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Who are we? 

 

 

 

 

 

 

Telephone Advice 

Hertfordshire Adviceline 

Tel: 03444 111 444 

Lines are open Mon-Fri      

10:00-4:00pm  

 

Consumer Helpline 

Tel: 0808 223 1133  

 

 

 

 

 

Online Advice 

You can find lots of information 

online via the Citizens Advice 

website 

www.citizensadvice.org.uk  

 

Webchat 

If you can’t find what you’re 

looking for, webchat with one of 

our adviser’s 

 

Email 

You can also email us for advice 

via our local website 

www.castad.org.uk 

 

 

 

 

 

Face to Face Advice 

Civic Centre 

St Peters Street 

St Albans  

AL1 3JE 

Reception: 01727 811 118 

Mon-Thurs  10:00-4:00pm 

Fri  10:00-1:00pm 

Outreach services in London 

Colney, Harpenden, 

Redbourn, Wheathampstead. 

Visit www.castad.org.uk for 

further details 

Citizens Advice St Albans District provides free, 

confidential, impartial and non-judgmental   

advice.            
Whoever you are, we help people find a way forward with whatever problems you face and research 

and campaign for positive change.  

We value diversity, champion equality and challenge discrimination and harassment.  We are here for 

everyone.  

tel:08082231133
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Chairs report 

Welcome to the annual report of Citizens Advice St Albans for 2019 - 2020.  I hope you will find the     

report interesting, giving you an insight into how we have met our clients’ requests for help, the very 

wide nature of such requests and how our dedicated team of staff and volunteers work to find           

solutions to problems.  In the Chief Executive’s report you will see highlights of CASTAD’s achievements 

in the period and the Treasurer’s report gives details of the favourable position we have again achieved 

in securing and managing our finances. 

When I wrote my introduction to last year’s report, I was aware that CASTAD was on a trajectory to 

serve more clients than we had ever done, increase funding to a record level and address a wider range 

of client issues.  We did in fact achieve all of that, 9,271 clients served against 8,669 in 2018 – 19, 

£399,000 income against £318,000 and 23,266 issues dealt with against 19,735.  I would like to thank all 

our staff and volunteers for their contributions that resulted in CASTAD achieving these record          

outcomes in 2019 – 2020.  However we were unaware that we would face an unprecedented change in 

circumstances brought on by the coronavirus that would lead us to close our offices to clients, staff and 

volunteers on 16th March 2020 and adapt to a completely different model of service delivery.  

That we were able to move from an office based advice service to a remote one in a very short time 

speaks volumes for the commitment of our staff and volunteers as well as those trustees who were  

involved in the switch-over process.  We respected the views of anyone who felt uncomfortable working 

from their home environment and supplied all other staff and volunteers with the required IT        

equipment to work remotely.  Everyone rose to the challenge and I am proud to report that we were 

able to meet client demands for help throughout the change over and subsequently. 

Throughout the period we have had the full support of St Albans City and District Council in funding 

and in working collaboratively, and we are indebted to them for such commitments.  I believe that we 

have been able to show them and our other funders how they and our clients mutually benefit from 

the income they provide CASTAD with be it financial, charitable or any other criteria.  I thank all our  

funders for their continued support.  We also benefitted by being chosen as the Mayor’s Charity, thanks 

to the generosity of Councillor Janet Smith. 

I also thank the Trustee Board for their work throughout the year.  Sandy Adams sadly died during the 

year.  He was our longest serving trustee and made a huge contribution to CASTAD over that time.  He 

will be sadly missed.  Michael Kerrigan resigned from the Board on 10th September but we                 

subsequently recruited Alec Campbell, Jessica van Schie and Alison Berneye who bring new skills to the 

Board. 

As we draw up cautious plans to reopen both our principal office in St Albans and our others     

throughout the district to staff, volunteers and subsequently to clients, I know that we will face new   

issues to surmount but I am confident that we have the resources and the dedicated people, under the 

leadership of our Chief Executive, June Chapman, to meet those challenges and get back to serving as 

many clients as possible. 

Greg Comninos 

Chair of the board of trustees 
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Chief Executives report 

Looking back over the year so many achievements are covered in detail later in this report that it falls 

to me only to draw out a few areas not otherwise mentioned. 

Showcasing our work 

Having built additional capacity over the last few years our focus shifted to improving the awareness 

of the breadth and depth of the help we can provide. Clients often tell us they had no idea that we 

covered so many different types of problem nor that there was such a wide range of depth to the help 

we could give. So this year we have focused on showing the service to as many different people as 

possible. We were delighted to host visits by eight district councillors, Hertfordshire’s High Sherriff,  

Sarah Beasley and Deputy Lieutenant Lionel Wallace. They each told us that seeing advisers helping 

clients was an eye opener and that they were surprised by the complexity of the advice we provide, 

the scale of the numbers we help, and the huge commitment of 750 hours the volunteers spend in 

training to achieve competence.  

As part of their ongoing training all our Trustees also spent a half day sitting in observing advisers 

working with clients. 

Wellbeing service at Outreaches 

Funding from Herts County Council Public Health for the Healthy Hub allowed us to extend our      

Wellbeing service to the parish outreaches.  

 

 

 

 

 

 

 

Unsung Hero 

Award 

Maxine was          

presented with the 

Unsung Hero award 

from Families First. 

Adviceline 

Class of 2019 

joined the         

Adviceline rota in 

May enabling us 

to realise our 

long-held         

ambition to      

answer a vastly 

increased         

average of 210 

calls/ month. 

Local webchat service 

Building on the popularity of the webchat service that we have 

offered since first piloting it in 2016, we added a local webchat     

service to encourage local clients to get our help through a link on 

our website.   

Contact Us 
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June Chapman 

Chief Executive 

Looking after the Team 

We held our Together Day at Aldwickbury Golf Club in June to 

celebrate Volunteer Week. We can only support clients in         

distressing circumstances when we look after our own mental 

wellbeing. After a presentation from Emmaus and workshops on 

unconscious bias, helping those living with dementia and our  

research & campaigns work in the morning, we offered a series 

of taster session for wellbeing in the afternoon with Morris  

dancing, Mindfulness, Pilates, golf lessons, hand massages and 

Arts on Prescription. 

Excellent Client Satisfaction Survey results  

We asked 100 visitors to the Hub to tell us about their experience of our service: 96% were happy 

or very happy; 58% had income of less than £500/week which makes it hard to afford the local 

housing costs. We are pleased to be reaching the BAME community so well with the Muslim      

community making up 12% of respondents. 

Harpenden Service relocated to Harpenden Salvation Army 

Following the success of the service in Harpenden hosted at the 

High Street Methodist church, we relocated to the Salvation    

Army on Leyton Green when their refurbishment was completed 

in the Autumn.  

Celebrating 80th birthday at 2019 Annual General Meeting 

We told the story of 80 years of service at our AGM 80th birthday 

celebration with a quiz won by Anne H and Elaine. 

 

High Sheriff Award 

We were delighted to be invited to a presentation at County 

Hall on 11th March to receive the High Sheriff Award in the 

theme of Building Stronger communities.   

 

Left to right: Debbie Harris, Adviser, Sarah Beazley, High Sheriff,    

Malcolm Smith, Adviser, Sarah Yexley, Trustee  

 
A sad loss 

The year closed with great sorrow at the untimely death of Andy Laird 

our much–loved and admired Money Advice Specialist. 
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Treasurers report 

The trustees are pleased that the service (“CASTAD”) has continued to provide its services without the 

need to draw on reserves. We recorded an excess of income over expenditure of £25,103 (2019          

restated - £20,127). This is a reflection of the continued hard work and focus put into successfully       

securing new and diverse project funding. 

The Service's Total income was £399,043 of which income for core and project services increased to 

£385,177 from £309,392 in 2019. The trustees are very appreciative that St Albans City and District 

Council (“SADC”) continues their financial support, maintaining the core grant level at £100,124 (2019 - 

£100,121) and money advice project funding £15,729, (2019 - £13,598). Additionally during the year we 

successfully applied for project funding from SADC for Healthy Hub, Homeless Caseworker, Project and 

Community Grants, which combined amounted to £36,975 (2019 – £33,831). CASTAD are fortunate in 

having a very supportive local authority with whom we work collaboratively to supply services. We     

received grant income from Wheathampstead, Redbourn and London Colney Parish Councils and 

Harpenden Town Council which, combined with funding from Harpenden Churches, enables us to     

operate our outreach services. Hertfordshire County Council continues to support CASTAD funding  

projects related to Crisis and Healthy Homes. 

The Service has also been successful in diversifying its funding sources and is pleased to have secured a 

grant from the Postcode Lottery to tackle debt. We also welcome renewed funding, from the            

Hertfordshire Community Foundation (Graham Rowlandson Foundation for Disability Benefits Advice), 

Bedfordshire and Luton Community Foundation (Luton Airport for training), The University of           

Hertfordshire and benefit from the continuation of the St Albans Fund for the Future. Other funders 

include Hertfordshire Police and Crime Commissioner Community Fund, Money Saving Expert,      

Blandford Trust, Eastern Legal Support, Harpenden Trust, The Small Removal Company Harpenden, 

Awards for All Big Lottery, The Co-op and Computer Wizard.                                      

We continued to receive funding from Citizens Advice with Grants for Energy Advice Programme, Big 

Energy Savings Network and Universal Credit Help to Claim. 

Fundraising resulted in income of £5,667 (2019 - £374).The trustees record their thanks to all the        

organisers and attendees and recognise the importance that fundraising brings to the organisation as a 

means not only of financial gain but of awareness of CASTAD’s charitable status. We are particularly 

grateful to Mayor Janet Smith who has selected to support CASTAD in her Mayoral fundraising activities. 

Donations amounted to £7,995 (2019 - £8,656) and we are grateful for all donations received. Amongst 

others, we continued to benefit from support from Cathedral & Abbey Church of St Albans and the June 

Margaret Pavyer Trust.  

Our total expenditure of £373,940 in 2020 rose from £298,404 in 2019 as costs were incurred to deliver 

new project outcomes. Salaries and associated national insurance and pension costs are our most     

significant cost, amounting to £275,350 (2019- £234,225). We are grateful to both our staff and           

volunteers without whose flexibility we would not be able to adapt to constantly changing service      

requirements. This year we incurred £22,917 in a long planned upgrade our IT systems. A designated 

reserve had been set aside in 2018 for this work. 



 

 

 

Annual Report 2019—2020 

 

  A clarified understanding of our status in the HCC Pension Scheme, triggered by the latest triennial   

valuation, has led to a restatement of prior year accounts. We now understand that our deficit was 

crystallised at 31/03/2016. A full liability for our share of the schemes deficit has been retrospectively 

set up at 31/3/2017. This was initially set up at £67,000 and currently stands at £58,000 as a result of 

payments made by CASTAD to reduce the deficit. In previous accounts these payments were expensed 

as incurred, as a result of the new treatment, payments are set against the deficit. The impact has been 

to reduce Reserves by £67,000 in 2016/17, £64,000 in 2017/18 and £61,000 in 2018/19. This charge 

against reserves has adversely impacted on the status of our reserves compared to our Reserves     

Policy. 

We aim to have reserves the equivalent to twenty weeks future planned expenditure (38%), in            

unrestricted funds. Trustees believe this reflects the elapsed time from application for funding, to     

receipt of funding. At 31 March 2020 unrestricted reserves of £83,229 represented 24% (2019 restated– 

17%) of anticipated expenditure for the following year, of which trustees have designated £17,638 

(2019 - £40,638) for a new broadband connection. Whilst this is below our policy we have seen year on 

year improvements and we have a strong cash position with £186,605 at the end of the year,         

equivalent to 53% (2019- 55%) of anticipated future expenditure. 

In recent months Covid-19 has been dominating the world social and economic climate. We have     

continued to operate through this uncertainty. The trustees and management are continuously      

monitoring the situation. We have increased our focus on monitoring cash flows to ensure we can   

continue to serve our community and the need to proactively seek out and apply for a diverse range of 

funding for projects that support CASTAD’s objectives remains of utmost importance. Our budget for 

2020-21, which was approved prior to the Covid-19 epidemic, is to breakeven. We are currently         

performing well against this and are confident that we have the resources to deal with the changing 

circumstances for the foreseeable future.  

 

 

 

 

Information Assurance 

The trustee board has approved our information assurance strategy, having identified the risk          

presented by the significant amounts of client data held in the bureau. An information assurance   

management team exists to ensure the confidentiality, integrity and availability of all our sensitive data 

assets is maintained to a level which is consistent with the requirements of our clients, our funders and 

our strategic partners. The bureau aims to achieve an appropriate level of compliance to the Data   

Protection Act, the Cabinet Office’s Security Policy Framework and to industry best practice, as defined 

by the ISO 27000 series of standards. 

Cathy Phillips 

Treasurer 
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Financial activities 
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Balance sheet 
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Our impact  

Value to society  For every £1 invested with us *, we generated at least 

*These results are taken from a Treasury-approved national methodology applied locally 

 

 

£7.17 savings 
To government through       

reducing homelessness 

and demands on services 

£41.70 value 
In social and economic     

benefits through increasing  

participation and productivity 

£23.45 benefit 
To our clients through income 

gained, debts written off,      

issues resolved 

  

9,271 people 
helped face to face, by 

phone or email 

23,266 issues 
Benefits, housing, debt, family 

and employment were the 

top issues 
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Face2Face advice  

St Albans 

Over the year demand for our walk-in services in St Albans was similar to that of last year. We continued 

to have a high level of unmet need – on average around 71 people per week. The average number of 

clients helped at walk-in each day has increased over the year, and was an average of over 14.  

In the middle of March demand in person suddenly fell away, and the office was closed due to the Covid

-19 national  lock down. The service was immediately switched to the phones, and a continuous service 

was achieved. 

The sudden change to the way we deliver services that took place due to the pandemic presented a 

huge opportunity for us to try different ways of reaching our clients. We had been increasing Adviceline 

and national webchat contacts for some time, however, forced into providing a service without any face 

to face interviews, we have added a dedicated local phone line, local webchat and local email advice. 

The majority of our volunteers have continued to serve our clients, but have switched to doing it from 

their own homes for the time being. Looking ahead, we hope to return to the office in some way in the 

near future, but we plan to continue to offer an increased range of ways to get our help. 

We are expecting greatly increased numbers of debt clients during the summer and beyond, so we are 

reviewing our debt service and increasing our capacity. We also hope to refresh our website during the 

year to create a site which is more focussed on providing a useful information source. 



 

 

 

Annual Report 2019—2020 

 

  

 

Help to Claim 

The Help to Claim project is a national one delivered by local Citizen Advice services across the        

network, funded by the Department for Work and Pensions.  It helps clients with all aspects of a new 

claim for Universal Credit, from assessing whether it is the right benefit for them to claim, to            

supporting them to make a claim and manage until their first payment comes through.   

The first year of the project went live in April 2019, and over the year we helped over 230 clients in a 

wide range of work, money, health and family circumstances, some new to the benefit system and 

some claiming the "legacy" benefits that Universal Credit is replacing.  Around half were seen face to 

face and half were helped over the phone or digitally.   

A key part of the project is helping clients understand how Universal Credit works and what help they 

might get through it.  Where we see clients face to face, we can also help them make the digital claim, 

and we have a team of five specialist advisers who offer appointments for this.  Where we help clients 

through the national phone service, we can provide information and guidance on making a digital 

claim or, where they lack digital skills or access, make a non-digital claim for them.  Clients who access 

help through the webchat service on the Citizens Advice public website can be given relevant            

information to support them and, if necessary, be referred for more in depth help either through    

national webchat specialists or over the phone.  We staff a slot in a national rota for the phone and 

webchat service.   

Across all channels, sources of additional financial or crisis support are identified or arranged (such as 

discretionary housing payments or food vouchers) and help is also arranged or signposted for advice 

needs in other areas (such as employment or housing).  

The year ended as the effects of the Covid-19 lockdown began to be seen from the surge in Universal 

Credit claims, and as the delivery of face to face help was temporarily replaced by the phone and  

webchat services.  A second year is now underway.   

Projects 

Client quote: 

Very relaxed, helpful and understanding 

staff. First time I've ever used this service so 

asked a lot of questions but was never 

made to feel as though the questions were 

repetitive or that the meeting had a time 

restraint.  
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Disability Benefits 

We are continuing to see high numbers of clients in the Disability Benefits Project. The funding is from 

the Hertfordshire based Graham Rowlandson Foundation to support disabled people, who are more 

likely to be dependent on welfare benefits. 

The project work is done by Disability Benefits Adviser, Debbie Harris, who works 16 hours a week 

over 2 days and four volunteer advisers who have completed extra training with Debbie. Most          

disability benefit appointments can be covered by these advisers but at particularly busy times, clients 

are seen by general advisers in a double appointment (two hours). Most of this work is claims/

challenges related to disability or work capability benefits; but we also advise on related matters such 

as Blue Badges and disabled bus passes. 

 We have continued to promote the project, for example: 

• Meeting with Daisy Cooper, MP 

• Attending the Stronger Together meetings organised by Communities 1st which bring together   

local charities who support people with disabilities 

• Interviews on Three Counties Radio 

This financial year we helped 326 clients, a significant increase on the 2018-19 figure of 240 clients. 

The monetary gain for clients during this 12-month period was £478,111. 

National success rates for Disability Benefit claims are falling.  Only about one-third of new PIP claims 

are successful. Although we do not have precise figures for CASTAD, as some of our clients do not 

contact us with the outcome of their claims, our success rates are in the region of 50-60%. The         

national success rates for PIP and Employment and Support Allowance appeals is about 75%; our   

success rate is around 95%. 

An example of how this project can make a huge difference to clients: 

Client A – 53-year-old with complex physical and mental health conditions including arthritis,             

significant bowel problems/incontinence and anxiety/depression as result of sexual assaults.   She was 

on the highest rates of Disability Living Allowance, but when this transferred to PIP, no award was 

made. On appeal, she was awarded the Enhanced Rate of Daily Living and Mobility PIP, resulting in a 

backdated award of £6,373.55 and an ongoing weekly sum of £148.85.  At the same time, we advised 

on an ESA appeal - on re-assessment DWP decided that she was capable of all work. At her first appeal 

hearing, she was awarded the lower rate of ESA. Having taken advice from the CitA expert advice    

service, we helped her with an application to the Upper Tribunal, who referred the case back for      

another First Tier Tribunal hearing. At this hearing, over 2 years after the initial DWP decision, the    

client was awarded the highest rate of ESA - £140 per week backdated to November 2017. 
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Crisis Intervention 

Crisis Intervention funding is provided by Hertfordshire County Council to the Hertfordshire Citizens 

Advice offices to support people with urgent or complex needs, generally in an emergency situation, 

such as no money for food, a broken washing machine, or help to negotiate on a priority debt. 

The project is managed by Citizens Advice Stevenage and each local office has their own targets.  At St 

Albans we had a target of 183 clients to help by end June 2020, and a financial gain of £25,897 to 

achieve.  By the end of March 2020, we had exceeded our financial target with a total gain of over 

£42,000, and we were well on track to achieve our client target. 

Many clients needed food vouchers due to delays in benefits being paid, particularly Universal Credit, 

and at the start of the Coronavirus lockdown. We also provided grants for washing machines, cookers, 

furniture and energy top-ups.  For instance, one client moved from a women’s refuge into temporary 

accommodation with her 13 year old son, and had no washing machine or sofa.  We helped get a 

grant for a new washing machine and researched options for sofas. We also helped to get almost 

£1,000 of bank debt written off and the client was delighted. 

 

Case study: 

Mr T is 80 years old, retired and living on state retirement pension and pension credit income in an 

owner occupied property. His wife has cancer and was due to be discharged from hospital after   

treatment. He called for help to afford to put the heating on. He has difficulty making phone calls    

because of his hearing. We phoned British Gas for him and registered for Warm Home Discount and 

obtained him a fuel voucher. 

 

We helped Mr G, a homeless young man suffering from mental illness, to obtain a place at an       

overnight shelter and make an application for a national insurance number to allow him to claim 

housing benefit to cover the cost. 
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Homelessness  

The Homelessness Project is now in its second year having secured a further 12 months of funding 

from St. Albans City & District Council. An increase in hours was agreed, with the adviser now funded 

for 21 hours per week as of January 2020.  

The Project aims to help clients avoid homelessness by supporting them to deal with the issues that 

threaten the security of their housing, in particular low income and debt. The project forms part of the 

Council’s response to the additional duties placed on local authorities by the Housing Reduction Act 

2018.  The homelessness caseworker works closely with the Council’s housing staff through referrals, 

telephone and online discussions and face-to-face meetings.  

Although the focus is on income maximisation, clients with a wide variety of housing problems have 

been assisted over the period April 2019 to April 2020. 130 appointments took place either in person 

or by telephone between the homelessness caseworker and clients with housing or related problems.  

Over a third of clients found it difficult to meet their rent liabilities, but this was for a wide range of 

reasons. Low incomes (including low levels of benefit) are consistent culprits, and Universal Credit 

continues to exacerbate these problems for those who struggle to manage their finances. Assisting 

clients to identify alternative ways to pay their rent (e.g. by direct payment from DWP if they receive 

Universal Credit), and to claim missing or additional elements of income, such as Discretionary    

Housing Payments, forms an important part of the work of this project.  

In its first year, the Project assisted 29 clients and their families to avoid eviction and to stay in their 

homes or to find alternative housing. With the full impact of Coronavirus on homelessness yet to be 

seen, it is likely to be a more challenging year than ever for clients on low incomes and in precarious 

working situations. We will continue to support and advise these clients to the best of our abilities.    

Gender 

Disability / long term health 
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 Case studies 

Ms C, a single Mum aged 25 with 2 children under 6 was referred to us by SACDC. She works as a    

carer but her hours have been halved because the clients she cares for are worried about contracting 

the virus from their carers. Her income has dropped dramatically and she cannot service her debts of 

around £20k including rent arrears. The rent arrears accrued when she was moved onto Universal 

Credit from Income Support when her children reached the maximum age for income support. She 

cannot seek alternative work as her children are both home from school and she has no-one else to 

care for them. She is dyslexic and finds it hard to fill in forms correctly. 

We helped her to do a full benefit check to ensure she is receiving everything to which she’s entitled 

and are helping her to produce an income and expenditure statement to share with her creditors to 

begin negotiations on re-scheduling the repayments. We are helping her to complete an application 

for a Discretionary Housing Payment as a temporary measure. 

 

Mr D aged 19 came to us as he had nowhere to sleep, no job and no money. He had been forced to 

leave his home where he had lived with his mother after police were called to an incident. He had 

slept on the floor of a friend’s house but there are already 8 people in the house and 3 bedrooms and 

he is not able to stay there any longer. We helped him to make a homelessness application to the local 

council. We also helped him to claim Universal credit and provided him with foodbank vouchers and 

details of where and how to get a meal. He secured temporary accommodation at the local night   

shelter. 

 

Mr N aged 88 suffers with Parkinson's and bowel disease. His wife asked us for help as keeping the 

house warm enough has sent their fuel costs soaring. The couple only have their state retirement  

pension to live on. We helped them to apply for Attendance allowance and checked their utility       

supplier to see if we could reduce the tariff, arranged for them to have an appointment to draw up 

Lasting Powers of Attorney. We also helped them access taxi vouchers as they are both over 75     

without access to as private vehicle. We arranged for social services to make an assessment of their 

need for adaptations, (grab rails, bath seats, raised toilet seat) and to provide respite care. We showed 

them how to save money on home insurance and alerted them to scams that are currently circulating 

in the area among vulnerable older people and advised how to avoid these scams. We put them in 

touch with the good neighbour scheme for help with odd jobs around the house and made Mrs N 

aware of Carer card discounts and how to get one. We put them in touch with HILS for hot meal       

delivery and Computer Friendly for help using their old computer. 
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Mr B is 52 and lives with his parents in a rural part of the district. He is currently unemployed having 

been made redundant and having done casual jobs for a while. He was approached by email by what 

appeared to be the Health & Safety Executive (HSE) alleging a violation for which he had to pay a fine. 

He contacted us to help him explore whether this was genuine. We were able to do some internet    

research and discovered that the email was not sent from a genuine HSE address. We provided Mr B 

with details from the legitimate HSE website warning of these scams. 

 

Ms N,  92 year old called us and wanted to know how to make an advance directive so that if they 

should contract Covid the doctors would know they did not want to be intubated and the                    

circumstances in which they would want to receive only palliative treatment. We were able to provide 

them with details of how to achieve this from an Age UK Factsheet and explain exactly what they need 

to do and connect them to a charity who will help the client complete a directive. 

 

 

Client quote: 

Thank you! P, the lawyer and A were two people 

who really helped me in my employment legal 

case. Everyone was polite and helpful and I don't 

think I would have been successful without the 

advice from CA. I just wanted to say thank you to 

all and that I won my case! 
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Dementia Project 

This project has been funded by The MSE Charity to educate, empower and coach the carers of and 

those living with dementia in the St Albans district. 

The project was delivered in the following ways: 

Talks - A total of 14, 45 minute talks were delivered to local dementia support groups.  The topics  
included benefits, council tax exemptions, marriage allowance, reducing the costs of utilities and    
insurance, care costs, disability adaptions, mobility assistance (such as alarms, disabled parking, blue 
badges and taxi vouchers),  powers of attorney and scams avoidance. 

One-to-one advice - Over the period of the project, 68 individuals were helped with one-to-one     
advice. As far as possible that advice was delivered in locations such as churches and community  
centres near to the homes of the carers, rather than our city centre offices which meant that parking 
and transport were not an issue.  Thirty members of this group have never sought our help before, 
showing that we have reached a previously unreached group as a result of this project. 

Training— delivered to our advice staff and volunteers 

 

Case study 1 - Couple in their 70s - The carer was finding coping difficult and was "at wit's end".  We 
were able to help the couple financially by completing an attendance allowance form and helping 
with marriage allowance.  A blue badge was obtained and the couple are now on priority registers for 
fuel and water. Perhaps more importantly, the carer was encouraged to use the additional income to 
obtain some home care to allow them to maintain some independent life away from caring duties. 

Case study 2 - Couple in their late 80s, one in a care home with severe dementia - Our adviser was able 
to act to help the carer to obtain attendance allowance at the higher rate, obtain refunds for powers 
of attorney and significant council tax refunds.  We also helped with a social services referral as      
financial resources were becoming short. Sadly, the carer was widowed during the project and we 
were able to help them to navigate the issues which had to be dealt with at this point.   

Feedback  

From the AgeUK Locality Worker: 

"Being able to be involved in the project being run by CASTAD has been extremely useful for all of our      
clients and carers. The project worker provided extensive information about various different topics that 
impact our client group, and there were so many things that our clients were not aware of. The people that 
attend my groups still speak about how useful the project worker's visits were, and they highlighted that 
they are now aware of what CASTAD are able to help with and wouldn't have approached them before the 
talks". 

From the leader of a dementia support group: 

"Thank you very much for the 3 sessions you led which were all really helpful and today's one went         
particularly well with good audience participation. It has inspired all of us and made a vital contribution to 
our programme". 

From a client: 

"We are very grateful for all the work you did on our behalf to bring about such a happy conclusion". 
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Supporting Carers 

We obtained funding from SACDC’s Community Grants Fund to         

increase our support for carers, and the project started in October 

2019.  The initial remit was to help carers of older people, as this had 

been highlighted as an issue in our Dementia project, and particularly 

in the target wards Sopwell, Batchwood, Cunningham,                 

Wheathampstead and Redbourn. We offered specialist appointments 

for carers and reached out to local carer organisations to promote the 

service and offer talks.  We found that we had clients who had           

demanding caring responsibilities but for family members under     

pension age, and were struggling to find appointments for them, 

whereas the Carer appointments were available.  We asked SACDC if 

we could amend the project criteria to allow support for any carer, and 

this was agreed. We achieved our target to help 35 clients, including a 

couple where the husband had been diagnosed with dementia, where we signposted them to help 

with alarms/trackers, to Carers in Hertfordshire, to Computer Friendly so the wife could get online, 

and helped to claim Marriage Allowance which should result in a gain of £900 plus £250 a year         

ongoing. Other clients were helped to set up Lasting Powers of Attorney, claim Blue Badges,             

Attendance Allowance and Carers Allowance, and to access local support such as taxi vouchers and 

social groups.   

The project also had a target to give 50 people more general advice through events and talks to carers’ 

groups. We took the opportunity to collaborate with colleagues during Big Energy Saving Week,     

sharing stands at St Albans Library, Redbourn Library and Wheathampstead Memorial Hall, and 

reached 19 carers by giving talks to groups in February and March. Unfortunately further planned 

events were cancelled due to the coronavirus lockdown. 
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  Social Prescribing 

This year, with funding from St Albans Healthy Hubs, in partnership with St Albans City & District 

Council, we continued our good work and outcomes with Wellbeing Clinic sessions.  The project runs 

aims to help more clients who are stressed, anxious or depressed, across all our locations, to access 

non-medical sources of help that will improve their wellbeing.  

So far we have helped 164 clients in St Albans, against our target of 100, and 28 clients in our          

outreaches, against a target of 20.  We made 268 referrals, externally to a multitude of services in our 

District, the most popular so far being Computer Friendly, HertsHelp, Arts on Prescription and Herts 

County Council Adult Care Services, and referring inwards to our own debt, benefits and housing   

specialists and our HLAs.  

Following up a sample of clients, we have found that 93% showed an improvement in wellbeing.  

We are also working to maximise referrals from GPs, Health Visitors and Community Navigators, as 

well as taking advantage of our new Healthy Hub partners and the relocation of NHS services into the 

Civic Centre.  So far around 16% of our clients have been referred to us by health professionals.  

We have provided all-staff training on wellbeing awareness, and were joined at our training days by 

services such as the Community Navigators, Dementia Friends, and the Royal British Legion, resulting 

in greater awareness among our staff and volunteers. We maintain links with local partners, joining 

the new St Albans & District Access Forum to improve access for people with disabilities, attending a 

workshop on the Herts 2020 Year of Culture, and joining Families First meetings. 

 

Some comments about (and from) clients who have accessed our Wellbeing Clinic: 

Client "is in a much better place now". 

Found CASTAD "very helpful" and our help "actually 

worked" 

Found coming to CASTAD very helpful because "it is good 

to talk to people". He also liked the fact that we 

"advised" him but did not "tell me what to do". 

Client now feels more confident about dealing with     

problems but says she couldn't have done it "without 

your help, you are fantastic guys" (meaning CASTAD).  

We helped her overturn a possession order so she could 

stay in her home. 
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  Energy Advice 

We were funded by Citizens Advice to run the Energy Advice Programme (EAP) from October 2019 to 

March 2020, with the aim of providing energy advice to vulnerable clients, including those on low     

incomes, with disabilities, the elderly and families with children.  

We offered 3 appointments a week plus additional sessions set up ad-hoc for clients coming in for 

other issues, and reached 80 clients against a target of 72. We helped a client in fuel poverty, with 

Parkinson's and not confident using the Internet, to switch 

fuel supplier, saving £345 a year and gaining an additional 

£140 with Warm Home Discount. For the first time, the 

project included home visits. We helped a visually-

impaired client in her 80’s with getting an accurate bill and 

large print statements from British Gas, and an elderly 

client with limited mobility who needed help to               

understand the controls of her storage heating. Overall 

we achieved income gains of almost £10,000, an average 

of £240 per client where we recorded an outcome. 

We were also funded to run the Big Energy Saving        

Network project from October 2019 to March 2020.  This 

project aims to provide energy advice and information to 

100 consumers. We delivered advice 1-1 to 87 clients and 

to 39 consumers in group talks, a total of 126 consumers helped. 

During Big Energy Saving Week, we held events in St Albans Library, Redbourn Library, Salvation Army 

in Harpenden, U3A in Harpenden and Wheathampstead Memorial Hall venues.  We promoted the 

events through social media and letters to local councillors, and helped consumers  achieve income 

gains totalling around £5000. 

 

 

 

Left to right—Maxine Bromyard, June Chapman 

and St Albans MP Daisy Cooper 

Client quote: 

Extremely pleased with how 

helpful the adviser was. 
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Scams Awareness 

The Scams Awareness Project is funded by the Hertfordshire Police 

Commissioners Community Fund, and is aimed at raising         

awareness of all types of scams among consumers, and providing 

training for front-line workers. CASTAD is one of several local offices 

in Hertfordshire to receive this funding, and is working in              

collaboration with those other offices. 

We started by creating a presentation for consumers, and collected 

resources with a selection of consumer leaflets.  We held nine talks 

and reached a total of 152 people, exceeding our target of 50.  We  

also provided more detailed 1-1 advice in the Civic Centre and our 

outreach locations, helping 26 clients to either avoid being scammed 

or to recover from the impact of a scam. Issues included identity 

theft, rogue traders, online retail scams and mis sold holidays.  All of 

these clients reported that they felt less likely to be targeted again, 

and more confident in handling scams in future. 

One client had received a letter purporting to come from a law firm in Rome saying that he might be 

entitled to a large inheritance from a relative who died in Italy a few years ago. The client did have a 

relative by that name so needed help to identify if this was a scam. We were able to investigate and 

established that this was a scam originating in Nigeria, so the client was able to have confidence that it 

was not genuine. 

Another client with autism, suffering from anxiety, arthritis and 

fibromyalgia was a victim of banking fraud but was not well     

supported by his bank so the fraud was continuing.  We advised 

the client and his friend, who was supporting him, on moving to a 

new bank account, and making a complaint to his current bank.  

We also signposted the client to Herts County Council Adult      

Services, and the new Blue Badge scheme for people with autism, 

and provided him with a food voucher. 
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  Windows 10 Upgrade 

During 2019, we learned that Microsoft were withdrawing support for 

Windows 7, the operating system installed on all CASTAD PCs, on 14th 

January, 2020.  This was the cause of some concern, as it would mean 

that we would receive no more updates and particularly no more     

security fixes, which were important for protecting our network from 

malicious attack.  It would also mean we were no longer GDPR-

compliant, as a secure network is a requirement for this.  The solution 

would be to move all our systems to the current release, Windows 10. 

We looked at the specifications of our existing equipment, and concluded that we should invest in new 

hardware to ensure compatibility with Windows 10, remain efficient, and allow some future-proofing for 

later releases.  We obtained funding of £10,000 from the National Lottery Awards for All programme to 

help with the costs of new hardware, so we were able to purchase new desktop PCs with new             

keyboards and mice, and a number of new laptops to replace existing ones that were not of a suitable 

specification. 

Having new PCs meant we could build these in advance and reduce disruption to users.  As each new 

PC was completed, it was exchanged for one of the existing PCs, which was then cleaned of all data in 

accordance with the specification required by Citizens Advice and GDPR.  SACDC kindly allowed us to 

use one of their rooms to store the PCs during our build work. 

We constructed a new standard build for the PCs which included some improvements, such as            

automatic update of QBC, and a streamlined desktop with most of the links removed to our CASTAD 

home screen. Our existing laptops were mostly good enough, so these were updated one at a time 

when convenient for their owners. 

The old PCs and laptops were still good enough for some applications, so we offered them to staff and 

volunteers.  The majority of the machines were gratefully received, some for individual use and some 

were donated to smaller local charities. 

In all over three weeks, we took 30 old computers out of circulation and      

replaced them with 32 new desktops, and we built 15 laptops to the new  

specification.  We were delighted that the operation was achieved on time, 

and with minimum disruption to users. Our sincere thanks goes to Neil  

Bromyard, IT support volunteer for successfully delivering the project and 

providing intensive support as the new computers were deployed.   

We are very grateful to the National Lottery for providing the funding for  

making this update possible. 
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Training  

The year started fairly normally with our annual intake of assessors, the Class of 2019, joining the       

Adviceline rota in late spring and providing a huge boost to the number of calls we were able to answer 

as a result. In the summer they trained to do face to face assessments and in November started their 

adviser training. 

We ran our now well-established Summer Placement Scheme for students again during June to         

September. We recruited three law students to work with us full-time who joined the rota doing web-

chat initially and then Adviceline after a short but intensive period of training. 

Over the summer we ran a Money Support Worker training programme for a small group of volunteers 

and are delighted that two of them have now take up paid money advice roles with us. 

For the second year running we ran a webchat project with the University of Hertfordshire. Twelve     

students attended classroom sessions for one day a week for 8 weeks, did a number of observations 

and progressed to weekly supervised webchat sessions. Unfortunately, due to the COVID19 crisis, the 

supervised sessions were terminated by the university. However, in the month before this, largely due 

the students’ hard work, we did 236 webchats, far in excess of the number done by any other Citizens 

Advice service in the country, with a client satisfaction rate of 89%. 

Our programme of monthly High Intensity Training sessions (HITs) for staff and volunteers continued 

this year and we covered a wide range of topics including modern slavery, helping clients with complex 

needs and safeguarding..  Throughout the year we held regular information sessions for potential     

volunteers, interviewed suitable candidates and gradually collected together a group to form our Class 

of 2020. We had planned to start their training in March with a series of weekly group sessions in the 

office and regular face to face observations. However, by late February, with the COVID19 crisis      

deepening, it became apparent that this training model was not going to be feasible and a decision was 

made to train the group remotely instead. The entire group agreed and we now run weekly group     

sessions on Zoom. Many of our training materials had to be adapted to suit the platform, but it has 

proved very flexible and we have successfully incorporated small group and pair work by using virtual 

breakout rooms. Working out how to organise observations has proved the biggest challenge but the 

solution has proved to be virtual observations using Outlook Teams, which have only been possible 

with the help of a band of experienced assessors willing to give it a go. We are extremely grateful to the 

Class of 2020 for embracing this new way of training with such enthusiasm and commitment. 
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Research & campaigns 

Every year thousands of people locally and millions of people nationally come to Citizens Advice   

seeking solutions to their problems. This gives us a unique insight into the issues people are facing on 

a daily basis and the impact that these issues are having on their lives. We use this information to 

campaign for changes in policies and practices that will make people’s lives better by eliminating the 

root causes of at least some of their problems. 

Much of this work is carried out at a national level, with support from local Citizens Advice offices. 

Over the last year, Citizens Advice has, for example, campaigned successfully for improvements in the 

Universal Credit scheme, and for action to be taken against the ‘loyalty penalty’ (whereby firms take 

advantage of their existing customers by increasing charges to levels well above those offered to new 

customers). 

As the Covid-19 crisis developed, naturally the focus of this work switched to the effect of the          

Government’s lockdown and to the various support schemes that accompanied it. Because we are in 

the front-line of advice givers, we were well-placed to highlight in a timely manner weaknesses in the 

government’s response, for example the support offered to the self-employed and to those in private 

rented accommodation, and to argue for more help for the people affected. 

Locally, we continue to see high numbers of people who are threatened with homelessness coming to 

us for help and we have raised the problems that they face with the local council’s Homelessness    

Forum. We have also sought to raise awareness of the long delays facing local people who are          

appealing against assessments for Personal Independence Payments and Employment Support       

Allowance. We have also participated in national campaigns to encourage people to save money on 

their energy bills and to be aware of scams. 

Tony Dolphin, our Research & Campaigns lead, with St Albans MP Daisy Cooper  
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Client quote: 

I cannot begin to express my      

sincere and deep gratitude to you 

for your help and support recently 

in putting together what I could 

not do alone. You have been a true 

angel when I most needed. Thank 

you for everything. 

Our volunteers 

130 volunteers  
gave us their time.  

 950 hours        
per week were donated by 

our volunteers  

£ 889,957.00 
is the annual value of our         

volunteers time 

   

For everyone 

for 80 years 

1939—2019 

Photo credit: Historic England 
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St Albans City & District Council  

Hertfordshire County Council  

Citizens Advice  

 

Abbey Theatre 

Batford Methodist Church 

Bedfordshire and Luton Community Foundation 

Big Lottery - Awards for All 

Blandford Trust 

Breakaway Theatre Company 

Bretherton Law 

Client donations  

Cathedral and Abbey Church of St Alban 

COOP Community Fund 

County Councillors; Gordon, Hale, Mills, Rowlands, 

White, Walkington  

Customers of Waitrose St Albans  

Eastern Legal Support Trust 

Graham Rowlandson Foundation (Hertfordshire 

Community Foundation) 

Harpenden Small Removal Company 

Harpenden Town Council 

Harpenden Trust 

Hertfordshire University 

High Street Methodist Church, Harpenden 

June Margaret Pavyer Trust 

London Colney Parish Council 

Money Savings Expert 

Network Church, Harpenden 

Odyssey Cinema 

Our Lady of Lourdes Catholic Church, Harpenden 

Peoples Post Code Lottery  

Police & Crime Commissioner (Hertfordshire   

Community Foundation) 

Quakers Religious Society of Friends, Harpenden 

Redbourn Parish Council 

St Albans Fund for the Future (Hertfordshire    

Community Foundation) 

St Albans Old Peoples Trust 

St Albans Relief in Need 

St John’s Church, Harpenden 

St Nicholas Church, Harpenden 

The Salvation Army, Harpenden 

Wheathampstead Parish Council 

Funders 

We are extremely grateful to all our funders for their financial support but also for investing their trust 

as well as their cash in CASTAD’s ability to transform lives with the unique extensive help we provide. 

We value highly the relationships we have with our funders and the partnerships that allow us to bring 

so much relief to people in difficult circumstances. 
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