk 

18 & 19  Our Volunteer Team

 20 &21 What our Stakeholders think about us  

 22 Statement of Financial Activities

 23 Staff - Present and Past    

 24 Thanks to our Funders    

Citizens Advice 
Service Aims & 
Principles 
The Citizens Advice service provides free, 
independent, confidential and impartial advice 
to everyone on their rights and responsibilities. 
It values diversity, promotes equality and 
challenges discrimination.

The service aims:

• To provide the advice people need for the 
problems they face

• To improve the policies and practices that 
affect people’s lives.

By informing clients of their rights, we aim 
to empower the client so that they can help 
themselves.  

Citizens Advice  Hammersmith & Fulham key 
aims are;

1. To achieve Excellence - in everything that we 
do, locally and nationally 

2. To embrace innovation - to deliver an even 
more effective and sustainable service 

3. To demonstrate our impact - to show 
the positive change we make socially, 
economically and to health and well-being  
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Welcome to our 2017 impact report 
which hopefully will demonstrate 
how we endeavour to make it 
easier for people to get high 
quality advice when they 
need it, taking them from 
crisis to comfort. In this 
report you will read specific 
examples of where we have 
made this happen. 

CAHF has had another very 
busy and successful year. 
We have served an increasing 
number of clients, which has 
been helped by advice line, 
which is a national single telephone 
number. We have formed a partnership 
with five adjacent local boroughs and it has 
allowed us to deal efficiently with the numerous 
issues that have been raised with us and have 
required resolution. We have assisted clients to 
make increasing use of our information hubs, 
which has speeded up their ability to resolve 
some of their issues in their own time.

We now have in place our Business plan 
which goes through to 2020. Our three key 
aims are to achieve excellence, embrace 
innovation and demonstrate our impact. The 
latter is to show the positive change that we 
make socially, economically and to health and 
wellbeing. We live in a time of growing demand 
and depleting resources and need to adopt 
a   flexible ,responsive and resilient framework 
for development of  services and partnership 
working. The needs of our clients come first and 
we will continue to help people make better 
decisions through advice. 

Looking forward we will need to plan the 
extent of our involvement in the HS2 Old Oak 
development which will involve around 25000 
new dwellings and result in a large additional 
client base from both residents and site workers. 
Furthermore it is inevitable that new issues will 
arise post Brexit and we in Hammersmith and 
Fulham need to be ready to deal with them 

Our current funding from the local authority 
comes to an end in Spring 2018 and we are 
currently bidding for a ten year contract which if 

successful will give us stability for the 
foreseeable future. However we are 

involved in many other projects 
outside general advice and for 

this we need to continue to 
be active in our fund raising. 
Current projects include Tech 
talk, which assists people 
to  develop digital skills from 
the basics including online 
banking and budgeting. This 

is an essential skill for all 
Universal credit applications. 

Other projects cover debt 
advice, homelessness, managing 

money clubs, giving advice on 
rights in the household energy supply 

markets and many more. 

To achieve our goals we are highly dependent 
on a large team of volunteers of all ages and all 
skills. They make an enormous contribution and 
it is an asset within the Borough for which we can 
all be proud . 

We have a dedicated senior management team 
together with supporting staff that deserve 
the highest praise for both the quality and 
quantity of work that they produce. This was 
recently acknowledged following a detailed 
audit by Citizens Advice head office who gave 
us the highest rating. We were classified as 
an excellent organisation achieving full marks 
in all areas including governance, strategic 
business planning, risk management, financial 
management, people management, operational 
performance management, partnership 
management and equality leadership. I am 
extremely proud of this outcome. However in this 
fast changing world we are not complacent and 
our staff and volunteers continue to adapt to the 
changing requirements of our clients. 

Finally our success could only have been achieved 
with the continued support of LBHF and our 
other funders and partners. This support is 
much appreciated by everyone who is involved in 
running CAHF.

Tony Salem, Chair of Trustees

Chairman’s Comments 
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4 in 5
people 
experienced a big 
life change before 
coming to us

1 in 2
are not confident in dealing with 
money matters

184
staff and volunteers

£784,377
worth of donated hours by 
159 volunteers

7 in 10
people are helped to 
solve their problem

82%
of people we helped 
said advice 
improved their lives

9 in 10
rated their 
experience with us 
as good or very 
good

2 main 
locations

12,373 people 23,087 issues

1 in 3
need help in using online 
tools and servics

9 in 10
people said the 
problem affected 
their life

2 in 3
people say they had 
difficulty knowing 
who to contact or 
how systems work

Anyone can have a problem

Who we helped

How we do this

The difference this makes

Our impact in 2017
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Our Value to Society

For every £1 invested in our service in 2017, 
we generated: 

£

£1.84
in savings to government 
and public services 
(fiscal benefits)

By helping stop problems occurring or 
escalating, we reduce the need for public 
services (health, housing, out-of-work 
benefits)

Total: £1,681,242

£9.61
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: £8,807,322

£12.07
in financial value to the 
people we help (specific 
outcomes to individuals)

As part of advice, we can increase 
people’s income, through debts 
written-off, taking up benefits and 
solving consumer problems

Total: £11,053,490



Advice Plus
‘Advice +’ is at the heart of everything we do.  Advice+ assesses all clients contacting Citizens Advice 
Hammersmith & Fulham, whether in person, on the phones or by other means, and provides advice 
and casework where a specialist project is not available. Advice+ also provides supervision and quality 
control of all advice projects.  

Ben’s Story

Ben was seen by Advice+ as an emergency from our 
Avonmore reception as he had an imminent eviction 
notice from his supported Housing Association 
home, due to rent arrears of over £7000. He had 
formerly been street homeless and was vulnerable. 
We made a phone call and found out that his rent 
arrears began in 2016 when his Housing Benefit 
stopped.  He had failed to engage with the Housing 
Association or his support worker. 

We completed a N244 form for the client, asking the 
court for a postponement of the eviction. We spoke 
to the council and found out that his HB stopped 
when he claimed Universal Credit. We looked in his 
UC journal which showed payment for housing costs began in May 2017, but the client didn’t 
know this.  Fortunately he hadn’t spent it so we were able to offer an immediate payment to 
his landlord.  We also contacted the DWP to ask for an investigation as to why the housing 
costs only began in May 2017. The DWP subsequently paid the missing Housing Costs and the 
eviction order was cancelled.

www.citizensadvicehf.org.uk6
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• We helped over 12,000 residents with 
over 23,000 issues

• We achieved nearly £2m in financial 
gains for clients 

• We addressed over £3m in debts

• 5183 clients were helped with a 
detailed triage, advice or casework

• Over 7,000 clients received immediate 
help by the provision of information or 
help to look up information about their 
problem on the Internet

all other

Housing

Financial Services and Capability

Employment

Debt

Benefit and tax credits

Asian

White

Other

Mixed

Black

23%

38%
17%

3%

6%

13%

46%

13%

7%

24%

10%

all other

Housing

Financial Services and Capability

Employment

Debt

Benefit and tax credits
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White

Other

Mixed

Black

23%

38%
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3%

6%

13%

46%

13%

7%

24%

10%

Advice Categories Ethnicity of clients



 6 bureaux in West & South-West London Adviceline Group

• Hammersmith & Fulham 

• Merton & Lambeth 

• Hounslow 

• Wandsworth 

• Kensington & Chelsea 

• Westminster

Volunteers people trained 
on Adviceline across the 
partnership

•  1/3 were trained at H&F

The Partnership answered 36% of its call demand 
(30,993 calls out of 85,075), making it the best 
performing partnership nationally

• 5,669 client calls answered by CAHF, representing 21% 
of the partnership’s total (highest ratio).

• 50% get through first time

• 25% got through within 2 or 3 attempts

An additional 15% of client calls dealt with by the 
national call centres during our busiest times.

• 1,246 additional H&F clients calls answered (+22%) thanks to 
the partnership.

A further 60% of clients assisted through self-transfer to 
partner organisations and recorded information

“Partnering 
with Citizens Advice 

Hammersmith & Fulham 
to deliver the Adviceline has 

seen improved access to services 
and increased take-up of services to 

local residents by 150%. We have also 
seen very real and positive benefit as a 
result of the knowledge, best practice, 
expertise and resources which have 
been shared across the partnership”

Shirley Springer, Chief 
Executive, Citizens Advice 

Westminster

 “It is a nice 
feeling when you finish 

a call and realise that you’ve 
actually helped someone”

Ron Slade, Gateway Assessor
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Capitalise
Capitalise is CAHF’s debt 
advice project, funded 
by the Money Advice 
Service in partnership 
with Toynbee Hall as the 
lead partners.  Under this project we advise clients 
from Hammersmith & Fulham and Hounslow about 
their debt issues.  Clients self-refer by contacting 
our Adviceline or dedicated debt line. The project 
also receives referrals from Hounslow Council and 
Hounslow Citizens Advice, for clients seen in that 
borough.

Emma’s Story

Emma was a 70 year old single 
woman, in poor health, who had been treated for cancer.   
She was receiving Attendance Allowance and Pension 
Credit and had no assets or savings.  She was being 
pursued for a debt of £9048, but was very confused about 
the origins of the debt and what she had paid.  The creditor 
had already obtained a County Court Judgement.  The client 
came to us with solicitor and debt  
collector letters.  

After extensive casework to obtain relevant information and evidence we wrote to the creditor 
explaining her health and personal circumstances, and the fact that there was no realistic 
prospect of Emma being able to pay the debt off. We asked for it to be written off, and after 
some time the creditor agreed.   As a result of our intervention the client’s debt was written off, 
putting her mind at rest and avoiding additional stress and harm to her frail state of health.

• Last year we helped 688 
H&F residents

• Who had an average debt 
of £5,087 each

• We helped with a total of 
£3.4m in debt

Types of 
debt

Unsecured Loans

Water arrears

Other non-priority

Other priority

Rent arrears

Benefit overpayment and Loans

Gas / Electricity / Dual Fuel arrears

Credit Card

Council Tax

25%

5%

12%

12%
15%

6%

1%

19%

5%

“Citizens 
Advice 

Hammersmith and Fulham 
continues to be an important 

partner to the Capitalise project, 
delivering specialist debt advice to 
people who are often in extremely 

difficult financial situations. In 16/17 
Hammersmith and Fulham achieved 

104% of their target and advised on debts 
totalling over £3 million, preventing 

court action and costs to local 
authorities.”  

Paul Morden, Commissioner, 
Toynbee Hall
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CLIC Sargent
When cancer strikes young lives, CLIC Sargent helps families limit the damage cancer causes beyond 
their health. Citizens Advice Hammersmith & Fulham delivers a NATIONAL welfare advice line on 
behalf of CLIC Sargent, advising social workers, young people, and families with children suffering 
from cancer about the benefits available to them, and their rights on other issues that arise when a 
family is hit by cancer. Advice is delivered by telephone and email, and in 2018 we will be exploring 
with CLIC Sargent the use of other channels such as Skype. 

“CLIC 
Sargent knows 

that when cancer strikes 
young lives, the additional costs 

can devastate families financially. 
Our partnership with Hammersmith 
and Fulham Citizen Advice Bureau 

provides essential welfare advice helping 
young people with cancer and parents of 
children with cancer unpick the complex 
benefits system as well as negotiate with 

employers, utility companies and debt 
agencies about their rights.”  

Rachel Coomber, Commissioner, 
CLIC Sargent. 

Zain’s Story

Zain came to the UK as an asylum seeker from Iraq. His son had been 
diagnosed with cancer, and Zain was fearful that a claim for benefits, if 
he was unable to work due to care responsibilities, might affect his right 
to remain in the UK.  

We advised the CLIC Sargent social worker that a person who is 
granted refugee status or ‘humanitarian protection’ can claim all 
benefits, provided they meet the usual rules of entitlement, as can a 
family member of a person who joins them under the family reunion 
provisions as his son had done. In addition, a recent Upper Tribunal 
decision meant that the two year ‘past presence test’ no longer applied 
to refugee children. 

As a result of our advice, our client was reassured that the family would 
be able to receive any benefits needed while their son was treated, 
without jeopardising their immigration status.

Last year we advised 
CLIC Sargent users 
across the UK 
on 1,569 advice 
issues. We took 
930 calls and dealt 
with 700 emails. 
We gave advice on 
benefits worth over 
£1.1m.  90% of 
contacts were about 
benefits, 6% about 
employment, but we 
gave advice across 
the full range of 
Citizens Advice topics

Telephone from social worker

Telephone from patient

Telephone from family member

Email from social worker

Email from patient

Email from family member

25%

19%

9%

1%

46%

1%

Carers Allowance

Employment Support Allowance

Universal Credit

Personal independence payment

Universal Credit

Personal independence payment

Disability Living allowance

Working & Child Tax Credits

Child benefit

Housing benefit

Income support

12%

6%

4%
11% 6%

4%

21%

10%

3%

21%

2%

Telephone from social worker

Telephone from patient

Telephone from family member

Email from social worker

Email from patient

Email from family member

25%

19%

9%

1%

46%

1%

Carers Allowance

Employment Support Allowance

Universal Credit

Personal independence payment

Universal Credit

Personal independence payment

Disability Living allowance

Working & Child Tax Credits

Child benefit

Housing benefit

Income support

12%

6%

4%
11% 6%

4%

21%

10%

3%

21%

2%Benefit 
issues

Method of 
contact

Patient Age Percent
0-15 62%

16-18 12%

19-25 26%
Grand total 100%
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Advice @Foodbank
The Advice@Foodbank project delivers advice to foodbank users at all foodbank outlets (alternate 
Saturdays), with follow up appointments at CAHF offices, in order to 
address the underlying problems that caused the need for foodbank 
help.  The service also provides digital capability tuition and 
training to volunteer helpers at the foodbank, enhancing skills.

“We 
care deeply 

about our clients, all 
of whom are hungry or at 

imminent risk of hunger, and 
that’s why our partnership with H&F 

Citizens Advice is so important. In the 
Foodbank some of the most vulnerable 

people in our community are able to 
access immediate support and advice 

from committed CA professionals.  This 
partnership is helping us achieve our 

goal of ending food hunger.”   
Daphine Aikens, Commissioner 

& Director, HF Foodbank.

• Advice@
Foodbank helped

 407 clients with 
950 issues

• The project 
gained

 £179,879 
through benefit 
awards and 
grants for clients 
in 2017

•  We delivered 
weekly digital 
coaching 
sessions at The 
Hub foodbank.

Utilities

Other

Employment

Housing

Debt

Benefits: Universal Credit

Benefits: Legacy

38%

17%
18%

1%
2%

7%

17%

Utilities

Other

Employment

Housing

Debt

Benefits: Universal Credit

Benefits: Legacy

38%

17%
18%

1%
2%

7%

17%

Farida’s Story

Farida was a 52 year old single 
woman using the Foodbank as 
she was struggling financially.  
Despite having a number of health 
conditions she had failed an ESA 
Work Capability Assessment, and was 
having deductions from her benefit 
for rent due to her non-dependent adult 
children living with her.  She did not have 
enough money to live on after paying her rent.

Over a number of appointments and drop ins at the Foodbank we 
successfully helped Farida maximise her income - we helped her apply for 
a Personal Independence Payment, which was awarded, meaning that non-
dependent deductions were no longer applied to her housing costs.   We helped her appeal the ESA 
decision and she won this too.  Due to our assistance the client was £196.17 better off a month, and 
was no longer reliant on Foodbank help to feed herself.
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Trailblazer Project
Trailblazer is an exciting and innovative project 
delivered in partnership with Hammersmith 
& Fulham Council, with the aim of preventing 
homelessness in the private rented sector 
by providing relevant advice. Referrals to 
the project come from the Council’s Housing 
Options team, and from eligible clients seeking 
assistance directly from CAHF.

Andrew’s Story

Andrew was a 44 year old single man whose 
relationship had broken down, as a result 
of which he suffered mental and emotional 
breakdown leading to a suicide attempt. He 
lost his job and was declared unfit for work. 
After his relationship broke down he moved 
in with his parents but they could no longer 
accommodate him, or his children when 
they came over to visit. He approached the 
LBHF homelessness department as he was in 
danger of becoming homeless.  He wanted to 
remain in LBHF to maintain contact with his 
children and was referred to the Trailblazer 
Project for help in remaining in Private Rental 
Sector (PRS) 

The Trailblazer project helped Andrew obtain 
a grant towards a deposit so that he was able 
to move into a one-bedroom flat, not only 
removing the threat of homelessness but also 
improving his mental health and well-being 
and enabling him to remain in contact with 
his children.

“Citizens 
Advice 

Hammersmith & Fulham 
has been a significant contributor 
to the continuing success of the 

Council’s Trailblazer project. The project 
aims to put homelessness prevention at 

the heart of service delivery to help those 
facing a homelessness crisis. CAHF’s wealth 
of knowledge and experience complements 
the Council’s partnership arrangements to 

develop innovative new approaches to 
preventing homelessness and provide 

services over and above existing 
provision.”  Shelly Musa, 
Project Manager, H&F 

Trailblazer

45
clients
seen

150 
issues 

dealt with

£15,000 
in financial 

gains

Homelessness 
prevented for 

20 private rented 
sector households, 

23 ongoing
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“Citizens 
Advice considers 

Hammersmith and 
Fulham an excellent provider 
in the delivery of the Financial 

Capability Forum Network. Their 
able management and innovative 
approach to the delivery of forum 

has been critical to its success”

Christy McAleese
Money Advice Development 

Manager, Citizens Advice

Forum
We held 3 Forum 

meetings focussing 
on key areas such as New 
State Pension (from DWP) 

and digital banking technology 
(from Barclays’ Digital Eagles) 
as well hosting talks by major 

funders including Big 
Lottery Fund and Trust 

for London.

Energy Best 
Deal

Group training is delivered 
by our experienced 

Financial Capability Volunteer 
Trainer team to a range of 

organisations throughout the 
borough. The sessions give 

guidance to vulnerable customers 
and front line workers raising 

awareness of savings energy 
consumers can make and 

the support available to 
those struggling to 

pay bills.

Energy 
Best Deal 

Extra
Delivering one to one 

advice to those experiencing 
energy-related problems 
such as problems paying 
fuel bills, dealing with the 

energy suppliers, switching fuel 
providers and maximising 

income.  

Financial 
Capability 

Forum
The forum boasts over 200 organisations across 

18 boroughs in London and meets 3 times a year, 
bringing together key local and national players 

to exchange good practice on financial 
capability, do joint work, and stimulate 

new initiatives in their area.

EBD
In 2017 CAHF 

delivered a total of 20 
Energy Best Deal sessions to 

community groups in LBHF and 
adjacent boroughs. A total of 204 

people attended including 23 front 
line workers. These generated 27 

requests for follow-up  
1 to 1 Energy Best Deal Extra 

appointments with our 
energy advisers.
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Mark’s Story

“I went to an EBD session because my electricity bills were really high 
even while I was away on holiday. In the session they explained ways 
of making savings and switching supplier. I explained what was going 
on at home and they said a qualified adviser could look into my case. 
She then arranged a referral for me to have another appointment at 
Citizens Advice which she said is called Energy Best Deal extra (EBDx). 

Anyway, I thought why not, so I went to the appointment. They made a 
long call to Eon on my behalf which included booking an appointment 
for an engineer to do some tests. Anytime I tried to do this myself in 
the past, I never seemed to get anywhere. Eventually, an engineer 
came round to check my meter and confirmed I was right about 
watts clocking up when electricity was switched off but couldn’t give 
an explanation as to why. Citizens Advice also told Eon to send me 
information about the Warm Home Discount Scheme which I’m now 
in the process of applying for. This will give me £140 discount off my 
winter bill, which on a low income will help me a lot. They said to come 
back if the bills are still looking too high or if I need help filling out the 
forms. I’m really pleased that I went along to the EBD session which 
gave me the confidence to ask a bit more. I also feel less stressed since 
the EBDx appointment which made Eon take my complaint  
more seriously.”

EBDx Enquiry Areas

Utilities & communications

Other

Housing

Housing

Debt

Benefits, tax credits,
Universal Credit

3%
2%

59%

8%

4%

24%

Energy
Best Deal

Extra

Energy
Best Deal

Financial
Capability

Forum

Utilities & communications

Other

Housing

Housing

Debt

Benefits, tax credits,
Universal Credit

3%
2%

59%

8%

4%

24%

Energy
Best Deal

Extra

Energy
Best Deal

Financial
Capability

Forum

Energy 
Best Deal 

Extra
Delivering one to one 

advice to those experiencing 
energy-related problems 
such as problems paying 
fuel bills, dealing with the 

energy suppliers, switching fuel 
providers and maximising 

income.  

Financial 
Capability 

Forum
The forum boasts over 200 organisations across 

18 boroughs in London and meets 3 times a year, 
bringing together key local and national players 

to exchange good practice on financial 
capability, do joint work, and stimulate 

new initiatives in their area.

EBDx
172 clients 

seen in 2017 
with £12,341 in 
financial gains.
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ROOF+ 
Project

Advice Issues

Benefits Universal Credit

Other

Housing

Financial services and capability

Debt

Benefits and Tax Credits

7%

27%

23%

4%
9%

30%

Benefits Universal Credit

Other

Housing

Financial services and capability

Debt

Benefits and Tax Credits

7%

27%

23%

4%
9%

30%
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Ruth’s Story

Ruth was a single parent with three 
dependent children, living in a Housing 
Association property. She had been on 
Income Support, which stopped when her 
youngest child turned 5. As a result, her 
Housing Benefit and Council Tax Support 
also stopped, she incurred rent arrears 
of over £2000 and had been issued with 
a Notice of Seeking Possession, meaning 
that she and her children were at risk of 
becoming homeless.  

We advised Ruth to make a new claim for Job Seekers Allowance, as she could not apply for 
Universal Credit as UC does not support claims when there are three or more children.  We 
helped her make a backdated requests for CTS and HB, which were successful. She received 
£1848 in backdated HB, significantly reducing her rent arrears. Her Council Tax arrears were also 
cleared and homelessness avoided.  

‘ROOF’ stands for ‘Renters, Owners, Occupiers 
and Families + Advocacy.  The project delivers 
advice, casework and advocacy in case of court 
proceedings to tenants and other occupiers on 
their housing-related problems.  Advocacy is 
provided by HF Law Centre.  

The Project also delivers training to frontline 
staff and service users in other organisations 
on housing rights awareness and financial 
capability.  

• Over 358 clients received one to one advice 
from CAHF on their housing  issues.

• Over 200 clients were helped by H&F Law 
Centre

• 623 service users and 235 front line 
workers received training on financial 
capability and housing-related information.



AFFORDABILITY

The Affordability Project is funded by the 
London Borough of Hammersmith & Fulham 
to assist in reducing corporate debt and 
avoid the economic and social costs of 
homelessness, by providing benefits advice 
to Council tenants in rent arrears and Council 
Tax debtors.  Referrals to the project come 
from Council rent officers, and from Council 
tenants seeking advice directly from CAHF.

The Affordability 
Project

Anna’s Story

Our client was a single woman living in a council 
property.  She had to leave the UK for 6 weeks 
to see her terminally-ill brother before he 
died.  Despite informing the council that she 
would be away temporarily, after her return her 
Housing Benefit was terminated causing a large 
overpayment, rent and Council Tax arrears.   

We helped our client gather evidence and 
wrote to the Housing Benefit office to request 
a reconsideration. We liaised with the recovery 
team and requested that the Council Tax debt 
was put on hold pending the outcome.

As a result of our intervention, Housing Benefit 
and Council Tax Support were reinstated and 
backdated. The overpayments were cleared, 
her rent account went into credit.  In addition to 
this we submitted a ‘Watersure Plus’ application, 
assisting our client to get a 50% discount on 
her water bill.  Her position was considerably 
improved, her home no longer at risk, and her 
debts to the council were cleared.

“The 
Affordability 

Project assists our 
residents with maintaining 

their tenancy. This project provides 
both excellent advice and customer 

service. Even when residents are 
just referred for rent arrears, Justyna 
will always ask if they have any other 

concerns, thus acknowledging all 
needs and supporting where possible, 

to deliver holistic advice for all 
residents.” 

Iesha St.Hilaire, 
Commissioner, LBHF.
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Project Outcomes
• 150 clients seen

• 860 issues

• £668,000 in backdated and ongoing 
benefits gained for clients.



As well as one-off events such as our summer Bake Off challenge and Christmas Carols and 
Choir celebration, we host and hold regular events such as Read and Relax and a monthly 
digital themed Coffee Morning.

Our monthly coffee mornings average over 20 attendees and in April the Online Jargon theme 
prompted many to want to learn more about the Google suite. This resulted in a 2nd monthly 
group working through elements of Google including Gmail, Google Maps and Google Chrome.  

Avonmore Library and Neighbourhood Centre 
is More Than a Library, offering Library Services, Information Hub and Cultural and  
Social Events

In 
2017 

we held 36 
events with 886 

attendees.

225 
new books 

added to our 
collection

Over 
5,000 

sessions on 
our 6 public 
computers

Over 
3,500 
book 

issues

Our 
Library 

Volunteer team 
delivered nearly 
4,000 hours 

across 2017 worth 
£68,000

1665 
people used 

our Information 
Hub to inform and 

resolve the issues they 
were facing across themes 

including Your Home, 
Your Money, Goods 
and Services, Family, 
Education, Job Search 

and Benefits.
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TechTalk 
monthly 

coffee mornings 
address digital themes 

including Online Health, 
Online Safety, Scams, Wills 

and Power of Attorney, 
WhatsApp vs Facebook 

and Amazon vs 
Ebay.

TechTalk
A free 1-to-1 support service for residents to learn digital skills. Support is delivered by a team of 
volunteer Digital Champions. Residents learn everything from keyboard basics to banking or  
socialising online.

Colin’s Story

Colin had been introduced to Learn My Way before 
but had nobody to show him how to use it and find 
the best modules to help him. On his first visit to us 
in Avonmore Library in May 2017, we showed him 
how to access the Learn My Way on his tablet. 

Since then, he has been in for regular 1-to-1 
sessions and TechTalk group workshops. He was 
delighted to be shown how to sign up to Facebook 
by our young Digital Champions and uses Facebook 
to stay in touch with his family who are impressed 
that he has “arrived in the modern age!” He enjoys 
sharing his digital knowledge in group workshops 
and his feedback is always positive. He told us that 
TechTalk has given him more confidence online, 
using the internet and email, understanding digital 
jargon and using social media. He has found 
information himself on benefits, employment and 
how to use his new smart phone. He said he always 
feels comfortable to ask for help at Avonmore 
Library when he needs it.

30 digital 
champions 

support 
residents from

our 
Citizens 
Advice 
offices

H&F 
Foodbank

185 people 
signed up to www.
learnmyway.com 

using our centre code 
3455684
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Our 
Volunteers
Across the year 159 
volunteers delivered 
support to residents in 
10 different roles. Our 
volunteers are highly 
skilled and multi talented. 

They do us PROUD 
every day in delivering 
every aspect of our 
service.

65+

55-64

45-54

35-44

25-34

U-25

Black Caribbean

Black other

Chinese

Indian

Pakistani

White Irish

Pefer not to answer

Other mixed

Black African

White other

White British

Age of new volunteers 2017

Ethnicity of new volunteers 2017 

ASSESS

TRAIN

EDUCATE
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• We recruited 59 volunteers 
in 2017, 25% fluent in a 
2nd language.

• 10% of new volunteers 
were disabled.

• 42% of those leaving 
volunteering went into full 
time work / study.

• Our volunteer turnover rate 
reduced from 59% in 2016 
to 31% in 2017.

• Our volunteers stay with 
us for an average of 20 
months.

• Our longest serving trustees, 
Liz and Hugh, have been 
with us 16 years and our 
longest serving front line 
volunteer, Rachel, celebrates 
10 years with us in January 
2018.

ADVISE

RESEARCH

SUPERVISE
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“Your 
service is 

very helpful 
to people who 

are helpless and 
voiceless. There is 
no alternative to 

your service. “

“Your 
service is 

wonderful and 
irreplaceable. 
Thank you so 

much.”

“I 
want to 

thank a special 
lady that helped and 

listened to me, when I did 
not have a voice. She gave 
me a voice my confidence 
and dignity back. Thank 

you C A B Shepherds 
Bush for all your 

support.”

“The 
multiculturalism, 

the training session, 
the e-learning, 

the people/staff/
volunteers, the 
campaigns, the 
fairness and the 

unity.”
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      What  do our
STAKEHOLDERS 

think  about 
            us ?

We asked our CLIENTS what they think 
about our Service: 

97% happy with access to our services
99% happy with the overall service 
received through advice, 
information and support

96% would recommend the 
Service

And we asked our STAFF 
and VOLUNTEERS what 
was the best thing about 
working for us:

81% would recommend CAHF 
as a place to work or volunteer

68% thought CAHF has an exciting 
future

80% found their work challenging, 
stimulating and rewarding

“The 
opportunity 

to work hard 
within a well-

managed work place 
to support customers 

with a high volume 
of challenging and 

wide-ranging 
issues”

“Having 
the chance 

to enable others 
to take control of 
their lives - even 
if only in small 

ways”.



“Highly 
valued referral 

partner who helps 
support our role into 
supporting residents 

into work or 
training.”
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      What  do our
STAKEHOLDERS 

think  about 
            us ?

We asked our PARTNERS what they valued 
the most about our partnership:

87% satisfaction with overall effectiveness 
of partnership working

83% satisfaction with level of 
communication and engagement 

We asked the 
COMMISSIONERS of 

our Services to provide one 
highlight of working with us:

“Their 
engagement 

with local small 
groups like us. One 
of the few outward 

looking CAB’s we 
are aware of.

“Willingness 
to try new 

ways of working, 
engagement with 

the charity and 
our values.”

“The 
general 

competence 
and engagement 

of the 
organisation.”

“Clear  
communication;  

delivery  
commitments are 

honoured; quality of 
service; high quality 

management  
and staff”

Prompt 
communication and 
notification of any 

concerns. Transparency 
regarding operations 
and innovative ideas 

implemented to improve 
service provision.”



Notes Unrestricted 
funds

£

Restricted 
funds

£

2017 Total 
funds

£

2016 Total 
funds

(as restated)
£

Income from:
Donations

2 -
2,850

Investment income:
Interest receivable 100  100 166

Rental income
Sundry income

7,500
3,999

-
-

7,500
3,999

10,000
3,999

Charitable activities: 
Service level agreements with local 
authorities and similar bodies:
   - General advice and information
   - Training and advice projects
   - Money advice projects
   - Health advice projects

3

488,167
54,000

248,343
-

802,109

 
125,608

23,924

149,532

488,167
54,000

373,951
23,924

951,641

428,922
54,000

369,868
23,924

893,729

Other income
Miscellaneous income 6,849 - 6,849 5,033

Total income 808,959 149,532 958,490 898,762

Expenditure on:

Charitable activities
General advice and information
Training and advice projects
Money advice projects
Healthe advice projects

Total expenditure 4

 
550,251

48,707
165,542

-

764,500

 

144,609
22,294

166,903

550,251
48,707

310,151
22,294

931,403

 
509,057

54,000
311,523

23,926

898,506

Net income/(expenditure) for the 
year
Movement on Provisions
Net income/(expenditure) 

Transfers between funds

Net movement in funds
Total funds as at 1 April 2016

11

44,458

(1,657)

42,801
1,016

43,817
191,805

(17,371)

-

(17,371)
(1,016)

(18,387)
18,387

27,087

(1,657)

25,430
-

25,430
210,192

256

(81,072)

(80,816)
-

(80,816)
291,008

Total funds as at 31 March 2017 235,622 - 235,622 210,192

The statement of financial activities has been extracted from the trustees’ report and financial 
statements of the charity which were approved on 15 November 2017
A copy of the full report and financial statements can be obtained from the registered office

Statement of financial activities (including an income and 
expenditure account)
For the year ended 31 March 2017

www.citizensadvicehf.org.uk22

Hammersmith & Fulham                Impact Report 2017



Staff – Present and Past 
TRUSTEE
Tony Salem – Chair
Nick Sanderson – Vice Chair
Richard Jarvis – Treasurer
Cllr. Lisa Homan, Cllr. Wesley Harcourt, Cllr Joe Carlebach, 
Hugh Macmillan, Elizabeth Kawonza, Geoff Pope, Claire Lardner, Vanessa Farnell
 
EMPLOYEES
Simi Ryatt – Chief Executive  
Richard Goodman – Head of Service Development, Phil Storey – Head of People, 
Mickael Verain- Operation Manager, Fre Tekeleab – Finance Manager, Ivy Lewis – Head of Resources

Advice Session Supervisors –Margaret Magnusson, Lydia Vonwyler, Rebecca Lough 
Training Supervisor/Digital Inclusion Coordinator – Jaya Lalwani 

Project Workers – Adefolake Adegbola, Fiona Cooke, and Nicki Crown, Lena Ahmed – Capitalise Debt Advice project, Justyna 
Smarszcz – Affordability Project, Alan Blackett – CLIC Sargent Telephone Advice Worker, Sarah Drinkell and Angelina Doyle– 
Food Bank workers, Rex Okpodu – Trailblazer project, Chris Marsh – Training coordinator Financial Inclusion projects, 

LEAVERS
Emma Gray – Generalist Adviser, Sayeed Rahman – Healthier Homes project worker, Charlotte Sinclair – ROOF+ project 
worker, Andrea Muller – HIV Outreach, Andrew Hansard and Alicia Harries - Capitalise Debt Advice project, 
 June McEnroe – Finance Manager 
 
VOLUNTEERS
Adviser/Supervisor Aileen Hughes, Nan Rogers, Jane Da Vall, James Craig

Adviser/Supervisor &  Rachel Attwell
Campaigns

Advisers Ann Cole, Chloe Jones, Jane Charlton, Catherine Manning, Gregory Smyth, Noushin Pasgar, 
Sharon Sandhu, Rex Okpodu

Trainee Adviser  Angela Grant, Euan Gorrie, Grazyna Ryder, James Taylor, Paul Howard, Phil Flanders, 
   
Trainee Adviser - Gateway Akembila Mbela, Alessia Tucci Randall, Alison Curtis, Christine O’Neill, Fariha Bhatti, Gesine 

Oostendorp Ali, James Doheny, Lamar Lawrence, Linda Merrifield, Lora Burnett, Lucy Fisher, 
Naomi Edokpayi, Nick Nolan, Polly Foley, Ron Slade, Sarmila Bose, Timi Awoniyi, Vaniessa 
Dennison, Hamed Kesington, Hayley Kwan, Helen Glasson, Honor Fitzgerald, Lauren Tucker, 
Katy Simitzi, Alfani Ndayishimiye, Helena Kuras, Steven Wisdom, Susanna Mitolo,Demet Rikabi, 
Rama Tawiah, Adaeze Odunukwe, Declan Higgins, Adrien de Lamotte, Chinare Austin, Donna 
Phillips, Chloe Hampton, Dina Aragaw, David Humphreys, Khaldan Ferguson, Iftikhar Ahmad, 
Lara Ideo, Jack Crisp, Rachid Chentouf, Syeda Sultana, Maria Gull, Mikal Dobbs, Miriam Ojo, 
Amin Dehnavi, Ashey Seetal, Younis Mageit.     

         
Rights Guide Alicia Boyar, Anthony Smith, Debra Frahn, Jo Page, John Doherty, Sarah Nabirye, Stuart Hood, 

Susie Jolly, Teresa Kelly, Yanique Gordon, Suprina Mann, Natasha Rajnauth-Chaplin, Tina 
Farodoye, Yvette Williams, Unza Khan, Katrina Lavender, Shan Veillard-Thomas, Abbi Omisore, 
Bill Khan, Anna Brysina, Anna Magryta-Urban, Evelyn Yu, Eugenia Mirabella, Dee Ramsay, 
Graham Henderson, Geraldine Galbraith, Romina Melis, Rosy Levy, Malika Shah

Rights Guide/
Campaigns  Jo Page

Campaigns   Jo Harrison, Sahra Ismael, Mitali Sen, Ramesh Kanabar

Office Assistant Eileen Lewis, Farnaz Shakouri, Joshua Dennis, Mubarek Azmach, Aicha Massini, Flora Ofori, 
Hannah Koubayssi, Hawo Ali, Oviri Clarke, Sylvia Ndebele, Raymond Annor, Flora Ofori  

Finance Volunteer  Benedict Odone 
   
Financial Capability Trainer Andy Webb, Ann Newman,Babara Tysome,Brigitte Ahtuam,Chi-Hung Foo, Chris David,Daniel 

Schaffer, Ewa Zak, Martyn Pauling,Mike Smyth,Olivia Freeman,Oliver Ribert, Paula 
Brackenridge, Richard Chilton, Richard Rooney, Theresa Ezekpo, Trevor Broadbent, Vassiliki 
Stavrou, Wieslawa Sobczyk, Zenobia Tata, Sacha Green, Steve Thomas, Adeloa Adegbembo, 
Anita Shargall, Angela Williams, Anne McMahon, Bernadette Ricahrdson, Dimitry Blasi, Emma 
Swinton, Ezinne Okenabirhie, Guy Hutchinson,Larry Brown, Lisa Chung, Joseph Eyali, Pat 
Sucher, Shruti Maken, Stacey Lamb, Susan Walby, Matthew Cyrus, Win Win Myint, Tania Lewis, 
Sabrina Williams, John Szymanowski        

 
Data Analyst  Lisa Chu, Edward Barlow
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Thanks to our Funders 
Citizens Advice Hammersmith and Fulham is a local charity and we 
are dependent on a variety of funding sources.  We could not help the 
people that we do without the support of our funders.

How to Contact Us
For any NEW problem (except debt)  CALL 0300 330 1162      
10am – 4pm Monday - Friday 
(Calls charged at normal landline rates and included in mobile bundles)

For NEW enquiries about DEBT only  CALL 020 313 76295      
10am – 3pm Monday - Friday 

You can visit our Information Hubs for Information Only between 
10.00am and 5.00pm Monday - Friday: 

You can also email us for advice at anytime: advice@cahf.org.uk 

For more information about services,  
visit our website: www.cahf.org.uk 

Charity registration number:  1054505

Company Limited by Guarantee:  3160526

Authorised and regulated by the Financial Conduct Authority.  FRN: 617622 

Follows us: 

@CAHFservice

www.facebook.com/citizensadvicehf


