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CALDERDALE ADVICE STRATEGY 2017-20  

 
1.0 VISION 

1.1 Together with our partners, we want Calderdale to be a place where people are 
empowered to access a broad range of advice primarily on welfare and financial 
issues.  Information will be available to all, though scarce resources will be 
targeted at those with the greatest needs. 

1.2 Advice providers are able to respond to changing needs and work together as 
part of a flexible local market.  

1.3 Commissioners and providers will build an evidence base about the impact that 
quality advice has on wider outcomes in order to secure future investment  

2.0 STRATEGIC AIMS 

2.1 The Advice Strategy seeks to refocus the aims and objectives for advice 
provision in Calderdale. This is crucial due to the pressures on both the Council 
and provider partners in the sector to ensure that resources are used effectively 
and efficiently to secure the best outcomes for local people.   

2.2 This means we need to be very clear about why we want to ensure advice 
services are provided and what they are there to achieve.  

2.3 The aspirations of the Advice Strategy are set out in five aims:  

AIM DETAIL 

1) To make sure that 
people’s rights are 
protected 

The benefits system exists as a safety net for those 
genuinely in need. Advice is available to ensure people 
can access appropriate support and challenge 
incorrectly made decisions.   

2) To make sure that the 
needs of the most 
vulnerable in society 
are met 

 

Where possible, seek to empower people to deal with 
issues independently so scarce resources such as face-
to-face support can be targeted at those who need them 
the most. 

3) To help people find or 
remain in employment 

The Welfare Reform agenda emphasises getting people 
back into work. Advice services can support this by 
ensuring people access the right advice to develop their 
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skills and employability, and to ensure access to in work 
benefits that help support the transition into work. 

4) To reduce demand for 
other services 

Quality, co-ordinated advice helps people become more 
resilient, overcome problems at an early stage and 
avoid issues escalating and requiring more intensive 
support. 

 

3.0 STRATEGIC OBJECTIVES AND KEY ACTIONS 

3.1 In order to move towards a structured advice offer that is flexible and changes 
with the needs of communities and individuals the Advice Strategy will pursue 
four objectives and a series of actions: 

Objective Actions By whom When 
 

1) Advice is 
responsive to 
changing 
needs 
It is important to 
understand the 
changing needs 
of the people of 
Calderdale and 
ensure advice 
provision is 
targeted at 
people’s’ 
priorities.   

i) Map and publicise community 
advice needs and existing 
provision, including smaller 
organisations 

Calderdale 
Council/ 
advice 
providers 
 

Spring 2016 
and on-
going 
 
 

ii) Identify good practice & 
disseminate 

Advice 
providers 

Spring 2016 
/ ongoing 

iii)  Continue to join up 
commissioning and include 
economic impact and public 
health consideration 

Calderdale 
Council 

2016 
onwards  

iv) Issue contracts which allow 
for responsiveness and 
changing priorities 

Calderdale 
Council 

2017 

2) Support is 
targeted 
appropriately 
to meet the 
needs of the 
individual  
Advice needs to 
be targeted so 
that it is 
appropriate for 
the skills and 
needs of the 

i)   Support people seeking 
advice through access to 
preventative support at the 
right place, right time, by 
joining up advice across 
agencies to get best outcome 
for the individual 

(For example recognising a 
person with credit card debt 
issues may be an appropriate 
referral to Credit Union and 
affordable warmth schemes.)  

Advice 
providers 

Spring 2017 
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person seeking 
help.  
 

ii)   Effectively prioritise issues 
and support those who can to 
access telephone & internet 
support to maximise advisor 
time with the most vulnerable 
people. 

Advice 
providers 

Spring 2017 
& ongoing 

iii) Increase focus on personal 
resilience through all advice 
to maximise outcomes for the 
individual seeking support 

3) Continue to 
support 
partnership 
working  
There are many 
advice providers 
in Calderdale 
who will be 
stronger and 
more efficient if 
supported to 
work together in 
a co-ordinated 
way.  

i)   Work with sector to maintain 
the advice provider network 
developed through Making 
Advice Work and other 
partnership working, such as 
Financial Resilience projects. 

Calderdale 
Council, 
Advice 
providers 

Spring 2016 

ii)  Increase awareness of 
existing organisations and 
activity among front line staff. 

Calderdale 
Council, 
leading 
advice 
providers 

Spring 2016 

iii) Investigate opportunities for 
intra-agency training and staff 
sharing  

Advice 
providers 
and 
statutory 
partners 

Summer 
2017 

iv) Continue to develop and 
invest in volunteers providing 
advice 

Advice 
providers 
All partners 
by signing 
up to  

Summer 
2017 

v) Statutory partners to recognise 
their role in ensuring quality, 
effective advice provision  

4) Ensure quality 
provision, 
While demand 
on limited 
resources has 
never been 
greater, 
providing poor 
quality advice to 
clients remains 

i) Continual improvement of 
customer feedback systems to 
capture learning and share good 
practice 

Advice 
providers 

Ongoing 

ii)  Ensure accurate but 
accessible basic information 
is available for non-specialist 
advisors to pass on, in line 
with ‘make every contact 
count’ principles.   

Advice 
providers & 
Calderdale 
Council 
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as damaging as 
ever 

iii) Develop quality 
measurements that include 
wider outcomes e.g. health 
benefits from debt-free 
citizens with the aim of 
leveraging additional 
investment from partners. 

Citizens 
Advice 
Calderdale – 
collate client 
information 
Advice 
Providers – 
case studies  
 
Calderdale 
Council – 
discussions 
with 
strategic 
partners 

 

 

4.0 WHY HAS THE ADVICE STRATEGY BEEN REVIEWED  

4.1 The strategy has been reviewed for three key reasons: 

4.2 Advice services are critical to the Council’s objective to reduce 
inequalities.  

4.3 The Council’s revised ambition statement Calderdale-Be The Best Borough In 

The North includes an objective to reduce inequalities. This aim will be realised 
through promoting financial inclusion and a number of change programmes 
driven by prevention/early intervention, building resilience in communities and 
embedding digital innovation and leadership in the way in which we 
communicate and transact business within the council. 

Advice will form a key part of financial inclusion, continuing the work begun as 
part of the financial resilience programme, especially the partnership working that 
developed as a result of this programme. Although provision of advice services is 
not a statutory function for the Council, we are increasingly clear that good 
quality information and advice on financial, welfare and housing issues can 
prevent people from falling into greater debt and needing more costly support 
later on. Using advice to address this strategic priority not only delivers against 
the financial inclusion objective but is also effective evidence of early 
intervention. 

Making digital innovation a key part of the advice strategy, along with partnership 
working, is an important way of targeting diminishing resources towards those 
with the greatest need, empowering people with the necessary skills to help 
themselves while maintaining more intensive support through other channels for 
those who need it. 
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4.4 The changes to Welfare and Legal Aid  

The existing Advice Strategy was produced in 2013 and aimed to set out ways in 
which the Council and partners could respond effectively to the challenges of 
Welfare Reform and changes to Legal Aid which were introduced from 1st April 
2013. There will be further challenges ahead as a result of the continued roll-out 
of Welfare Reform and access to legal services and legal representation 
continues to be an issue. Physical access to a court building will also be an issue 
when Calderdale Magistrates and County Court services close in autumn 2016 

4.5 To help us commission better in the future  we want the new Strategy to help 
us meet the following challenges: 

 There is increasing pressure on public spending. Calderdale Council is 
working hard to continue to deliver services to its communities whilst the 
funding it receives from the Government continues to be reduced. 
Between 2010 and 2015, general Government funding to Calderdale 
Council reduced by around 40% with Council Tax rising only 2% these 
funding cuts come at a time of inflation and growing demand for our 
services. So we need  to make the most of our combined resources to 
maximise value for money in advice services 

 We continue to see increasing demand for advice across the sector in 
Calderdale so we need to keep making the case for maintaining 
investment in these services, emphasising the added value it provides to 
local people and impact good advice has on wider outcomes 

 We want to improve access to advice, particularly using digital channels 
but also maintaining physical presence where needed.  We know that 
most people, are able and want to access advice from simple easy to 
use digital or telephone services, but this needs to join up effectively with 
holistic wrap around support for the most vulnerable, marginalised and 
isolated communities and individuals.  

 To help us to do this we want to continue to support a thriving and healthy 
advice sector, encouraging partnership and consortia working where 
possible. 

4.6 In 2013, we changed the emphasis of the strategy to focus on outcomes 
delivered for local people rather than the quantity of advice provision to produce 
a stronger sector that reduces the demand for front line Council and other public 
services. For example, partners working with people with debt have successfully 
assisted them in managing their finances, which has resulted in improvements to 
their mental health resulting in a decrease in demand for NHS services relating 
to stress and poor health. In some cases, a risk of suicide has been alleviated, 
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along with the attendant costs on a death of this type.(Source: Noah’s Ark 
Counselling and Debt Advice, December 2015) 

4.7 This 2013 strategy built on anecdotal evidence that good quality and targeted 
advice can prevent the need for higher cost services later. There is now a body 
of National Citizens Advice evidence that supports this view/position. We need to 
continue to build an evidence base through the commissioning process so that 
we can demonstrate more effectively the cost benefit of partners investing in 
preventative advice provision. 

 

 

 

 

 

 

 

 

 

 

CMBC 
funds 
advice 

Advice to a 
person going  
through an 
employment 
tribunal, who 
then remains in 
employment 

Public Health: fewer 
stress related issues 

Landlords: less rent in 
arrears  

GPs: fewer patient 
appointments 

£ 

Positive 
outcom
e 
benefits 

Housing Options / 
Pennine: Reduced 
demand for housing 
advice  
DWP: Fewer JSA 
claimants  
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5.0 NATIONAL CONTEXT 

5.1 Welfare reform  

5.1.1 Government is committed to Welfare Reform, re-focussing the benefits system to 
make work pay and redefining claiming welfare as a temporary status, with a 
view to saving £18bn from the welfare bill within four years. Changes have been 
taking place since 1st April 2013, with Universal Credit going live for some 
claimants in Calderdale from April 2015 and full roll-out due to be complete by 
2019. A summary of the local impact of Welfare Reform is attached at appendix 
1. 

5.1.2 Financial pressures from Welfare Reform are likely to impact most on the most 
vulnerable groups in Calderdale who already form the majority of demand for 
free or low cost community legal advice. The demand for advice services is 
expected to peak at the point when existing claimants, some of whom may have 
been on benefits for many years, are migrated to the new system. 

5.1.3 Young people have been identified as a group particularly affected by welfare 
reform, with under 21s no longer automatically entitled to Housing Benefit from 
April 2017 and under 35s only able to access the room rate. There is a problem 
with a lack of shared accommodation for this group in Calderdale. The National 
Living Wage only applies to those over 25, so although young people may 
become more attractive to employers, they may struggle to meet their obligations 
in work. 

6.0 Legal Aid reform 

6.1.1 Reform to the Legal Aid system happened concurrently with welfare reform. 
Legal Aid ceased to be available to challenge improperly made or unfair welfare 
benefit decisions and Citizens Advice Calderdale have seen a 20% increase in 
the number of queries on benefits and tax credit issues between 2014 and 2015, 
quarter 3.  

6.1.2 Legal aid continues to be available for certain cases (see appendix 2). 

7.0 Immigration Act 2016 

The Immigration Act 2016 alters the way in which local authorities can provide 
financial and accommodation support to certain categories of refused asylum 
seekers with no access to public funds. Advice services will therefore need to 
respond to this change in circumstance of newly arrived communities and be 
able to advise those affected accordingly.    
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8.0 LOCAL CONTEXT 

8.1 Demographic changes 
 

8.1.1 The context of Calderdale in terms of demographics has seen some change in 
the light of the 2011 census: 

 The borough’s population has increased by 6% since 2001, with the largest increase being in the 
over 65s (8%).  

 The number of children and young people (aged 0-14) has fallen by 2.5% over this period.  

 Early analysis of 2011 Census data shows an increase in the number Calderdale residents that 
were born outside the UK since the 2001 Census.  

 Calderdale’s BME communities have a younger age profile to the borough average with 1 in 3 
people aged under 16 years old, compared to 1 in 5 of the white British population. 
 

8.1.2 The key demographic trend to take into account is a general ageing of the 
population which is likely to create more demand for welfare and benefits advice 
from the over 65 age group. The changing and more insecure pensions 
environment, increased working age and  links between older populations and 
increasing ill health are also likely have an impact on the amount and type of 
advice needed by older people. 

8.1.3 Linked to this is the growth in numbers of people registered as sick or disabled.  
This will impact in the next 2 years with reforms to sickness and disability benefit 
aiming to reduce spending by 20%. There are concerns that these reforms will 
put sick and disabled people in Calderdale at increasing risk of being unable to 
challenge incorrect decisions. 

8.2 The 2015 English Indices of Deprivation 

8.2.1 The Indices of Multiple Deprivation (IMD) ranks relative levels of deprivation 
between areas in England. It does not report absolute deprivation levels, but 
relative deprivation compared with other local authorities in England. It ranks 
every small area in England from 1 (most deprived) to 32,844 (least deprived). 

8.2.2 IMD 2015 results record Calderdale as the 89th most deprived district in England 
out of 326 local authority areas. In IMD 2010, Calderdale was ranked 105th. 
Calderdale’s rank of local concentration measure for the district was 58 in IMD 
2015 compared with 80 in IMD 2010. This suggests relative deprivation has 
increased for the poorest neighbourhoods in the district compared with national 
levels and access to advice will be one of the ways in which Calderdale can work 
to narrow this gap. 
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8.2.3 The underlying data sets for IMD 2010 are mainly from 2008. The data sets for 
IMD 2015 are mainly from 2012/13 and 2011. In 2012 much of the North of 
England was still in recession.  

8.2.4 Advice providers will need to find ways to help people maximise their income 
through benefits, manage the finances they have more effectively and seek ways 
to increase their income through employment. 

9.0 Immigration 

9.1 Home Office figures indicate that at the end of September 2015 there were 213 supported 
asylum seekers in Calderdale awaiting a decision on their claim. At the same time in 2014, there 
were 176.  

 

9.2 Calderdale has agreed to welcome 50 Syrian families as part of the government’s resettlement 
programme, with 9 families arriving in December 2015 and a further 8 on 24th June 2016. 

 

9.3 Refugees who arrive as part of government resettlement programmes receive more support 
than those who arrive independently, claim asylum and are granted refugee status. This second 
group face particular problems in obtaining the documents they need to access benefits and 
housing support within the 28 day move on period when asylum support ends because refugee 
status has been granted. 

 

9.4 Advice providers could consider intra-agency skill sharing and raising of awareness of asylum 
and move on issues across agencies in Calderdale, recognising that the impact of advice on 
matters largely controlled by government policy will be limited. 

 

10.0 CHANGING NEEDS 
 

10.1 Changing needs of communities for advice services 

10.1.1 The national welfare benefits changes, the locally changing demographic picture 
and the continuing effects of economic downturn will impact on the need for 
advice services in Calderdale. 

10.1.2 Understanding where demand exists geographically within Calderdale is a useful 
start, but to understand how best for existing providers to address this and for the 
Council to procure services, we need also to understand the issues people will 
need advice on. It also means that future advice services need to be 
commissioned for flexibility so that providers can respond to the changing needs 
of clients. 
 

10.2 Changing needs of individuals for advice services 
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10.2.1 While the need for advice can be seen as responding to high level factors above, 
it is also important to consider the consumer’s personal circumstances and 
abilities. 

10.2.2 There are variations in the methods that people use to resolve their problems. 
For example, many people with a problem relating to faulty white goods, may 
choose to instantly access a website, download an appropriate template letter 
and deal with the problem themselves. 

10.2.3 However, a person with low literacy levels with the same problem may need 
more help resolving it. If the problem is more complex, for example relating to a 
threatened eviction from their home, it is likely that they will need more hands on 
support. Provision of advice to complex and urgent cases can cost ten times the 
amount of supporting clients capable of taking guidance and resolving the issue 
themselves.  

10.2.4 This means that the "need" for advice is a constantly changing picture. 
People seek advice in response to a changing environment. The Strategy 
therefore needs to set a framework for Advice Services that are flexible, 
able to learn in changing environments and to adapt their services 
according to peoples changing priorities and requirements. 
 

11.0 Local supply of advice and information providers and partnership working 
 

8.1 The accepted definition of what constitutes advice sits at three levels.  

 Level 1: is leaflet giving and basic information and signposting, including via web hits. 
Considered more ‘information giving’ 

 Level 2: is termed "general help" and refers to an organisation giving customers general 
assistance, though not expert help.  

 Level 3: is often termed "specialist help" and covers court representation and advocacy. 
Advice is checked and authorised by trained staff working to agreed quality standards. 
 
 

8.2 The Council currently supports provision for universal advice services, delivered 
via a commissioned contract with Citzens Advice Calderdale that runs until 31 
March 2017. Citizens Advice Calderdale provides generalist and specialist (debt 
and welfare benefits) advice through face-to-face drop-in and outreach, 
telephone advice line and email. All advice provided by Citizens Advice 
Calderdale is externally validated by Advice Quality Standards, most recently in 
November 2015 when a score of 100% was achieved. Similarly, the governance 
and management of the organisation is externally validated by National Citizens 
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Advice. This also took place in November 2015 and the organisation passed with 
no adverse observations. 

8.3 People’s requirements for advice and information extend beyond purely legal 
matters and there are a significant number of other providers in Calderdale 
people have access to. These providers are part of a wider network of places 
that people go to in Calderdale, and whilst they do not all provide indemnified 
advice, they provide general help, information and assistance for their clients: 
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8.4 List of Advice providers 

Age UK Advice and information to older people. Age UK offer 
general advice to many clients and some specialist advice 
around older people’s benefits entitlements. 

Citizens Advice 
Calderdale 

Provides free, confidential and impartial advice through 
face-to-face, outreach, telephone and email on any issue. 
Citizens Advice Calderdale offer specialist debt and welfare 
benefit advice to those who require additional support. 

Calderdale Credit 
Union 

Money management and Debt support at a general level. 

C&K Careers Information, advice, guidance, and support service for 13 to 
19 year olds specifically relating to employment and 
employability. 

DART Specialist advice and support for people with disabilities 

Gateway to Care The Council’s in-house adult health information 
support/signposting service 

Healthwatch 
Calderdale 

Signposting access to healthcare and offering specialist 
advocacy support for NHS complaints. 

Housing Options Assessment of priority need under the Housing Act. Can 
provide temporary accommodation for those assessed as in 
priority need - those with children or pregnant, vulnerable 
because of age (60+), disability or at risk from violence. 
General housing advice and information for private and 
council tenants and homeless people. Deal with 
harassment and illegal eviction. 

Neighbourhood 
centres 

CMBC / community organisations providing general advice 
and support from a fixed point on a wide range of issues 
and are now running Jobs Clubs in libraries and at the 
Queens Road Neighbourhood Centre 

Pennine Housing Advice regarding housing benefit, debt and Welfare 
Reform. The Welfare Reform programme has led Pennine 
to start to invest in additional debt and benefits advice as it 
recognises the benefits of early intervention and advice. 

WomenCentre General advice and support for women 

Christians Together Pay-what-you-can-café, winter shelter, links to Halifax food 
bank. Contact point for most hard to reach people, to sign 
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post advice and support. 

St Augustine’s 
Centre 

Support for people newly arrived in this country, including 
refugees and asylum seekers. 

Noah’s Ark Counselling services and debt advice, in partnership with 
Healthy Minds and The Carers’ Project. 

 

9.0 Feedback from Making Advice Work Project  

9.1 MAW was set up in 2013 as a lottery funded project to improve the journey for people seeking 
advice and link providers. Age UK, DART, Citizens Advice Calderdale and Womencentre were all 
partners in the project, which ran until December 2015. It delivered networking events and a web 
portal for non-specialist frontline staff to signpost advice services effectively. 

 

9.2 It highlighted the need to map both advice and support as part of a whole picture and raise 
awareness across the voluntary sector on what is available, with staff aware when to refer to a 
specialist.    

 

9.3 It provided evidence of the changing nature of the volunteer base, with older, time-rich 
volunteers increasingly joined by volunteers looking to build skills for employment. Other learning 
included that volunteer roles and capacity are not a solution to shrinking staffing capacity 
because of a combination of the time it takes to train a volunteer and the supervision 
requirement once they are in post. 

 

9.4 Feedback also highlighted that the process of encouraging collaboration and sharing knowledge 
across the sector cannot self-manage: it needs active support to bring people together, provide 
updates etc. 

 

10.0 NEXT STEPS 

10.1 Once the strategy is agreed by Council, officers will take forward actions to 
implement the strategy with the sector. It will be important to determine strategic 
fit within existing partnerships where advice provision is not adequately 
represented. Ideally the advice provider network will monitor progress and 
amend actions as appropriate to conditions on the ground; however this is 
subject to the sector itself determining the scope of the network.  
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APPENDIX 1: Impact of Welfare Reform 
 
i) Background- key reforms and main changes  

From April 2016  
• Working age benefits frozen for 4 years 
• Social rents will reduce by 1% a year for 4 years  
• Further reductions to the Benefits Cap 
• Backdating of housing benefit reduced to 4 weeks 
• National Living Wage for over 25s increased to £7.20 per hour 
• Tax credit income disregard cut from £5k to £2.5k 

From May 2016 
• Removal of the family premium from new housing benefit claims  

From April 2017 
 Removal of Housing Benefit for under 21s 

 Welfare support limited to 2 children (HB, UC and tax credits) 

 Employment Support Allowance (ESA) applicants judged fit for work activity to  be paid at JSA 
rates 
 

Breakdown for Calderdale 

Local Welfare Assistance 2016/17  
Combined budget           £100k 
April 2016 spend               £7,984 
 
Emergency Living Support April 2016 
59 applications 
11 awards 
48 rejections of which … 

 24 spent money - referred to Calderdale Credit Union for a small loan  
 14 made a new claim for benefits – referred to the DWP for a Short Term Benefit 

Advance 
 10 had benefit sanctions – referred to the DWP for a Hardship Payment 

 
Community Living Support April 2016 
28 applications 
15 awards 
10 interim awards  
3 rejections of which … 

 1 affected by the Boxing Day flood – referred to the Community Foundation 
Flood Fund 

 2 requesting replacement items– referred to the DWP for a budgeting loan 
 
DHP 2016/17 
Maximum permitted spend £362,125 
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This is a 25% increase on last year to ensure funding available if people need support 
when phase 2 of the Benefits Cap is implemented later this year ** 
2016/17 projected spend to date £19,332 
82 applications received during April and May 
47 awarded 
8 awaiting information 
27 rejections of which … 

 6 not in receipt of HB  
 4 shortfall in rent is due to service charges not covered by HB 
 4 not reported household changes which increased the award of HB – DHP no 

longer needed 
 2 available savings over £500 
 4 withdrew application 
 4 available income 
 3 request for assistance with a bond but the level of rent is not affordable 

 
 
** 430 households identified within phase 2 of the benefit cap with a total income cap of 
£25,612 weekly = £1.3 million annually 
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Policy Current position @ 31 May 2016 

Spare Room Subsidy (Social 
Size Criteria) 959 households, of which 282 households have a total of 436 children. 

Benefits cap 

44 households in Calderdale currently affected by original cap.  
 
Information now received from the DWP identifies a further 430 potential households 
affected by phase 2 of the Benefits Cap expected around November 2016 - although 
no formal notification received of actual ‘go live’ date. 

Localised welfare assistance-  
Emergency Living Support 
Community Living Support 

11 emergency awards during April 2016 
15 community awards during April 2016 

Applications for DHP 47 awards since 1.4.16 ** 

Council Tax reduction hardship 
fund 20 awards since 1.4.16 

Universal Credit 

 
Current UC Claims = 1330  @ 31.3.16 
171 in Brighouse 
1031 in Halifax 
28  in Todmorden  

DWP referrals for budgeting 
support 4 requests since 1 April 2016 
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** Of the 47 awards 
 

Type Household make 
up Reason Action 

28 new 
applications 

43 from 
couples/single 
people 

18 private sector 
LHA restrictions 

26 receiving 
financial/budgeting advice 

19 renewal 
applications 

4 from families with 
children 

18 social sector 
size criteria 

8 looking for alternative 
accommodation 

 Of which 8 
registered disabled 

10 no impact of 
welfare reform 7 rent deposits 

  1 Benefit Cap 6 looking for employment 
 

 

 

APPENDIX 2: Legal Aid Reform 
 
A comprehensive list of what cases you can get Legal Aid for is available here. This 
includes details on cases for which you won’t be able to get help. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

https://www.citizensadvice.org.uk/law-and-rights/legal-system/taking-legal-action/help-with-legal-costs-legal-aid/#h-legal-aid-for-civil-cases-non-criminal-
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Appendix  - 2 

Feedback from Consultation  
 
Workshops 
Notes from table discussions 
 

 What does need look like in Calderdale? Who will be using the service? What does 

that mean about how it should be delivered? 

 Are the aims of the previous strategy still right? Is targeting multiple 

problems/chaotic lives the role of advice services? How could we include elements 

of peer support and financial inclusion to prevent the escalation of issues? 

 What are the gaps in provision? What is advice about and what is it not about? 

 What would be the one most important thing for us to consider? 

 
Thursday 3rd March 

 Online- dyslexia, poor literacy, digital exclusion.  

 Language- impenetrable DWP/ benefits forms, contracts. Official language. 

 DART, Age UK- increase in Czech and Polish speakers and people not yet eligible for 

benefits. Interpreters expensive. 

 Deaf/hearing impaired language interpretation- visual impairments also make online 

difficult. 

 

 Seeing new clients and old clients returning as external circumstances (policies) 

worsen. CVAC advocacy full with people needing advocacy under the Care Act. 

 Voluntary sector being asked to provide a service they are not equipped to provide. 

 Libraries can provide IT support but not benefits advice. Access to technology and 

specialist advice as separate things. 

 Passing people around endlessly: do frontline services know where to refer, can the 

places they go cope with numbers when they get there? 

 Welfare Reform- attendance allowance- will this money be ring-fenced by local 

authorities? AA- lots of requests, asking for home visits. Advice agencies under 

pressure to help with form filling to present evidence of how much income they’ve 

secured for people. Benefits rather than other solutions. 

 Forms- media awareness- people see success stories and want to replicate that. 

People know that their applications are more likely to be successful if they’ve been 

filled in by an agency experienced in filling in forms. 

 Co-dependency- empowerment- a passport-checker type service for forms? 

 Specialist support- GAP. Is generalist advice enough? 

 Empowerment- most people can be empowered. Small minority who are digitally 

excluded or unaware of how to engage with the system cannot. 
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 Life events precipitating the need for advice support. Lack of social support, 

fragmentation of families. CRISIS. 

 Polluter pays- can common sources of problems be sent back to source eg. 

Redesign of forms, feedback, improvement of services? 

 SPECIALIST alongside GENERALIST- SO PEOPLE CAN REACH EMPOWERMENT 

 CRISIS- official decisions that mean huge changes eg. Exclusion from school, Mum 

had to give up her job to get her teenager to alternative school. 

 FINANCIAL RESILIENCE 

 Clients- new people who have never had contact with the system and familiar, 

chaotic lives needing support. 

 DART deliver advice for carers by direct referrals. GAP- advice for carers not in the 

contract. Services not paid for directly but assumed will be there.  

 Early intervention. 

 YOUNG PEOPLE- GAP in understanding. Financial independence- how much is your 

salary likely to bill, how much are bills. Geography- care/advice close to home. 

 
Key Things 

 Apply everyone different to advice 

 True partnerships and realistic expectations. Capacity. 

 Sustainability. Managing services- longer funding. 

 TRIAGE- you need to know where to send people you can’t help. Tools for 

empowerment- this is a struggle. DIAGNOSING WHO WILL DETERIORATE WITHOUT 

ADVICE. 

 Benefits advice – local hubs, service working out of existing building. Drops in and 

appointments.  

 As good as it can be. 

 Gap in provision for people going into work after long spell on benefits- budgeting 

assistance, understanding how much better off they’d be financially by working, 

understanding what will need to be paid. 

 Don’t currently have a lot of specialist information in VSOs. Build up a specialist team 

to help the most vulnerable. 

 Real advice covers the entire case- it is not just giving out information and sending 

the client away. Client should be able to go away no longer struggling after using 

service and understand how not to end up in crisis again. Advice is a long process if 

done correctly. 

 Illness, bereavement, loss of employment, benefits, working poor; all issues that 

people present with.  

 People don’t understand priority debts- financial capability training for 

people/clients. 

 Once out of crisis, keeping somebody engaged is hardest. People deal with creditor 

who is shouting loudest. 
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 People need to be educated better about debt/staying out of debt before debt even 

occurs. Get people to understand earlier what the consequences of debt can be. 

 

 MOST IMPORTANT THING- identifying and engaging the most marginalised and 

linking services together better. 

 Early education around debt, support available, consequences of ignoring demands. 

 

 Strategic objectives still pretty correct- could use those as basis. 

 

 Reducing demand for other services- commissioners- appropriate advice reduces GP 

time, impacts on health, saves money. 

 Engagement issues- access to allowances and benefits- digital- need bank accounts, a 

real challenge for people. The ones who can’t access are the ones who have the 

biggest need. 

 Maintaining quality advice: people need to be properly supported. Training required 

for advisors. 

 Digital provision is there but not signposting. And people want to go somewhere 

familiar- not comfortable going and using the library etc. Forms can take up to 3hrs 

and perhaps can only use the internet for free for one hour.  

 Free telephone advice as alternative to digital. 

 Need for form fillers 

 

 COMPLEX NEEDS- people at the margins are becoming more marginalised. Still a 

lot of people with such complex needs that they won’t make contact. 

 WORKING POOR: losing welfare support and deciding they would be better off on 

benefits. 

  More MENTAL HEALTH ISSUES being presented. 

 Advice needs to be TARGETED TO AREAS WHERE NEED IS GREATEST. 
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CITIZENS ADVICE CALDERDALE 

COMMENTS ON DRAFT CALDERDALE ADVICE STRATEGY 2017 - 20 

Thank you for the opportunity to comment on the draft Calderdale Advice Strategy 2017 - 

20. 

The requirement for good advice, at the right time and delivered in a manner that best suits 

the individual remains as important as ever.  Ongoing changes brought about through the 

Welfare Reform agenda will continue to effect residents of Calderdale into the future as will 

the effects of a changing economy.  In our opinion the requirement for free access to 

impartial and confidential advice will continue to increase and we fully support the need for 

maintaining investment in these services whilst acknowledging the added economic value it 

provides to local people and the community.  Similarly the positive impact that advice has 

on wider outcomes (health and well being, family integration and reduction in social 

exclusion) should be recognised. 

Specific comments on the draft document as follows: 

Could you please change any reference to "Calderdale CAB"  to Citizens Advice Calderdale 

Advice Strategy Aims 

No 4 To reduce demand for other services.  Agree that quality co-ordinated advice helps 

people become more resilient, overcome problems at an early stage and avoid issues 

escalating and requiring more intensive support.   -  Consider including specific comment 

about the benefits of advice in terms of reducing health service costs. 

Strategic Objectives and Key Actions 

Objective No1  Actions (iv)  Absolutely agree that issued contracts should allow for 

responsiveness and changing priorities.  The environment can sometimes change 

dramatically over the course of a number of months and contracts must be responsive to 

these changes . 

Objective No 2 Actions (ii) insert "the most" between "with" and "vulnerable" 

Objective No 4 By Whom (iii) Change Calderdale CAB to Citizens Advice Calderdale 

Why has the Advice Strategy been Reviewed 

4.2 Para 2 Consider inclusion of some reference to the health benefits of the provision of 

appropriate advice. 

4.2 Para 3  insert "most" between "who" and "need".  Remove "it" and replace with " i.e. 

face to face support" 
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4.3 Para 1 Change "physical access to a court building could also be an issue" to  "physical 

access to a court building will also be an issue"  

4.6 Para 1  The 2013 strategy built on anecdotal evidence that good quality and targeted 

advice can prevent the need for higher cost services later.  This is no longer anecdotal.  

There is a body of National Cit A evidence that supports this view/position. 

Para 6.1.2  Is the list at Appendix 2 correct? 

Para 8.2  Remove " is a legal Services Commission Quality approved advice provider capable 

of dealing with complex legal matters"  Replace with "provides generalist and specialist 

(debt and welfare benefits) advice through face to face drop in and outreach, telephone 

advice line and email. All advice provided by Citizens Advice Calderdale is externally 

validated by Advice Quality Standards - most recently in November 2015 where a score of 

100% was achieved.  Similarly the governance and management of the organisation is 

externally validated by National Cit A. This also took place in November 2015 and the 

organisation passed with no adverse observations. 

Par 8.3  Please insert Citizens Advice Calderdale  into the table of service providers with the 

following description.  

Citizens Advice Calderdale :   Provides free, confidential and impartial advice through face to 

face, outreach, telephone and email on any issue.  Citizens Advice Calderdale offer specialist 

debt and welfare benefit advice to those who require additional support.  

Para 9. 3  Insert "a combination of" between "because of" and "the time"  Add "and the 

supervision requirement" after "volunteer." 
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Feedback on Making Advice Work- telephone meeting 
2nd March 2016 
 

 Diagnosis rather than treatment 

 Training people to ask the right questions, being aware what else is out there 

 

 Faith groups offer befriending- enhancing the offer- talking to people about 

entitlements, other places to go. AWARENESS. 

 To capture as a simple map support, not just advice 

 

 Giving financial advice when you’re not properly trained can be dangerous- should 

be a red button issue triggering sending on to a specialist. Needs whole voluntary 

sector to work together in a slightly different way. 

 

 MAW has changed landscape but not in the way we thought it would. 

 Designing project more effectively to begin with. 

 Idea was core partnership would bring and train more volunteers as frontline 

workers. 

 Taking on volunteers is a significant management task. Used to be skilled older 

people- if people are still in work, they have less time. Older people now doing more 

childcare. 

 Younger people want CV building but they don’t stick around. RECRUITING FROM A 

SHRINKING GROUP. 

 

 Process and design of delivery. It can’t self-manage, it needs actively managing as a 

process, bringing people together, updates, website. 

 

 Fixed-term contracts: if posts are left vacant it’s hard to recruit for short time 

periods. Big Lottery Help Through Crisis funding 5 year programmes. 

 

 Better design: Testing assumptions- would you want more volunteers? Yes, but 

landscape is changing, lack of time to train volunteers. 

 FOCUS GROUP of different stakeholders to test assumptions- lead partners, small 

charity, tiny charity. If we’d done this at beginning of project, we could have found 

out that giving advice would be too difficult. 

 TEST ASSUMPTIONS. TEST PLAN. 

 

 Questions for providers- are you committed to partnership working? Commitment to 

NETWORKING EVENTS- the wider landscape: understand, share, team up with 

people.  

 Need is increasing. 
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 Online/download-people who are comfortable with using the internet will find for 

themselves. 

 People who are not comfortable look for a website to direct them to a person to talk 

to/ use internet as an intermediary to find out what is nearby and where you can 

drop in- could also use existing services in this intermediary role eg. Befrienders. 

 

Single take home message  

 Very initial training thing for volunteers and frontline staff: a FRONTLINE 

DIAGNOSTIC TOOL. Someone might present with a query about housing but the 

problem is actually about violence. 

 Make the initial training thing available online, so people can practice and get the 

hang of it  and then attend a training event or workshop to develop their skills 

person-to-person. 
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Notes- Meeting Directions/ Lifeline addiction recovery 
27th January 2016 
 

 Gaps in provision- HOUSING for them, particularly offenders looking to return to 

Calderdale on release for family/support reasons and being unable to do so. 

 

 Changing volunteer profile- their volunteers include lots of students, who need to 

gain experience for their qualification/career. MOTIVATION of volunteers has 

changed, from looking to do a good thing to doing something that supports their 

career/professional development. 

 Pool of clued-up volunteers: their volunteers know when to raise the red flag and ask 

for help on safeguarding issues, etc- (more informed than say Lloyds ‘Day to Make a 

Difference’ volunteers who want to help at St Augustine’s but need a lot of direction 

to be useful - feedback from Lora Evans, chatting on train one day). Could other 

organisations make better links with colleges/universities? Are they able to find 

these people because treatment of substance misuse is a career and other 

organisations might not be so linked to qualifications/careers? 

 

 Gap- MENTAL HEALTH. Short term stress at form-filling/dealing with the system, 

especially delays/ the process of being judged fit for work and moved from ESA to 

JSA. Long term, underlying problems: people not ready to engage with services, 

treatment offered not enough. Medication not seeming to work, feeling effects, 

thinking they’re better & stopping treatment or feeling effects and not liking how 

that is and stopping treatment. 

 

 FINANCES AND BUDGETING. 18-30 age group, PRIORITIES and EXPECTATIONS eg 

wanting new furniture rather than second-hand, unrealistic expectations of possible 

lifestyle/living environment. Not understanding value of money. Having debt and 

being unable to access further credit- impacts of past behaviour eg housing debt. 

 

 Take home message- TARGETED approach to individuals and localities most 

important thing to bear in mind. They are moving from a single base to offering 

drop- ins in different areas, using other services as venues where people already go 

eg Mixenden Parenting Group.  
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Table discussions- Advice Re-commissioning 
Welfare Reform Partnership Event- 4th February 2016 
 
What does need look like in Calderdale? 

 IMD evidence of need 

 Income deprivation 

 Benefits advice 

 Multiple problems 

 Digital understanding 

 Understanding what could be a problem before it’s a problem and accepting help. 

 

 Geography- pockets of deprivation, in-work poverty. 

 Complex- loneliness; rural isolation, disparate families/support networks 

 

 Employment 

 Impact of WR 

 Young people accessing property and grants 

 Carers 

 Mental health 

 Right-size property 

 Type of property- supported, adapted 

 

 Complex, varied and local 

 Generational- households in difficulty/ lack of employment 

 

Are the aims in the previous strategy still right? 

 Yes 

 Access to advice- when/where/how. Digital agenda not always best 

 Getting people into work- better paid work/secure: not temporary/casual/fixed 

term. 

 Connect with trade unions 

 Support community resilience projects/initiatives/organisations 

 Yes- are they too narrow? Just welfare benefits- consider people’s wider rights. 

 
What are the gaps in provision? 

 Digital support 

 Promotion of using digital for improved financial inclusion 

 Need for improved ESOL provision 



 

 Page 28 

 Comms about above- not just done by individual organisations, pull it together- 

central point. 

 Transport 

 Job creation/apprenticeships 

 Housing- access 

 Housing stock poor- fuel/heating- poorly insulated, energy efficient, solar panels- 

pre-payment meters. 

 Rogue landlords- tenants’ rights 

 PIP transition and support vital 

 Advice about tenancy, particularly poor quality housing, insurance advice, 

community basis of advice, giving life skills-budgeting. 

 Link to employment- local jobs, money for bus fares 

 Advertising DHPs and Local Welfare Assistance, Council Tax Hardship Fund 

 Reaching out to those who need to access services 

 Recognising issues and signposting 

 Mobile phones and being online- not everyone can 

 Hard to engage people in need and they may not take up services 

 Best use of funding/available resources. Right support in right place. 

 Education system- less emphasis on vocational skills (disadvantaged) 

 
One most important thing? 

 One size does not fit all- work together to ensure no duplication 

 Digital support- stop waiting for 100% of people to get there 

 Holistic- invest in early intervention- prevent escalation 

 Financial resilience/inclusion- budgeting/credit union 

 Share information/data- partnership working, awareness 

 Union 

 People doing it for themselves! 

 Needs are more complex for a smaller number of people. 

 Awareness and cooperation between partnership agencies 

 Help more people by spreading resources more efficiently 


