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During the lockdown our services were needed 
more than ever. In the first eight weeks 2.23 
million new claims for Universal Credit across 
Great Britain were made by people who became 
unemployed, had their hours reduced or were 
furloughed – up from around 400,000 if the 
pandemic had not occurred. Understandably 
immediately after lockdown client contacts fell 
– while new services and procedures for safe 
working were developed and equipment for 
homeworking distributed to staff. It is a significant 
achievement that by the second and third 
quarters client contacts – without face-to-face 
services – had nearly returned to pre-pandemic 
levels. I am particularly proud of the staff for the 
innovation of a text and ring back service – saving 
clients with money problems from the anxiety 
of call charges. By the end of the year 24,743 
telephone calls had been made accounting for 
66 per cent of all client contacts. These included 
3661 initial contacts via Worcestershire Adviceline 
and 3023 call backs to clients after initial contact 
by text, voicemail and email, that were completed 
by our volunteer advisers.

Across all our service centres in Worcester and 
Herefordshire some of the notable achievements 
by our specialist advice services over the last 12 
months include: 

• 1355 clients claiming Universal Credit received 
advice and assistance making their claim 
through the ‘Help to Claim’ service funded by 
the Department for Work and Pensions.

• Student volunteers from The University of 
Worcester Law School provided specialist 
advice and assistance on welfare benefits to 
131 clients resulting in financial gains of over 
£750,000. 

• Between October 2020 and March 2021, 61 
individuals received help with housing casework 
at the county court from our lottery funded 
caseworker and law student volunteers. 

• Working in partnership with three other 

Citizens Advice in the region to help deliver the 
national Pension Wise service. Each year nearly 
80,000 advice appointments are delivered to 
people aged 50 or over in defined contribution 
schemes with a customer satisfaction rate of 
over 95%. 

• 855 new clients received face-to-face debt 
advice (funded by the Money Advice Service) 
resulting in debts of more than £900,000 being 
written off or rescheduled 

• Across Worcestershire and Herefordshire, 685 
clients with a cancer diagnosis, their families 
and carers received welfare benefits advice 
(funded by Macmillan Cancer Support) with 
total financial gains of nearly £2.9 million. 

• 258 single people at risk of homelessness 
received advice and assistance; 90 of 
these were helped to settle into suitable 
accommodation, 81 of whom were housed in 
properties managed by SmartLets or through 
provision of a guarantee bond in lieu of a 
deposit. 

As always, we are grateful to our funders and 
volunteers who make all of this possible. Last 
year we recruited and trained 36 new volunteers 
across both sites. In total 119 volunteers 
contributed approximately 28,000 hours of work 
to the charity, roughly the equivalent of 14.5 full 
time posts or nearly £500,000 per annum.

A special mention is deserved for Worcester 
Municipal Charities CIO (WMC) who continue to 
fund our core activities and provide us with rent 
free premises – in total equivalent to around 
£230,000 annually. In addition, we receive 
fees of £30,000 to manage 39 units of WMC 
accommodation for the single homeless which 
help to fund our other services to the homeless.   

Sam Lister
Chair

Report by the Chair
This has been a year like no other and a real baptism of fire for our new chief executive – Geraint 
Thomas. The week before it started, we went into lockdown and face-to-face advice had to be 
suspended and new ways to deliver our services be developed. The challenges were immense but 
Geraint, the management team, the staff, and volunteers all responded magnificently to the challenge. 
On behalf of the board, I wish to express my sincere thanks. 



 Annual Review 2020-2021 5

We completely reorganised our working practices to not 
only make changes in the delivery of our advice services, 
but also to restructure our Information, Technology and 
Communication resources to allow staff and volunteers to 
work from home. These changes were put into place across 
all our services in Worcester, Herefordshire and surrounding 
areas. We therefore operated a remote service in Worcester 
and Herefordshire via telephone advice, ‘text and call back’ 
and email services, delivered by our volunteers and staff from 
their homes. 

In Worcester our volunteer advisers also contributed to 
the Citizens Advice Worcestershire Advice line staffed by 
volunteer advisers from all Local Citizens Advice across the 
county of Worcestershire.

The speed with which we were required to undertake such 
a major restructure of our services and working practices 
was unprecedented and I am aware that we could not have 
done this without the goodwill and commitment of all our 
volunteers and staff.

During the year we had up to 45 volunteer advisers on a rota 
providing supervised telephone advice directly to clients and 
making referrals to our specialist services featured in this 
year’s Annual Review. 

We also recruited 25 new advisers in Worcester (including 9 
students who helped clients at court access a remote housing 
court desk service) and 11 in Herefordshire, all of whom we 
trained remotely, as a result of our staff adapting our training 
to ensure we maintained our volunteer numbers. 

In total during the year 12,243 individuals have benefitted 
from our services. This was very close to the previous year’s 
figure (12,692 individuals in 2019-2020) and was achieved 
despite the major changes that were made in the way we 
deliver services due to the Covid-19 pandemic. If we include 
dependents, spouses and partners, this figure of 12,243 
individuals rises to over 25,000 people. 

In addition, the number of clients with a disability and/or 
long-term health condition has reduced slightly to 40.5% of 
all clients when compared to previous year’s figure of 42% of 
all clients as more clients who were in work needed advice 
due to the economic challenges of Covid-19. We dealt with 
13,127 individual enquires during the year resulting in around 
28,877 contacts made with or on behalf of clients including 
telephone contacts and those made via letter, email and face-
to-face contacts. Over 27,000 separate issues were recorded, 
with 55% of these relating to the 3 advice areas of Benefits. 
Housing, and Employment. Debt and Financial Capability also 
represented a significant area of advice representing 22%.

Our work with single homeless people also continued to have 
a significant impact in Worcester City and surrounding areas.  
We provided advice and support which helped 90 people to 

secure and settle into suitable accommodation.  Of these, 81 
were housed in properties managed by SmartLets or through 
the provision of a deposit guarantee bond.

Our partnership with Worcester Municipal Charites has 
continued to provide good quality, affordable, and stable 
long-term accommodation for single homeless people in 
Worcester. Worcester Municipal Charities handed over 
two additional new self-contained flats to be managed 
by SmartLets during the year and at the end of the year 
Worcester Municipal Charities confirmed that their largest 
development to date 25 flats at Stillingfleet House in 
Worcester would be completed in July 2021. 

As a result of most of our services being delivered by 
telephone and our clients encountering more complex 
problems, our staff and volunteers found that the time each 
client needed to receive help with their problems increased 
during the pandemic.  Mindful of this, we successfully made 
an application for Covid-19 funding from the National Lottery 
Community Fund.  This funding enabled us to maintain and 
increase staffing levels to meet the demand for advice during 
the pandemic.  This funding included a budget for employing 
additional temporary staff to deliver specialist advice in 
Benefits, Housing and to support clients who needed some 
casework to deal with third party agencies to resolve their 
problems in other advice areas. This service was operated 
alongside our core service to ensure we helped as many 
clients as possible in Worcester and Herefordshire. 

We were also supported during the year by the charity Crisis 
who funded a project to enable us to maintain and increase 
our capacity to meet the challenges of coping with the 
greater risk assessments and health and safety assessments 
needed to support single people to access accommodation – 
particularly shared accommodation.

None of this additional funding and the delivery of these 
additional services could have been achieved without 
the support of our local funders for our core services in 
Herefordshire and in Worcester.  In Worcester, the support 
we receive from Worcester Municipal Charities and our 
work in partnership, which is featured in this review, has 
been essential in ensuring our Worcester core services are 
maintained each year.  

I am pleased that, despite all the challenges, we have 
been able to maintain all our core and specialist services 
throughout this year. I look forward to meeting the challenges 
we face in 2021-2022 and aim to continue to deliver and 
develop the full range of our services throughout the year to 
ensure we can continue to have a positive impact on the lives 
of our clients and the wider community as a whole. 

Geraint	Thomas
Chief Officer

Report by the Chief Officer
At the start of the year we were already one week into the first lockdown of the Covid-19 pandemic.  As a result, we 
suspended our scheduled face-to-face advice appointments, drop-in, outreaches and SmartMove appointments in 
both Worcester and Herefordshire. 
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About our clients
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2020-2021 proved to be a challenging year 
and on 23 March 2020, we suspended 
the majority of our face-to-face services in 
Worcester due to the Covid-19 lockdown 
and accompanying restrictions.  
We maintained our advice, support and 
practical assistance to the vulnerable 
through phone assessments and 
assistance.  In addition, we provided face-
to-face interviews and visits to comply with 
necessary health and safety standards.  
When restrictions were lifted for periods 
during the year, we were able to provide 
some face-to-face interviews and visits 
when it was safe and practical to do so. This 
included helping a number of applicants 
who had been housed in local hotels by 
the local authority through the ‘Everyone 
In’ initiative to allow anyone rough 
sleeping in Worcestershire access to safe 
accommodation. 

We assisted a total of 90 people into 
accommodation through advice and 
assistance delivered by our SmartLets 
team. Of these, 81 people were provided 
with accommodation as a result of our 
SmartMove deposit guarantee scheme 
and/or our SmartLets letting agency.
As a result of continued support by our 
funders we were able to continue to 
provide tenancy support in the properties 
managed by SmartLets including assistance 
with income maximisation, utilities support, 
access to health services and fi nding 
employment and training opportunities.
During 2020-2021 our SmartMove/
SmartLets teams continued to assist 
landlords and tenants to ensure our new 
and existing clients were able to sustain 
their tenancies during this diffi  cult year.

Helping the single homeless in Worcester and across the County

During 2020-2021 we helped:

324
Single people 

or childless 
couples who were 
homeless or at risk 

of homelessness 

applicants 
who had slept 
rough in the 12 
months prior 
to approaching 
SmartMove. 

83

90
APPLICANTS
were directly 
assisted to 
secure suitable 
accommodation
during the 
year including 
19 applicants 
who have had 
experience of 
rough sleeping.

258
applicants to 
SmartMove 
Schemes in 
Worcestershire

81
applicants 

were housed in 
properties managed 

by SmartLets 
or through the 
provision of a 

deposit guarantee 
bond.



 Annual Review 2020-20218

There were 
166 live 
SmartMove 
tenancies as 
at 31st March 
2021.

166 SmartLets had 62 properties 
providing 100 units of 
accommodation under 
management at the end of March 
2021. This includes 13 shared 
houses, comprising 52 bedrooms 
in total and 48 self-contained flats.

62

Client Vulnerability 
In addition to the risk of 
homelessness, the vast majority 
of our clients have a level of 
vulnerability, the most common 
being a history of homelessness, 
mental ill health and a history 
of offending, followed by drug/
alcohol problems and poor 
physical health. In addition, most 
of the clients helped by our 
SmartMove Project have more 
than one contributing issue. The 
table below shows a breakdown 
of the issues affecting the 258 
applicants to SmartMove last 
year. 

All applicants received advice relating to income 
maximisation, debt advice and housing advice which 
includes advice on a range of accommodation options 
including emergency provision, the private rented sector, 
supported accommodation and social housing.
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Brian’s Story
Brian was referred to SmartMove at Citizens Advice Worcester for 
assistance in finding and maintaining suitable private rented sector 
accommodation by Worcester City Council in March 2021. He had 
become homeless after he gave notice and left the private rented 
HMO he resided at in September 2020, following issues with a fellow 
resident. He then had a period of a few months’ sofa surfing with 
friends but was asked to leave due to the lockdown in January 2021.  

Brian is vulnerable and has learning difficulties which impacts on his understanding and ability 
to take information on board and he has limited reading and writing skills.

Brian was assessed, including an assessment of his ability to manage a tenancy,  and he was 
accepted onto the SmartMove Deposit Guarantee Scheme to enable him to access properties 
within the private rented sector.  Brian’s SmartMove Project Worker also supported him to 
seek and view potential properties. 

Brian moved into a small private rented bedsit SmartLets property in March 2021. Rent in 
advance funds of £500.00 were secured through a Vicars Relief Fund application and the 
property was fully furnished with white goods.

Brian was supported to register with his utility providers and payment plans were set up 
and maintained. An application was put in for council tax support with the 
local authority and assistance was given to liaise with the DWP to 
update his new address with Universal Credit (UC) and upload 
his tenancy agreement to ensure the rental element of 
Universal Credit was processed. Assistance was 
also given to set up a standing order at his 
bank for rent to be paid directly to SmartLets.

Brian was keen to secure larger accommodation 
and was offered 1 bed social housing 
accommodation at a new redevelopment with 
Worcester Municipal charities managed by SmartLets. 
Brian moved into his new accommodation in August 
21. Furnishings were awarded by Armchair charity 
and white goods were provided. Again, assistance was 
given to register and set up payment plans with his utility 
providers and an application has been put in to the Big 
Difference Scheme for a reduction on his water payments. The 
local authority has been advised of the change in address for his council 
tax support claim and the DWP have also been updated in regards to his 
Universal Credit claim. 

Brian has settled well into his new accommodation, and he receives 
ongoing support from his SmartLets Project Worker to enhance his 
understanding of his new Almshouse agreement.  He has also been 
given assistance to maintain his payment plans and develop his money 
management and budgeting skills. 

9 Annual Review 2020-2021
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Access to our Services

Citizens Advice Worcester
At the start of 2020-2021 our volunteers promptly adapted 
in order for our service to meet the needs of our clients 
during the Covid-19 pandemic.
Our dedicated volunteers worked collectively with staff to ensure that we were able 
to deliver advice from as soon as the first lockdown commenced.  

Despite the challenges of working remotely from home, volunteers and staff 
immediately adapted to provide our advice services though answering calls directly 
from clients and phoning clients back who contacted our services though our newly 
adopted ‘Text and Call Back’ Service in Worcester or through requesting call backs 
via email and voicemail.  In addition, arrangements were made for all our services 
to arrange follow up telephone appointments for client in cases which involved the 
need for our Specialist Advice/Casework Services and or in complex cases.

New Volunteers
As it was clear the lockdown would continue, and many restrictions would remain as 
a result of the pandemic, our staff adapted our Volunteer Training Programme so it 
could be delivered remotely with a focus on telephone advice.

As a result, we recruited and trained 16 additional 
volunteers in Worcester to deliver telephone advice, to call 
clients contacting us via voicemail and SMS message.   
This has increased our capacity to answer telephone calls.   
We also recruited 9 student volunteers to support our 
caseworkers to deliver remote advice.

We also trained the additional volunteers to deliver advice directly through 
our email service and we have expanded our service delivery to include video 
appointments for some clients.  

As we have used Voice over Internet (VOIP) phones for some time, we could adapt 
quickly to enable volunteers to answer incoming phone calls to our Adviceline service 
from home.  We were also assisted through Covid-19 funding to purchase additional 
Voipfones from Worcestershire County Council, Worcester City Council, Worcester 
Community Foundation and Citizens Advice, to facilitate home working for our 
volunteers.  This was in addition to the generous core funding we receive each year 
from Worcester Municipal Charities without which we would not be able to deliver 
the core services in Worcester each year.    
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Worcestershire Adviceline Service – delivered 
in partnership by the four Local Citizens Advice in 
Worcestershire – open Monday - Fridays from 9.30 
am - 4.00 pm. 

Text	– by sending a text message with the word 
ADVICE followed by a name and postcode to 07860 
077311 and a call back is arranged within the next 
four working days.

By email to: advice@citaworcester.org.uk 

Appointments: follow-up telephone appointments 
were arranged during our opening hours on Monday 
– Friday for all services including casework and 
specialist services in Worcester

Outreach work
During 2020-2021 our staff and management team continued to reach out to the community and 
raise awareness of our services via press releases, radio interviews and social media. In Worcester our 
Advice Services Manager completed several radio interviews throughout the year to update potential 
clients on how we were delivering our services.

We have plans for 2021-2022 to return to our usual Community Outreach Activities, such as: The 
Worcester Volunteer Fair, The Worcester Show and campaigns at outreach venues during Big Energy 
Savings Week and Warmer Homes Week when it is safe to do so.  

Action Deafness 
At the end of 2019-2020 we commenced a partnership with Action Deafness, to provide advice 
services to the deaf community in Worcester. 

One of our advisers attended the coffee mornings held at the Action Deafness offices on a fortnightly 
basis and Action Deafness provided a British Sign Language (BSL) interpreter.  Appointments were 
arranged for clients to meet our adviser at the coffee morning in a confidential setting. 

During the pandemic we adapted the service, so appointments were arranged via three-way video 
conferencing (to include a client, adviser and interpreter).  Throughout the year regular interview slots 
in partnership with Action Deafness continued during all three lockdowns to maintain the service. 

As the year progressed, 
we introduced face-to-
face advice from August 
2020 for our most 
vulnerable clients who 
needed an appointment 
to progress their case.  
These appointments 
were delivered by 
specialist staff delivering 
advice and casework.

We adapted our Worcester services during the pandemic, so they 
could be accessed via:
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Initial information and advice and our 
specialist services in Hereford continued to be 
accessed through the Covid-19 pandemic via:

Our	Telephone	Advice	Service 
based at 8 St Owen St, Hereford 
was open Mondays, Wednesdays 
and Fridays from 10.00 a.m. to 3.00 
p.m

Text	– by sending a text message 
with the word ADVICE followed by 
a name to 07860 077311and a call 
back was arranged within the next 
four working days. 

By email to: advice@
citizensadviceherefordshire.org.uk 
or via our Herefordshire website

Appointments: follow-up 
telephone appointments were 
arranged during our opening 
hours on Mondays, Wednesdays 
and Fridays for advice services and   
Monday to Friday for casework and 
specialist services in Hereford.

Citizens Advice Herefordshire 
HEREFORDSHIRE SERVICE 
DELIVERED FROM HEREFORD CITY   
All the channels for accessing our 
Herefordshire Services including telephone 
advice were maintained during the pandemic 
due to our dedicated volunteers who worked 
collectively with staff to ensure that they were 
able to deliver advice remotely from home.

As the year progressed, we introduced 
face-to-face advice from August 2020 for 
our most vulnerable clients who needed an 
appointment to progress their case.  These 
appointments were delivered by specialist 
staff delivering advice/casework.

In Herefordshire, we recruited 
and trained 11 additional 
volunteers to deliver telephone 
advice, to call clients contacting 
us via voicemail and SMS 
message.  This has increased our 
capacity to answer telephone 
calls. 

OUTREACH – HEREFORDSHIRE
ROSS ON WYE  

Due to the unavailability of our premises in Ross on Wye during the pandemic, we consulted with 
Ross on Wye Town Council.  We have continued to advise town residents via our core service.   
By the end of 2020-2021 we had plans in place to reintroduce a fortnightly outreach from a new 
venue at The Larraperz Centre on alternate Tuesdays from 10.00 a.m. to 3.00 p.m.  Appointments 
will be made by contacting the Hereford office as above.  We are grateful that this essential service, 
and our core service, continue to be funded by Ross on Wye Town council.
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BROMYARD 

During the pandemic we have continued to 
develop the service across the county. This 
has included the setting up of a new outreach 
service in Bromyard.  We worked on the 
project together with The Hope Family Centre 
in Bromyard, who fund the service, along with 
funding from Bromyard and Winslow Town 
Council. 

We opened the Outreach, providing Weekly 
face-to-face advice sessions by appointment 
in October 2020.  However, during the 
November 2020 and January–May 2021 
lockdown periods we were obliged to follow 
Government guidance and this service was 
delivered remotely by telephone and video 
conferencing. 

The venue at The Hope Centre 
has given us the opportunity to 
trial a new service, whereby the 
client is given access to a laptop 
in a confidential setting at The 
Hope Centre and assisted by 
Hope Centre staff to connect to 
the video conference with one 
of our advisers, who is working 
from home.  This provides 
another option to contact us for 
those clients who do not have 
access to the internet. 

Appointments are made by contacting  
The	Hope	Centre:	

Please	call	or	text	07395	959240	or	
contacting	our	Hereford	Office.  

LEDBURY

Appointments can also be arranged for 
Ledbury Town Council residents at an 
outreach office in the town. These outreaches 
are delivered by our partner Citizens Advice 
South Worcestershire. 
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Charlie’s Story 
Charlie and his wife were referred to us for advice on 
multiple issues. They are both over retirement age and 
were unable to stay in their static caravan, where they 
lived for six years, as they could no longer afford 
the ground rent and service charges and 
had been given notice to leave due to 
rent arrears.
Debts of £19,000 had accrued with multiple creditors. The couple 
were referred to our Debt Specialist for a full Debt Assessment and 
advice on how they may become debt free. This process is ongoing as 
casework. 

The couple secured the tenancy of a 1-bed bungalow from a local 
Housing Association but needed support with costs of the move due 
to low income, lack of savings and no furniture as they had lived in a 
mobile home. Their priority requirement was a gas cooker, 2 wardrobes, 
a 2-seater settee, a small freezer, a small folding dining table and 4 
chairs. We assisted Charlie to complete an application to a charity 
for the white goods and furnishings required. This application was 
successful.

Charlie also advised that he was restricted due to coronary disease, 
which causes shortness of breath and fatigue, and arthritis in his 
knees and hands which gives rise to mobility and dexterity problems. 
We therefore advised Charlie that he should be eligible for Attendance 
Allowance due to his health difficulties. An appointment was arranged 
for a specialist Benefits Adviser to help Charlie complete an application 
for Attendance Allowance, which was successful.  As a result, Charlie was 
awarded an additional £356 per month to assist with his care needs. 

In addition, Charlie’s wife was assisted to make an application for Carer’s 
Allowance which brings an entitlement to an additional payment with other 
benefits. 

A further appointment was arranged to help Charlie apply for Housing 
Benefit and Council Tax Reduction for their new property. Housing Benefit 
of £97.81 per month and Council Tax Reduction of £106 per month were 
awarded. Through a series of appointments both Charlie and his wife were 
assisted to maximize their income through benefits and address their debt 
issues. They are now able to sustain their new tenancy. Additional benefits 
have also been awarded to help with the additional costs due to Charlie’s 
care need.
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27,947 
issues 

were responded  
to in 2020-2021

2480 
Housing 
issues

6281 
Debt and  

Financial Services 
and Capability 

issues

10,479 
Benefits and 
Tax Credits 

issues

Overview  
of our service 
in 2020-2021:
12,223 individuals accessed 
our services in Worcester and 
Herefordshire 

Including dependents, spouses 
and partners there were over 
25,000	beneficiaries

27,947 advice issues were 
responded to.  
Over 75% related to Benefits, 
Financial Services and Capability, 
Employment, Housing, and Debt.  

Over 37,000 contacts were 
made with or on behalf of our 
clients. 

2216 
Employment 

issues

6491 
Other issues
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Helping Worcester 
residents during the 
pandemic  

Worcester Law School Partnership Project 
Since commencing this project in 2013 we have continued to receive 
funding from Worcester Municipal Charities in order to recruit 
and train law students to deliver Welfare Benefits casework. Since 
2017 we have developed a new partnership with the University of 
Worcester Law School in order to deliver these services. 

During 2020-2021: 

80 new cases opened 
by student caseworkers and their supervisors 

Advised 131 clients 
from both existing and new cases 

Advised on 221 issues  

Completed 551 Activities  
including 248 telephone calls, 147 emails  
and 130 letters. 

Obtained a total  
financial benefit of  
for clients where an income gain was recorded. 

Student feedback…

£770,124

“I have learned a 
great deal about the 
reality of the lives of 
vulnerable people 

in the area trying to 
live on low incomes 
and am pleased to 
have been part of 

this project.” 

 “The Law School 
Project has 

helped me to gain 
experience within the 
legal environment.”

“I have found this 
to be an invaluable 
experience which 
has taught me a 

wide variety of skills 
including the ability 
to draft professional 
documents, research 

and synthesise 
information as well 

as giving me the 
confidence to work 
in a professional 

setting.” 

Working in Partnership with Worcester Municipal Charities
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SmartLets 
SmartLets is a ‘not for profit’ social lettings 
agency set up and managed by the charity 
Citizens Advice Worcester to assist those 
individuals who are poor, homeless or at 
risk of homelessness and unable to afford 
private sector rents.  

SmartLets was appointed letting agents 
by Worcester Municipal Charities (CIO) to 
manage all of their affordable Almshouse 
flats for the homeless in Worcester, created 
since 2013. in return for a percentage of the 
rents.   

SmartLets offer the Municipal Charities 
as landlords a ‘person based’ approach 
to letting their properties, including a full 
housing and support needs assessment, to 
ensure clients receive appropriate support 
and that any accommodation options 
identified are suitable for their needs. In 
return Citizens Advice Worcester is given 
a percentage of the rents to fund both the 
SmartMove project and SmartLets social 
lettings agency.  

The Worcester Municipal Charities 
Almshouse, managed in partnership with 
SmartLets allows the formerly homeless or 
vulnerably housed residents to maintain 
good quality, affordable, and stable long 
term accommodation in Worcester.  

During 2020/21, SmartLets: 
Managed	39	Almshouse	flats for Worcester 
Municipal Charities. 

Worked in partnership with Worcester 
Municipal Charities and Homes England 
in order to manage	a	further	25	high	
quality	self-contained	properties at 
Stillingfleet House, Shaw Street, which were 
subsequently completed in July 2021. 

Money Management Advice
It has been challenging during the pandemic 
and subsequent lockdown to offer advice 
without the traditional methods and the 
dramatically changing workplace as most 
organisations reduced their services as 
their staff worked from home. However, 
with the use of technology including email 
and the ability of clients to take and send 
photographs with their smartphone we 
have been able to provide information 
and support to clients even in the most 
complex of cases. Some clients have 
adapted well and switched their mode of 
thinking to introduce new methods to saving 
or managing their money electronically, 
to going paperless and to dealing with 
organisations through email.  

We have also been able to make extensive 
use of conference calling which has allowed 
us to have 3-way calls with clients and 
their creditors or organisations that offer 
charitable assistance. This allows even the 
most anxious clients a means to speak to 
their creditors through us and allows us to 
advocate on behalf of them whilst they listen 
and resolve their problems.  

Thankfully most of the third-party 
organisations we talk to on behalf of clients 
have been very flexible in their support of 
our clients during the lockdown but there 
is some way to go to make this easier 
for the most vulnerable clients and our 
research and campaigns work continues 
to influence decision makers at corporate 
and governmental levels to improve our 
outcomes for people.  

During 2020-2021 our Money 
Management Adviser interviewed 105 
clients and helped them deal with 
benefits,	financial,	employment	and	
debt	issues.	

Helping single homeless 
people, vulnerable and 
minority groups

Working in Partnership with Worcester Municipal Charities
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Community Languages 
During 2020-2021 Citizens Advice Worcester worked 
in partnership with Like U to aim to recruit and 
train new bilingual volunteers to provide advice and 
assistance to clients who don’t have English as their 
first language. 

At the end of the year four new 
bilingual volunteers had applied and 
all four started training as volunteer 
advisers.   

In addition, Citizens Advice Worcester maintained 
contact with 5 interpreters during the year despite 
the challenges with interpreting due to the pandemic 
and Brexit. 

Worcester Municipal Charities has provided grant 
funding to support and contribute to the cost of 
the supervision and training of bilingual volunteer 
advisers and interpreters. 

Volunteer Advice Service in Worcester 
Worcester Municipal Charities also supports our 
Volunteer Advice Service Worcester which provides 
advice to help clients with the problems they face 
and access to all of our services for Worcester 
residents.  This service also supports our Worcester 
clients to meet any emergency need from the local 
Discretionary Welfare Assistance Scheme and from 
local charities such as Armchair, Maggs Day Centre/
Clothing Project and Worcester Food Bank.  

During the year our advisers issued 
1108 foodbank vouchers which were 
presented at local food banks.   
These vouchers fed a total of 3187 
people of whom 1843 were adults 
and 1344 were children.

Working in Partnership with Worcester Municipal Charities
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Macmillan Citizens Advice
685 individuals affected by cancer received help 
across Herefordshire and Worcestershire
2020-2021	was	a	challenging	year	for	our	Macmillan	Team.		Due	to	the	pandemic,	the	
number	of	patients	in	England	referred	to	a	consultant	by	their	GPs	for	suspected	cancer	
in	April	2020	fell	by	around	60%	compared	to	April	2019.		This	resulted	in	many	distressed	
clients	urgently	needing	our	services	later	in	the	year.

Worcestershire
Our	service	in	Worcestershire	is	delivered	in	partnership	with	Macmillan	Cancer	Support	
and	Citizens	Advice	Wyre	Forest	and	is	focused	predominantly	on	Welfare	Benefits	issues.

457 client cases were opened 
by the Worcestershire Macmillan Citizens Advice Service during the year.

Over £1,971,800 total financial gains  
were obtained for clients by Worcestershire Macmillan Citizens Advice Service for 2020-2021.

Herefordshire
Our service based in Hereford is delivered in partnership with Macmillan Cancer Support across 
the County of Herefordshire and is also focused predominantly on Welfare Benefits issues

228 client cases were opened  
by the Herefordshire Macmillan Citizens Advice Service during the year.

Over £884,600 total financial gains  
were obtained for clients by Herefordshire Macmillan Citizens Advice Service for 2020-2021.

 

Benefits and Tax Credits
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St Richard’s Hospice
Our advice workers based at St Richard’s Hospice were able to:

Advise and assist 154 Hospice Patients
Advise on over 455 issues
Complete 376 activities  
(client interviews, letters and telephone calls)  

Obtain a total financial benefit  
for clients of £361,709  

where an income gain was recorded.

Supported Advice Worker 
Project for Vulnerable Clients 
We believe the key to improving client outcomes, particularly for the most vulnerable, is 
the use of additional resources to provide more proactive and structured ongoing support.  
Support delivered to clients focuses on increasing their capacity to deal more effectively with 
issues that arise in the future.  

Lasletts Charity has funded a part time worker to address this challenge for some of our 
most vulnerable clients helped by our Worcester service.

During 2020-2021 our Advice Support Worker advised and supported 

£102,727
The total financial gains  

for clients from this project

  61 
CLIENTS

97 ISSUES
319 ACTIVITIES
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Jake’s Story 
Jake was an alcoholic for many years and stopped drinking in early 2019. He has 
since suffered from both the aftereffects of giving up substance misuse and severe 
loss of balance (currently undiagnosed) which greatly affects his ability to mobilise 
and care for himself. Jake has had several hospital admissions over the past 18 
months for tests and due to collapse.
Having been homeless for many years, Jake was housed in a one-bedroom flat by a Housing Association and 
he claimed Universal Credit, presumably with the assistance of the Housing Association (in early 2019). He 
now receives Universal Credit, including housing costs and a component for limited capability for work-related 
activity, following a Work Capability Assessment. 

Benefits Advice and Assistance  Jake was subsequently identified as a vulnerable adult by Worcestershire 
Adult Social Services, following a report from a concerned neighbour, who was extremely worried by Jake’s 
inability to mobilise and care for himself properly.  Social Services contacted us with a request to advise and 
assist Jake regarding benefits and other issues. The social worker also helped by providing a working mobile 
phone and organising an occupational therapy assessment, resulting in some help for Jake. 

We helped Jake to claim PIP, with a 3-way conference call involving the client (who had a phone but was unable 
to make calls on it as the keypad was broken) and the DWP. Once the client received the Personal Independent 
Payment (PIP) claim form, we helped him to complete this and he is now waiting for a medical assessment. 
If Jake is unhappy with the outcome of his PIP claim, we will assist him with a mandatory reconsideration 

and appeal, if necessary, as we believe that he is entitled to receive the enhanced 
rate of both daily living and mobility components of PIP because of his medical 

condition. Jake was sanctioned earlier this year, about his Universal Credit 
payments, due to non-attendance at 2 appointments, one of which he 

was unaware and the other he had collapsed while trying to leave 
the house and was unable to physically attend or make contact 

by phone. We have assisted Jake in requesting a mandatory 
reconsideration of the decisions to impose sanctions twice and 
are waiting for the outcome.

Prescription Issues  Jake was released from hospital last 
year following collapse and admission to A and E with 
supplies of essential medication, to assist in managing what 

is believed to be a heart condition. Unfortunately, due to 
lack of communication between the hospital and Jake’s GP, 
this medication had not been provided for some time and we 
therefore helped Jake to set up a prescription with his surgery to 
ensure that medication is delivered to him regularly. 

Housing issues Jake’s accommodation is very damp, following 
a flood in the flat above. The Housing Association have still not 

repaired the damage caused by this flood and Jake  is therefore living 
in very damp conditions, and, due to justifiable concern that the damp 

will affect the electrics, he avoids turning on lights or using the shower. We 
are currently in contact with the relevant housing officer to pressurise for 

early completion of the necessary repairs to make the flat habitable. We have 
been informed that these should begin early in January 2021. 

Food Bank Vouchers We have also assisted Jake by asking Citizens Advice 
Generalist Advisers to issue him with food bank vouchers .
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Debt and Money

Funding from the Money Advice Service to deliver face-to-face debt advice allowed us   
to	assist	clients	in	Worcester	and	Herefordshire.

During the year we 
advised and assisted 
855 individual clients 
in Worcester and 
Herefordshire. 855

Clients  were advised and assisted to:

Reschedule debt 
for	example	through	reduced	payment	
instalments

or write off debt 

48%
of clients who needed specialist 
Debt advice were disabled or had 
a	long-term	health	condition.

Total	debts	written	
off	or		rescheduled	
amounted to circa  
 

£950,000

We advised clients on over 
1316	Debt	Issues.		
We also produced 7633 letters, 
telephone calls or emails with 
or on behalf of clients to help 
resolve	their	debt	issues.
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Helping Combat Fuel Poverty
Worcester
Our Money Management Adviser has developed our capacity to provide advice on utility/ 
energy/fuel issues to individuals and to frontline workers in Worcester

In addition our Money Management Adviser has trained our staff in Hereford to deliver similar 
services in Hereford.       

Worcester	City	has	a	fuel	poverty	rate	of	12%,	compared	to	
10.4%	nationally	and	Worcestershire	has	the	second	highest	fuel	
poverty	rate	when	compared	with	its	statistical	neighbours.		
  

During 2020-2021:

We provided advice on  utility/energy/fuel issues to:

210 individuals 
These	sessions	have	raised	awareness	of	the	
potential savings to be made by switching or 
negotiating	with	fuel	providers.	  
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Pension Wise 2020-2021 Working 
in Partnership
We are one of the 38 local Citizens Advice offices delivering the government’s face-to-face Pension 
Wise service since it was launched in April 2015. Pension Wise was set up in response to the 
new pension freedoms to provide free, impartial guidance to help people over 50 with a defined 
contribution pension pot to understand the options they now had to access their pension pots.  

Since 2017, we have worked in partnership with Citizens Advice Shropshire, Citizens Advice Coventry 
and Citizens Advice Wolverhampton to deliver the service across a large geographical area with our 
organisation being responsible for delivering face-to-face appointments in Hereford, Worcester, 
Kidderminster, Bromsgrove, Gloucester and Cheltenham.  

This year as a result of the pandemic, all Pension Wise face-to-face appointments across the country 
were halted with all Citizens Advice Pension Wise Guidance Specialists transferring to a telephone 
appointment service.    

Key statistics for 2020-2021
77,631 people have 
booked a Pension Wise 
appointment with Citizens 
Advice in England, Wales 
and Northern Ireland in 
2020-2021

77,631

People using the Pension 
Wise service are highly 
satisfied with the guidance 
they are receiving with 
satisfaction ratings 
remaining consistently 
high. For 2020-2021, 
Citizens Advice achieved a 
satisfaction score of 95%.

95%




For more information and 
to book a Pension Wise 
appointment visit the 
government’s website:  
www.moneyhelper.org.uk  
(follow Pensions & retirement/
Pension Wise). 

Alternatively, an appointment 
can be booked on  
0800 138 3944  
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Help to Claim is a service funded nationally by the DWP which 
launched in April 2019 and offers tailored, practical support to 
help people make a Universal Credit claim and receive their first 
full payment on time. Service delivery is multi-channel, with online 
content, a national telephone line, web chat and local face-to-face 
support.  

As well as a choice of channel to suit individuals’ needs, support 
can range from checking a person’s eligibility and estimating what 
they may be entitled to; setting up email accounts; making the 
online application itself (or accessing the DWP  phone claim service 
if appropriate); helping to verify identity; advice on applying for  
advance payments and other alternative payment arrangements; 
advice on work commitments and work capability assessments; 
managing  the claim going forward and checking the first payment 
is correct. Help to Claim will also signpost to other services for e.g., 
further IT and financial support. 

As well as contributing to the national telephone and web-chat 
service we also provide the face-to-face appointments for people 
who are in the Hereford and Worcester Job Centre catchment 
areas. As a result of the pandemic, at the start of this year we did 
stop delivering all face-to-face appointments concentrating our 
resources on the national telephone line and webchat, but we have 
gradually been reintroducing local and face-to-face support for 
those in greatest need as the year progressed. 

To	access	Help	to	Claim:	

Call the national telephone line 0800 144 8 444 for free  
(lines open Monday to Friday, 8.00 a.m. to 6.00 p.m.)

Get support online at www.citizensadvice.org.uk/helptoclaim  

Help to Claim – Universal Credit

During 2020-2021 our 
Help to Claim service 
assisted 1355 
individuals  

1355
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Housing Advice

Housing Possession  
Court Duty Scheme 
As a result of the pandemic, this year saw the unprecedented situation of a moratorium on 
possession proceedings and local authorities being given assistance to provide shelter for all 
homeless people.   

With our 6 month ‘Covid-19’ Lottery funding, Housing Caseworkers were able to respond 
to clients individual housing issues, but they also worked with the Courts, University House, 
London (a Law Centre in Bethnal Green) and the University of Worcester to develop an initiative 
that was rolled out from October 2020 when the Courts started to hear possession cases again. 
So that defendants could receive ‘on the day advice’ at Court, we trained up third year Law 
School students to act as volunteers and they, or the Caseworkers, would support defendants 
to receive remote, pro bono advice from Solicitors at the Law Centre. Where required, we then 
provided follow up advice and assistance.  

Working in partnership we overcame obstacles such as internet connectivity, seeing people in 
the courts in a Covid-19 secure environment, more complex cases being prioritised and new 
post moratorium procedures such as the introduction of the review hearings.  

61 individuals received either casework help or ‘on 
the day’ advice and assistance at their possession 
hearing in the courts.
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Worcestershire Advice Network

Citizens Advice Worcester is the lead partner for the Worcestershire Advice Network and manages the 
relationship between Worcestershire County Council and the eight partners regarding the Supported 
Access to Information and Advice contract awarded in 2016. The remaining seven partners are the 
three other county based Citizens Advice offices ( South Worcestershire, Wyre Forest and Bromsgrove 
& Redditch), two Age UK district branches (Worcester and Malvern Hills and Bromsgrove, Redditch & 
Wyre Forest) and two DIAL (Disability Information and Advice Line) branches covering North and South 
Worcestershire.  

Like many charitable organisations, the partnership faced its most 
challenging time ever over the period April 2020 to March 2021 as 
the outbreak of Covid-19 resulted in social restrictions that meant our 
standard face-to-face communication with clients was no longer possible. 
However, innovation, resourcefulness and a sheer determination from all 
staff and volunteers to continue to support our clients meant that we were 
still able to offer an information and advice service to over 25,000 people 
during that twelve-month period, including to some of the most vulnerable 
clients in the county as evidenced by the following statistics 

56.4%  of clients were aged 50+

56.8%  of clients lived in rented accommodation

Benefits, debt and housing remained the top three advice issues, but we saw significant increases 
in employment, health and community care and relationship issues due to lockdown and the furlough 
schemes. In addition, charitable grants, mainly issued in the form of Foodbank vouchers, 
doubled in the period and accounted for over 5% of total advice issues. 

of clients had some level of disability 
and/or long-term health condition 61% 
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With the normal face-to-face drop in and booked 
appointments no longer possible, all partners had to 
innovate to continue to meet the advice needs of our 
clients and raised funding to support different methods 
of contact with them. These included the Worcestershire 
Adviceline service supported by the four Citizens Advice 
partners but with volunteers, supervisors and staff 
working remotely, e-mail, text and ring back, voicemail, 
Zoom and other web-based solutions. 

92%

found it 
very easy/
easy to 
contact our 
services

96%

stated  
that the 
advice given 
had made 
a lot/some 
difference to 
their peace 
of mind and 
wellbeing 

90%

of clients 
were very 
happy 
with the 
service they 
received 

So how did we do?
Despite the huge number of challenges faced over the year, clients still told us that:

96%

knew a 
great deal 
more/a lot 
more about 
the support 
they were 
looking for 
following 
contact  
with our 
services 
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Volunteering at Citizens Advice Worcester and  
Citizens Advice Herefordshire 

Our highly trained volunteers are an essential part of 
our service. They come from all sorts of backgrounds 
and help with everything we do. 

During 2020-2021:

we recruited 36 new 
volunteers
in total 119 volunteers  
contributed 28,186 hours of 
work to the charity. This is the 
equivalent of over 14.65 full- 
time posts and we estimate 
the value of this help at 
around £470,000 per annum.

Volunteering with us is challenging, 
varied and often very rewarding.

We help people with everyday 
problems by giving free advice and 
information, face-to-face, over the 
phone, by email and webchat. Our 
clients tell us the work we do really 
does make a difference.

We don’t look for formal 
educational qualifications for any 
of our voluntary roles. Above all, 
volunteers need to enjoy helping 
people and to be:  

 ā Good at listening 

 ā Able to work in a team 

 ā Open-minded and non-
judgmental 

 ā Over 16 years of age

 ā Literate and numerate 

 ā Able to use a keyboard 
or	mouse.
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All of our volunteers are 
fully trained and follow 
a course of study which 
is validated by Citizens 
Advice.  
We have volunteer roles including:  

Generalist Advisers and 
Telephone Assessors are asked 
to give 15 hours a week during the initial 
training, and then 10-12 hours per week for 
at least two years. 

Reception volunteers are asked to 
give four hours a week for at least one year 

Research and Campaigns 
volunteers are asked to give four hours 
per week for at least one year

Admin and IT Support 
volunteers  
are asked to give four hours per week for 
at least one year

If you would like further information or 
an application pack please download an 
application form from  

www.citizensadviceworcester.org.uk 
or  
www.citizensadviceherefordshire.org.uk

or contact our Volunteer Operations and 
Training Managers:  
colin.stuart@citaworcester.org.uk		 
(Worcester) or  
gwen.fraser@citaherefordshire.org.uk	
(Hereford)

Alternatively you can write to: 

Volunteer Operations  
and Training Manager,  
Citizens Advice Worcester,  
The Hopmarket,  
The Foregate,  
Worcester  
WR1 1DL

Or 

Volunteer Operations  
and Training Manager, 
Citizens Advice Herefordshire,  
8 St Owens Street,  
Hereford  
HR1 2PJ 
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Research and Campaigns 2020-2021

Local Campaigning 
We completed a total of 608 evidence 
forms which were submitted to 
Citizens Advice in 2020-2021

We campaigned to maintain and improve 
the Discretionary Welfare Assistance 
Scheme in Worcester. This included 
engaging with officers at Worcester City 
Council and contributing to the consultation.  
We also worked with our partners, Worcester 
Municipal Charities to ensure effective joint 
campaigning on the same issues to improve the 
scheme. As a result of this joint campaign, improvements 
were made from November 2020 including eligibility 
for applicants to DWAS who are working and in receipt of 
Universal Credit.

In January 2021, we wrote to the three MPs in Herefordshire and Worcester (including Jesse Norman 
MP, The Financial Secretary to the Treasury)  in connection with the #Keepthelifeline National 
Campaign to maintain the £20 increase in Universal Credit .  This contributed to the £20 increase in 
Universal Credit being extended to October 2021.

In Herefordshire our Research and Campaigns Team forged new links with Community Leaders, 
HVOSS, Homeless Forum,  and the new Talk Community Money and Debt Advice Support team.
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We would like to thank all 
the organisations that have 
provided funding for Citizens 
Advice Worcester and Citizens 
Advice Herefordshire during 
the year including:

Albert & Elizabeth Clark Charitable Trust Bromyard Town 
Council CRISIS Citizens Advice - Money And Pensions 
Service: Debt Advice Project     Increasing Debt Advice 
Capacity Pension Wise Citizens Advice – DWP  Universal 
Credit Help to Claim  Citizens Advice Covid Equipment 
Grant Henry Smith Charity Hereford Community 
Foundation – Covid-19 Grant Hereford City Council 
Herefordshire Council John Martin’s Charity Lasletts 
Charity Legal Aid Agency Macmillan Cancer Support Ross 
Town Council

St Richard’s Hospice The David Family Trust The Eveson 
Charitable Trust The Hope Centre Bromyard The National 
Lottery Community Fund The Philippa Southall Trust 
Worcester City Council Worcester Municipal Charities 
Worcestershire Community Foundation Covid-19 Grant 
Worcestershire  County Council Wyre Forest District 
Council 
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The following Trustees, Staff 
and Volunteers contributed to 
our work in 2020-2021

Trustees

Sam Lister, Anita Mobberley, Ron Tyler, Helen Fenton, Paul Griffith, Bryn Griffiths, Matthew 
Jenkins, Ceri Stalker, Graham Hughes

Staff

Chief	Executive	Officer  Geraint Thomas

Advice	Team	–	Lowesmoor

Sue Reeves, Mike Downing, Mick Morris, Tony Catchpole, Sheila Heeks, John Unitt, James 
Gulliford, Owen Raybould, Neal Fleming, Tony Chadd, Lesley Scott, Steve Hemming, Colin Bexley, 
Safia Sawal, Fran Stallard, Dan Marlow, Jacqui Richardson, Stephanie Large, Andrew Donnachie, 
Marcus Hamer, Ian Simpson, David Turner

Advice	Team	–	Hopmarket

Sonya Gregory, Colin Stuart, Vanna Di Placito, Sue Hegerty

SmartMove	Team	–	Lowesmoor

Dave George, Edie Holland, Paula Rayner, Lucy Palmer, Steve Martin, Ann Havas,  Kirsteen 
Borthwick, Mel Green, Chris Cox

Worcestershire	Macmillan	Citizens	Advice	–	Worcester

Andrew Nye, Gill Cornwell, Sally Coombs

Herefordshire Macmillan Citizens Advice 

Ruth Hawkins, Vicky Connaughton, Jo Appelbee 

Partnership Development Co-ordinator Steve Taylor

Admin	Team

Nicky Hodgkiss, Ann Gunster, Simon Gregory, John Jacob, Michelle Box, Lorna Budge, Angela 
Tandurella

Herefordshire	Team

Sonya Gregory, Lynsey Flight, Gay Cheeseman, Gwen Fraser, Alamgir Khan, Amanda Powell, 
Anne Limbert
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Worcester 
Volunteers
Advice Session Supervisors
Brian Jones, Jane Crysell, Nick Trollope, Paul 
Francis, Roland Draper, Sheena Reid 

Benefits	Caseworkers
David Matthews

Housing Possession Court Duty 
Scheme 
Aras Ince, Bradley Walton, Migle 
Konstantinaviciute,  Olivia Andrew, Pegah 
Hazi Ebrahimi, Roshni Chopra, Ryan 
Hudson, Seren Taylor-Middleton, Shahgol 
Ahmad, Sonty Sun

Law	Students	(Benefits)	
Esme House, Georgia Jolliffe

Advisers
Adrian Key, Andrew Johnson, Angie Wall, 
Dan Marlow, Frank Mason, Geoff Walsh, 
Geraldine Bartholomew, Heather Hazell, 
Ian Pickering, Jenefer Thomason, Jo 
Ringshall, Joanna Sessford, Jude Howells, 
Julia Sandy, Kate Macdonald, Linda 
Beeley, Maggie Case, Margaret Davies, 
Martin Walsh, Mervin Kingston, Nick Scot-
Simmonds, Paul Smith, Peter Cole, Peter 
Davies, Peter Spargo, Remonia Blackwood, 
Robin Clarke, Roland Draper, Sheena 
Reid, Sheila Davies, Shirley Millington, Sue 
Fairchild 

Trainee	Advisers
Anne Gardiner, Annette Bates, Asia 
Steczek, Eamon Mullin, Hannah Leary, 
Hannah Nunn, James Burrows, Jane Winter, 
Jess Brighton, John Pratt, Julia Mussett, 
Katie Brigstocke, Liane Heath, Lydia 
Burrows, Lynda Banks, Richard Roberts, 
Saarah Tailor, Samantha Evans, Sara Maia, 
Stephanie Atkins  

Reception
Diana Levitt, Jason Carrey, Kate Wakelam, 
Muriel Tinsley, Pat Clarke, Rosemary 
Stephens, Sue Mason 

Research and Campaigns
Chris Upton, David Pyke, Natasja Enthoven, 
Remonia Blackwood, Sheena Reid 

Volunteer Interpreters
Soraya Vicente 

IT
Ben Kent, Paul Smith 

Admin
Jane Rogers, Diana Levitt, Shabaz Shaukat, 
Chris Cox

Herefordshire 
Volunteers
Advisers
Tessa Baring, Michael Chandler, John 
Edgecombe, Deanne Fishbourne, John Fox-
Mills, June Howden, Dave Lincoln, Bobby 
Morris, Maria Williams, Sue Young, Alice 
Glover, Susan Marsden, Viv Nugent, Emma 
Rawlins, Amanda Smith, Wayne Stinton, 
Jane Webb, Tony Bramley, Mike Hill, Adele 
Llewellin 

Trainees
John Campbell, Maggie Fellows, Peter 
Baldus  

Reception/Admin 

Mary Lake, Jeanette Harris 

Research & Campaigns 
Anny Martin



 Annual Review 2020-2021 35
 

Citizens Advice Worcester 
The Hopmarket,  
The Foregate, Worcester WR1 1DL 
Tel: 0808 278 789 Fax: 01905 23354

Text  
Send a text message with the word ADVICE 
followed by a name and postcode to 
07860 077311 and a call back is arranged 
within the next four working days.

Our drop-in service  
(currently suspended)

Monday, Tuesday, Wednesday and Friday: 
9.30 a.m. to 4.00 p.m.

Worcestershire Macmillan Citizens 
Advice  
Tel: 01905 725946  
Email: macmillan@citaworcester.org.uk

Herefordshire Macmillan Citizens 
Advice  
Email: macmillan@citaherefordshire.org.uk 

Community Languages  
Tel: 01905 744570  
We can provide interpreters for many 
languages

Office	Hours:	 
Monday - Friday: 9.30 a.m. to 5.00 p.m. 
Email: enquiries@citaworcester.org.uk

Citizens Advice 
Herefordshire
8 St Owen Street, Hereford, HR1 2PJ

Advice Line: 0344 826 9685  
Fax: 01432 344843

Email: advice@citaherefordshire.org.uk

Telephone	Advice	Service	and	
Appointments:  
Monday, Wednesday and Friday: 10.00 
a.m. to 3.00 p.m.

Ross-on-Wye Outreach 
Ross-on-Wye Library, Cantilupe Road, 
Ross-on-Wye, HR9 7AN 
Fortnightly: Mondays by Appointment.  
Tel: 0344 826 9685

Bromyard Outreach 
The Hope Centre, Hereford Road 
Bromyard HR7 4QU 
Tel: 01885 488495

Appointments: 07395 959240



 

 

Worcester	CAB	and	WHABAC	operates	in	Worcester	as	Citizens	Advice	
Worcester	and	in	Herefordshire	as	Citizen	Advice	Herefordshire	

www.citizensadviceworcester.org.uk	
www.citizensadviceherefordshire.org.uk
www.worcestershireadvicenetwork.org.uk

 			www.facebook.com/Cabwhabac	

		@cab-whabac


