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2011 / 2012 
HEADLINES FROM THIS YEAR’S ACTIVITIES 

 
 
BENEFIT ENQUIRY LINE - 1074 CALLS 

- 1,693 BENEFIT ENQUIRIES 
- £252,523 IN MONEY GAINS 

 
 
INFORMATION ITEMS - OVER 70 LEAFLETS PRODUCED 

- 12,163 DISTRIBUTED 
 
 
TRAINING COURSES - 40 COURSES & PRESENTATIONS 

- 464 PARTICIPANTS 
- 86% APPROVAL RATING  

 
 
APPEALS CASEWORK - 438 REFERRALS 

- 532 CASES CLOSED IN YEAR 
- 73% SUCCESS RATE 
- £2,036,405 IN MONEY GAINS 

 
 
TAKE UP CAMPAIGNS/ - 844 CLIENTS ADVISED 

SPECIAL PROJECTS      - EVERY £1 OF FUNDING RETURNS 
UP TO £17 OF BENEFITS 

- £1,644,545 IN MONEY GAINS 
 
 
WEBSITE - 61,288 VISITS TO SITE 

- OVER 123,000 PAGES VIEWED 
- 16,162 INFORMATION ITEMS 

DOWNLOADED 
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ANNUAL REPORT 2011/12 
 
Chief Executive’s Report  
 
I am delighted to present this report on the work done by WWRAS in the 
period April 2011 to March 2012, in what has been an extremely difficult 
period for many in the voluntary and public sector in terms of funding cuts.  
 
In the middle of this period we were summarily notified of WWRAS’s 
imminent ‘decommissioning’ by our funders Warwickshire County Council 
(WCC), which required a great deal of energy expended by trustees and 
WWRAS management to successfully resist what at the time was a real 
threat to the future of our organisation. Following a lengthy process of 
negotiation, WWRAS was subjected to what in the circumstances 
amounted to modest funding reductions at the end of 2011/12.  We 
reached an agreement with WCC that funding cuts could be phased over 
years 2011/12 and 2012/13. Therefore in the current year (2012/13) we 
have received cuts to our core funding just in excess of 12%, which albeit a 
better position than we were originally faced with has still led to some staff 
cuts and has impacted significantly on our core service delivery.  
 
However, despite these difficulties, we have, over the last twelve months, 
developed an excellent dialogue with Warwickshire County Council 
regarding future service delivery plans and funding arrangements. I think 
that both parties would agree that this has been a long and sometimes 
fraught process, leading to extremely difficult conversations on both sides. 
However, I believe that we have emerged from this process with a very 
open, honest and supportive relationship with WCC.  We have still to learn 
what our funding arrangements are for 2013/14 and we await this news 
with cautious anticipation. I would like to thank our funders, for their 
continued support, and financial investment over the years, which has 
enabled us to continue delivering a high quality service to the residents of 
Warwickshire. 
 
I am also extremely proud of the staff at WWRAS who have, despite these 
pressures, gone on to produce some of our best results and financial gains 
for clients this year, in spite of the uncertainty and stress that funding cuts 
inevitably bring. 
 
Huge Financial Gains for Warwickshire Residents! 
 
WWRAS is funded to increase awareness of Social Security benefits 
amongst staff working for WCC and related agencies and to raise the level 
of benefits claimed in Warwickshire.   As I have stated above, our results 
on behalf of clients this year have been exceptional and consequently we 
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have raised additional benefits for Warwickshire residents in excess of £3.7 
million in financial year 2011/12. A truly staggering amount! 
 
This means that taking into account our appeals and Take-Up work, for 
every £1 of funding we received in this year we delivered just under £10 in 
benefits for clients, which in turn is spent in the local economy and helps to 
reduce the strain on other front line statutory services.  This is additional 
money being brought into Warwickshire and helps secure increased 
funding for local Councils and the County Council via the Central 
Government Formula Grant.  This is also the only service of its kind in 
Warwickshire and it will be needed more than ever in the future due to 
impending welfare reforms planned over the next couple of years which will 
make it harder for people to become entitled to benefits, a lot of whom are 
vulnerable and without any other form of support. 
 
Finances and the Future 
 
WWRAS core funding decreased in real terms by just over 2.5% in 2011/12 
to £289,876 although our total income actually increased slightly by 1.9% 
to £401,400 when compared to the previous financial year.  This was 
mainly due to the fact that we secured additional Take-Up funding midyear 
and also received increased income from our training work.  We managed 
to achieve a modest surplus at the end of the financial year and in 
accordance with our reserves policy this surplus was transferred into our 
designated fund to cover ongoing liabilities to the Local Government 
Pension scheme and redundancy provision.  A full copy of our 2011/12 
accounts is available on request. 
 
Service Delivery - Challenges and New Ways of Working 
 
This year has seen a number of challenges for WWRAS both with regard to 
reductions to our core funding and the delivery of services in the context of 
increased demand. 2011/12 also saw the first complete year of the 
operation of our new allocation system, designed in response to the actual 
and anticipated rise in demand for our Tribunal representation service.  The 
new system ensured that we were able to effectively control workflow to 
Appeals Workers and keep their caseloads within safe limits.  As a result 
we are now only allocating cases when absolutely necessary as a measure 
to ensure safe working levels for staff whilst being conscious of the need to 
try and address the continually rising demand that is coming from 
Warwickshire residents. 
 
Continuing delays at the Tribunals Service, with cases taking up to a year 
to list for a hearing at present and an increase in the numbers of appeals 
being made has meant that it has been difficult for us to dispense with 
cases quickly. With the reductions to our core funding already agreed in 
2012/13 it is essential that we continue to maximise efficiencies and 
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allocate available resources to continue to assist the most vulnerable 
residents in the county at a time when more people will need to avail 
themselves of our services. To this extent we have developed a new 
appeals referral system to prioritise referrals in light of recent funding cuts 
and a reduction in appeals staff; this new system went live on 1st October 
2012. 
 
In 2011/12 our Appeals Team raised over £2 million in increased benefits 
for clients. The forthcoming welfare reforms will almost certainly see an 
increase in the number of appeals brought against an increased number of 
benefit refusals. In addition, with the loss of Legal Aid funding in the county 
from April 2013 as part of a national strategy to reduce the Legal Aid bill, 
WWRAS will be the only specialist provider of welfare benefits advice in 
Warwickshire.  We will also continue to be the only specialist agency 
funded to represent clients at Tribunals as Legal Aid funding has never 
covered representation at the actual hearing in the Magistrates Court.  
 
Our benefits Take-Up work continues to go from strength to strength at a 
time when it is becoming increasingly difficult to secure funding for this type 
of work due to shrinking budgets. WWRAS secured nearly £1.7 million in 
increased benefits for Warwickshire residents through various Take-Up 
campaigns in 2011/12. The amount of money raised for Warwickshire 
residents through our Take-Up work continues to represent a significant 
return on investment for funders with nearly £17 being returned in 
increased benefits for every £1 of funding received. 
 
We secured continuation funding for two Take-Up posts through a 
successful funding bid to Nuneaton and Bedworth Area Committee, which 
enabled us to keep our two Take-Up workers in post for 2011/12. We also 
received funding from the Financial Inclusion Partnership in Warwickshire 
which will enable us to continue doing county-wide Take-Up work until 
September 2012.  We received one-off funding from North Warwickshire 
Borough Council in 2011/12 which meant that we were able to deliver a 
project in conjunction with the Council to maximise income for those 
families in the Borough affected by the rising costs of fuel bills.  This was 
an extremely successful project, raising just under £100,000 in increased 
benefits for North Warwickshire residents and demonstrates the value of 
effective partnership work. 
 
2011/12 also saw WWRAS commence, what would prove to be another 
hugely successful piece of work in partnership with North Warwickshire 
Borough Council.  We undertook a pilot project to increase the take up of 
free school meals as part of our Financial Inclusion Partnership funded 
work and this work began towards the end of the financial year.  We 
worked closely with 6 schools in North Warwickshire and the local Council 
in order to promote this project and to raise awareness amongst parents of 
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what they were missing out on.  In addition to the monetary benefits for 
individual families, the schools will also benefit to the tune of a £600 Pupil 
Premium for each recipient of FSM (based on 2012/13 award levels). 
 
Although we did not secure any outcomes in 2011/12, I can report that this 
project has since secured new Free School Meal entitlement for 34 children 
in North Warwickshire families and additional benefits for families of over 
£200,000. We also returned over £20,000 in Pupil Premiums to the 
participating schools as a result of the additional Free School Meals 
entitlement. This work has attracted the interest of Warwickshire County 
Council and it has agreed to fund a pilot in Nuneaton and Bedworth which 
will start in December 2012; the eventual aim being to roll out this service 
across the county, funding permitting. 
 
WWRAS also successfully tendered to deliver benefits Take-Up work in 
Warwick District for a three year period from April 2012.  This tender was 
another example of successful partnership working as WWRAS joined 
forces with Warwick District CAB and Coventry and Warwickshire Co-
Operative Development Agency to successfully bid to deliver a wide range 
of financial inclusion work in the District. The contracts were put out to 
tender by Warwick District Council as all voluntary sector funding which 
was previously delivered under a series of grants was pooled together for 
the first time. The successful tender replaces our previous grant funded 
work in Warwick District where we had delivered a service at the Sikh 
Community Centre for the past ten years.  
 
Looking to the Future - Welfare Reform and Investing to Save 
 
We recognise that we will be faced with some difficult decisions over the 
next few years regarding funding, staffing levels and future service delivery, 
but the experience that we have been through over the last twelve months 
has made us much stronger and more robust in order to be able to deal 
with those challenges so that we can place WWRAS in a healthy position to 
compete for future contracts.  There are also fresh opportunities to diversify 
the way in which we work in order to attract alternative types of funding.  
We look forward to continuing to explore a way forward with our funders in 
order that we can continue to innovate and respond to the needs of the 
most disadvantaged in our society as we have done for the past 25 years. 
 
I am conscious of the challenges that lie ahead, with further funding 
reductions for 2012/13, as outlined above, and the fact that much of our 
additional project funding is only of a short-term nature.  I am constantly 
working to secure funds to enable us to continue with this highly valued 
work.  These services will be needed more than ever to protect vulnerable 
residents’ benefit entitlement against a backdrop of an unprecedented 
range of welfare reforms which are being introduced by Government over 
the next few years. 



 
7

 
With the introduction of Universal Credit, Personal Independence 
Payments and significant changes to the Social Fund, and Housing Benefit 
and Council Tax Benefit rules we will see unprecedented demand for 
specialist advice services, at a time when funding for this work is being 
eroded.    As a result of these planned reforms to the welfare state, local 
Councils and the County Council will almost certainly find demand for its 
front line services increasing such as housing advice, homelessness advice 
and social services. Vulnerable people in local communities across the 
county will need access to high quality independent advice now more than 
they have ever done. We have already started dialogue with some local 
Councils on this issue as there are some pre-emptive steps that can be 
taken, particularly around benefit Take-Up initiatives to ensure that people 
are on the correct benefits before the changes occur so that they can be 
transitionally protected. 
 
We have already started a piece of work in 2012/13 with Nuneaton and 
Bedworth Borough Council with some funding from the DWP, to provide 
income maximisation advice to those tenants affected by the first wave of 
reforms to the Local Housing Allowance. I will endeavour to continue 
working with local Councils to explore further ways of ensuring that the 
most at risk clients who are due to be affected by these changes are given 
a voice and access to specialist advice, with the emphasis on an “invest to 
save” philosophy. 
 
I would like to thank all current staff and Trustees for the dedicated and 
invaluable work that they continue to undertake on behalf of the 
organisation; to our partners and stakeholders with whom we continue to 
enjoy productive and effective working relationships and also to those 
individuals that have contributed so much to the work that WWRAS has 
delivered over the past 25 years.  During this time, the hugely positive 
outcomes that WWRAS has achieved directly for clients and the specialist 
support which we provide to those organisations who work with financially 
excluded clients has contributed significantly to making this organisation a 
unique and highly valued agency, helping to tackle poverty in all its forms 
across Warwickshire.  Long may we continue to do so! 
 
 
Mark Stanyer, 
Chief Executive, WWRAS 
 
November 2012 
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APPEALS WORK 2011/12 

 

438 referrals 
Over £ 2,036,000 in benefits raised for clients 

73% success rate at appeal hearings  

 
 
The spread of referrals coming from each area was:  
 

Warwick District
23%

Nun/Bed
30%

Rugby
14%

Stratford
23%

North Warks
10%

 
 
 
The spread of referrals coming from agencies was:  
  

People Group Staff
6%

CABx
59%

Other Agencies
24%

Self
11%
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   Case Study 1 - “Lui” (Caroline Harrison: Appeals Worker) 
 

 “Lui” is 57 years.  She suffers from schizophrenia with paranoia and 
‘auditory hallucinations’ (“voices”) and also depression. 

 

 She had been left to live alone when her husband passed away.  
Although Lui understood some simple phrases in English she only 
spoke Hong Kong Cantonese. Together with her mental health 
problems this meant that communication was very difficult and as a 
result she was very isolated. 

 

 She had claimed Employment and Support Allowance (ESA) and 
Disability Living Allowance (DLA) and had been refused both. 

 

 Any correspondence made Lui very paranoid and caused a great deal 
of distress.  The only way that we could speak with her to prepare her 
case was to arrange a home-visit through her Community Psychiatric 
Nurse (CPN).  We arranged a time where Lui, her CPN and also a 
neighbour (who had originally identified Lui as vulnerable and was 
trying to assist with support) could be present. 

 

 We were able to go through the complex tests for the benefit in familiar 
surroundings. Both the CPN and Lui’s neighbour learnt about these 
tests which enabled them to talk things through with the client when she 
became anxious, relieving this anxiety as far as possible. 

 

 In addition, this joint approach highlighted the importance of Lui’s 
neighbour in her day to day life and the CPN intends to try to formalise 
this support in the future. 

 

 With the support of her neighbour and CPN the client was able to attend 
her two appeal hearings.  Knowing that we, as now familiar faces, 
would also be at the Tribunal to present her case meant that Lui was 
able to attend where she would have otherwise been unable. 

 

 We ensured that an appropriate interpreter had been arranged for both 
hearings and liaised with him on the day.  This was incredibly useful as 
the client had prepared some notes in Hong Kong Cantonese that we 
went through before the hearings. 

 

 In the hearings, on a technicality, the Judges could not consider the 
written (Cantonese) evidence from the client as it could not be 
understood. They would also not accept the evidence from the 
interpreter as they should be neutral.  However, the Judges would 
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accept evidence from WWRAS regarding our understanding of the 
client’s notes.  These notes discussed how the client had felt in the run 
up to the appeal.  For example, auditory hallucinations had told her to 
commit suicide rather than attend the hearings. 

 

 As a symptom of her mental health Lui wanted to give answers that she 
considered to be appropriate rather than answers which were 
representative of her circumstances.  This added value to our evidence 
and was also substantiated by the support framework that we had put in 
place at the hearings. 

 

 With regard to ESA, as the Tribunal recognised the anxiety any 
questioning would cause, they offered the Work-Related Activity Group 
However, with our representation on the day, Lui felt able to continue 
with the hearing, which was beneficial. 

 

 The Tribunal decided that our client should be placed into the Support 
Group for ESA based on the substantial risk to her health.  This secured 
extra income - the Support Component and the enhanced disability 
premium - and most importantly for Lui, took away the requirement for 
her to take part in work-related activity. 

 

 At a separate DLA appeal hearing Lui was awarded the middle rate of 
the care component and the lowest rate of the mobility component of 
DLA for an indefinite period.  This secured a severe disability premium 
in her ESA. 

 

 
 
 

     Case Study 2 – “John”  
(Caroline Harrison: Appeals Worker) 

 

 “John” is a 42 year old man who suffers from anxiety, depression and 
social phobia diagnosed as a schizophrenic disorder by his doctor. 

 

 He was referred to us for assistance with a Disability Living Allowance 
(DLA) appeal as he had made a claim which had been refused. 

 

 During the appeal process John was “migrated” from Incapacity Benefit 
(IB) to its replacement, Employment and Support Allowance (ESA). 

 

 Although he was awarded ESA John was placed into the Work-Related 
Activity Group which meant that he was required to attend work-focused 
interviews at the Jobcentre.  We assisted him to appeal against this 
decision as he felt unable to cope with this prospect. 
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 John then contacted us as he had been called for an interview in the 
following week and was becoming increasingly anxious - a feature of 
his mental health conditions.  We collected evidence about this anxiety 
to try to get the interview postponed to allow for the appeal to be heard 
first. 

 

 Unfortunately, John’s anxiety caused him to become aggressive and 
the police were involved.  However, we successfully got the interview 
postponed and the ESA decision was subsequently revised without the 
need to attend an appeal hearing.  The client was placed into the 
Support Group where there is not the same requirement for him to 
attend work-related interviews. 

 

 A date for John’s DLA appeal was then listed.  We discussed the 
appeal process extensively with the client to prepare him for the hearing 
due to his anxiety.  However, just before the hearing, the friend who 
assisted him and who had agreed to attend the hearing with him, 
tragically committed suicide.  Our client could not, understandably, 
attend the hearing.  Due to the short notice we attended without him.  
The Tribunal agreed to access some further medical evidence which we 
had been unable to obtain due to the cost and to adjourn the hearing so 
that John could attend – we currently await a date. 

 

 During this time John has also been notified that he is ‘under-occupying’ 
his Council house and that under new rules he will have his Housing 
Benefit reduced in April 2013.  He became very paranoid and anxious 
about this as it is the only home that he has ever lived in and he cannot 
contemplate moving out. He believed that his house was being watched 
and he felt suicidal.  We talked him through the proposed changes to 
Housing Benefit and the percentage by which it is proposed that his 
benefit would be reduced.  We also discussed making an application for 
Discretionary Housing Payments (DHPs). 

 

 Following this talk, our client was then able to decide that although it 
would still be a struggle, he felt that he could make the shortfall up 
using the additional money we had secured through the support 
component and enhanced disability premium in his ESA. 

 

 This provided him with the confidence to discuss things with the Council 
and to secure a Tenancy Support Officer to talk through the issues 
when the time comes. 
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     Case Study 3 – “Agnes” (Rachel Wilcox: Appeals Worker) 
 

“Agnes” is an elderly woman living alone and entitled to higher rate 
Attendance Allowance (AA) as she needed day and night care.   
 
Her health deteriorated and she was admitted to hospital in December 
2009.  Her underlying entitlement to AA was unaffected, but payment of 
her AA was correctly stopped after she had been in hospital for 28 days. 
 
She was discharged from hospital in February 2010 and at that point, 
payment of her AA could have resumed.  Unfortunately her son, who 
was her appointee, was himself ill at the time and additionally his 
daughter was seriously ill with leukaemia.   
 
Because of all that was going on, Agnes’s son did not think to tell the 
Attendance Allowance Office that his mum had returned home.  It was 
not until June the following year, some 16 months later, that he realised 
she wasn’t being paid her AA and he then contacted the DWP. 
 
The DWP argued that Agnes’ discharge from hospital was a change of 
circumstances, and, by law, changes of circumstances must be notified 
to the DWP within 1 month.  If they are not, benefit will only be paid from 
when notification is eventually made, in this case June 2011.  This meant 
Agnes losing some £5,000 in arrears of AA.  She was already struggling 
to cover the cost of her care and losing this money was a huge blow. 
 
Agnes’s son had appealed against the decision but the DWP had 
refused to change it and her son didn’t know if he could take the matter 
any further.  
 
We looked further into what exactly had happened when Agnes went into 
hospital and the DWP stopped paying her benefit. There are two legal 
mechanisms for stopping payment of an award: ‘supersession’ and 
‘suspension’ and it wasn’t clear which had been used, the DWP just said 
that payment had been stopped.  If ‘supersession’ had been used, the 
DWP’s decision would be correct, but if ‘suspension’ had been used, 
they were wrong and full arrears would be payable to our client. 
 
We argued at the appeal hearing that, on balance of evidence, the DWP 
had used suspension.  The Tribunal agreed with our legal argument and 
made a decision that full arrears were payable to the client. 
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CLIENT FEEDBACK - APPEALS WORK 
 
“My representative was outstanding.  I was very anxious indeed.  I 
couldn’t have coped without her.  In fact I wouldn’t have been able 
to attend without my representative’s reassurance and support.” 
 
“The services provided to me were so valuable they cannot be quantified, I 
feel that without the support of the welfare rights officer I would not have 
been able to attend the hearing and as a result I would probably have lost 
my appeal case.  Thank you so much! “ 
 
“Thank you to everyone involved in this service.  It’s brilliant.  I 
found the whole appeal stressful and emotional. You helped lighten 
the burden just by making me feel that I had someone on my side 
outside of my friends and family.  It’s nice to know there is someone 
looking out for the disabled.  Thank you.” 
 
“My case was very complicated.  If it was not for your services I would have been a 
victim of an injustice” 
 
“I was turned down twice before I came to you.  Without your help 
filling in forms and getting letters from my consultant I would not 
have succeeded.” 
 
 
 

 
BENEFITS TAKE-UP WORK & SPECIAL PROJECTS 2011/12 

 

844 clients advised 
Over £ 1,698,000 in benefits raised for clients 

Every £1 of Take-Up funding raises just under £17.00 in additional benefits 
 
Take-Up & Special Project Gains 2011/12 
 
We continue to bring in additional funds from other sources to promote the 
take up of benefits amongst clients who do not traditionally access 
mainstream advice services.  We use a variety of methods to target 
potential claimants and often work in partnership with District and Borough 
Councils on campaigns. Councils have access to a variety of information 
through benefit claims records and Council Tax records and this 
information is utilised to help us target people who are potentially missing 
out on additional benefit income.  
 
This year we received £100,121 in extra funding for Take-Up work (see 
table overleaf) and brought in additional benefit gains of £1,698,422 
through this extra work which complements our WCC funded services and 
helps to promote benefit entitlement more widely across the county.  This 
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represents an impressive return of just under £17.00 for every £1 invested 
in the Take-Up service by funders. 
 
 

Campaign Amount raised 
2011/12 

Funding secured 
2011/12 Funder 

Nun & Bed 
Children’s Centres  
 
Sikh Centre 
 
Carers (Nun & Bed) 
 
 
Financial Inclusion 
Take-Up 
 
North Warks BC 
Take-Up 
 
Fairer Charging 

 
Deaf Service 
 
Total  

£578,706 
 
 

£279,077 
 

£463,006 
 
 

£225,944 
 
 

£97,812 
 
 

£47,244 
 

£6,633 
 

£1,698,422 

£41,702 
 
 

£13,100 
 

£ 17,298 
 
 

£18,721 
 
 

£9,300 
 
 

N/A (core funded) 
 

N/A (core funded) 
 

£100,121 
 

Nun & Bedworth 
Area Committee 
 
Warwick DC  
 
Nun & Bedworth 
Area Committee 
 
LPSA2 
 
 
North Warks 
Borough Council 
 
WCC 
 
WCC 

 
 
 
 
   Case Study 4 – Ian Sidwell (Take-Up Worker) 
 

 Mr & Mrs P are aged 40 and 35 and have 2 children aged 15 and 9. 
They are also foster carers for another 4 children aged 12, 9, 3 and 2. 

 

 Mr & Mrs P are home owners and are paying a mortgage and full 
Council Tax.  

 

 They had claimed Tax Credits on the basis of being self-employed 
foster carers but were not receiving anything as their income was too 
high.  They did receive Child Benefit of £33.70 per week for their two 
children.  They were also in the process of adopting two of their foster 
children, Samantha and Lee.  Samantha is severely disabled as a result 
of muscular dystrophy and they receive Disability Living Allowance for 
her. 

 

 Initially, we did a benefit check for them and advised them they could 
claim Carers Allowance for looking after Samantha and 100% Council 
Tax Benefit. 
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 After further investigation we then advised Mr and Mrs P that they had 
the option of claiming benefits on the basis that they were caring for 
Samantha instead of being self-employed foster carers. This distinction 
was very important for benefits purposes as effectively it was preventing 
them claiming their full benefit entitlement, although it made no material 
difference to their fostering role. 

 

 We did a benefit check for this scenario and worked out that they would 
be significantly better off. They decided to go ahead and we helped 
them to claim the following:- 

 - Income Support (including Mortgage Interest Payments)  
 - Child Tax Credit 
 - Free School Meals 
 

 When the adoptions were completed for Samantha and Lee, we then 
advised them about the extra Child Benefit and Child Tax Credit they 
could claim for the two children. 

 

 We helped the family to claim additional benefits worth a staggering 
£19,763 a year and they no longer had to pay for school meals. 

 

 
 
 
 

Case Study 5 - Bal Sandhu (Take-Up Worker) 
 

 Mr and Mrs C are both aged 46, with 4 children aged 14 and 12 and 
twins aged 8.  Three of the children have learning disabilities. Mr and 
Mrs C were paying a mortgage and full Council Tax. 

 

 Mr and Mrs C were both claiming Carers Allowance for looking after the 
children.  The eldest child was in receipt of Disability Living Allowance 
middle rate care and low rate mobility; the twins were in receipt of 
Disability Living Allowance higher rate care and lower rate mobility. 

 

 We visited Mr & Mrs C, checked their benefit entitlement and made an 
assessment that they met the criteria for Income Support as carers.  
This benefit would include help with interest on their mortgage and the 
family would be entitled to Free School Meals.  Council Tax Benefit was 
also reassessed and awarded in full. 

 

 Mr and Mrs C were subsequently awarded Income Support of £56.85 
pw; Housing Costs of £21 pw; Council Tax Benefit of £23 pw and Free 
School Meals for all 4 children. 

 

 The couple were better off by £5,244 a year and also saved on the cost 
of school meals. 

 

 With the new pupil premium, the school was also better off by £2,400 
per year. 
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       Case Study 6 - Bal Sandhu (Take-Up Worker) 

 
 Mrs B is a single parent caring for her 7 year old grandson.  Mrs B had 

given up work due to ill health. 
 

 She applied for Employment and Support Allowance (ESA) and was 
refused due to having income that was deemed to be over the threshold 
from a health insurance policy for which she paid for herself during her 
working life. 

 

 Mrs B was paying her mortgage, utility bills and maintenance of her 
grandson with her health insurance payments of £828 a month. 

 

 We visited the client to assess her benefit entitlement.  During the visit 
we ascertained that she should have been advised that she was entitled 
to claim ESA (because the health insurance payments are ignored) as 
Mrs B had paid into the scheme herself. 

 

 Mrs B was also not aware that she was entitled to claim Child Benefit, 
Child Tax Credit and Free School Meals for her grandson. 

 

 Mrs B received additional help with the interest on the mortgage of £23 
per week after 13 weeks of entitlement to Employment and Support 
Allowance. 

 

 We therefore helped Mrs B claim Housing Costs, ESA, Child Tax 
Credit, Child Benefit and Free School Meals for her grandson. 

 

 Mrs B was awarded ESA of £99.15 pw; Housing Costs of £23 pw; Child 
Benefit of £20.30 pw and Child Tax Credit of £46.91 pw. 

 

 As a result of our advice and assistance Mrs B was better off by £9,845 
a year and also did not have to pay for school meals. 

 

 
 
 

CLIENT FEEDBACK – TAKE-UP WORK 
 
“With the extra benefits I have received it means I have been able to 
pay my outstanding bills which is very helpful for my family” 
 
“I was very nervous about asking for help and also was sure I wouldn’t be entitled 
to anything. I was pleasantly surprised to find out what I was actually entitled to!” 
 
“The extra benefits give our grandson the extra money to allow him 
to go to after school clubs etc.” 
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A Family Support Worker commented: 
“The availability of this service to me and my families is one of the most helpful 
there is. The WWRAS worker has saved many a breakdown in the family from 
occurring because knowing your entitlements and what is available out there is a life 
saver” 
 
“I was made aware of the work you do after talking to your worker 
at a local group I attend. I think targeting local groups is a positive 
point of contact for people like myself. As a result I was successfully 
helped to claim benefits we had previously tried to claim but which 
had been refused” 
 
“I now save £16 per week, which means I don’t have to worry about having money 
for food” 
 
“It is such a relief that I know I can now afford to buy extra things 
that can help our child. Thank you” 
 
 

 
TRAINING & INFORMATION 2011/12 

 

40 presentations  
464 participants 

86% approval rating 
Over 70 individual leaflets produced 

12,163 leaflets distributed 
61,288 visits to our website  

 
Our training function is split into two broad areas: a fixed annual Training 
Programme and a series of training sessions arranged on request during 
the year, which we refer to as Non-Training Programme courses, or NTP. 
 
One of our strengths is that our trainers are also practitioners – they also 
staff our Benefits Enquiry Line, do appeals and casework, and often write 
information materials.  In this way their training presentations are informed 
by practical knowledge of the subject matter. 
 
We continued to mix our training output, with a mix of full and half days, 
and with a sprinkling of shorter ‘taster’ sessions, which proved very 
popular. 
 
We ran five new or significantly updated courses this year: “ESA Changes”; 
“In-Work Benefits”; “Universal Credit and Personal Independence 
Payments”; “Housing Benefit: Problem Areas” and “Hospital & Benefits” 
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Unfortunately, given the pressures on other parts of our service this year 
and funding cuts to our core grant we had to reduce the number of courses 
that we delivered.  
 
Due to further funding cuts announced by WCC, our training programme 
has also been affected in 2012/13 and we have had to further reduce the 
number of courses that we offer in order to focus resources on our Appeals 
Work. The impending welfare reforms will only increase the need for 
training and we will of course be looking at how we can manage to still 
retain sufficient parts of this valued service to cope with the increased 
demand for training on new areas of Social Security law. 
 
High Satisfaction Ratings 
 
We encourage feedback from those who attend and commission our 
training, and use it to both improve our current courses, and develop new 
issues to cover. 
 
There are immediate ‘on the day’ evaluations, plus post training surveys 
carried out later to assess the effectiveness of the training once back at the 
workplace. 
 
SOME QUOTES FROM RECENT TRAINING COURSE EVALUATIONS: 

 

- Many thanks. This is the most important training session of our 
year! 
 

- Everyone really enjoyed the session, found it interesting and useful 
 

- The tutor was very thorough and made the training as 
interesting as it could be. This was a refresher course for me but 
the feedback I have had from beginners has been very positive. 
A good foundation to begin with. 

 
- Session was informative and interactive 

 
- Very useful course and very relevant to my work 

 
- Excellent, patient and friendly tutor. Always willing to enable the group 

to understand changes etc. 
 

- 4 of our parents were very pleased the next month that we met 
as they had made successful claims following on from the 
training! 
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INFORMATION 

 
Three issues of the Benefits  Bulletin were produced this year and 
distributed to raise awareness of topical benefit issues. We normally 
produce four Bulletins but the final edition of 2011/12 was late due to 
printing problems and consequently was sent out at the beginning of the 
next financial year. 
 
Number of publications updated 
 
All of our current publications were checked for accuracy and up-to-date 
content and there is a rolling programme of updating these throughout the 
year.  However from April 2012 we will effectively archive a large proportion 
of our leaflets and information packs and these will no longer be routinely 
updated. We are, however, making available a selection of the most 
frequently used publications which will be updated. 
 
The reason for this decision is because our Information Officer is leaving in 
April 2012 and unfortunately we are unable to replace her due to cuts to 
our core funding imposed in 2012/13.  We do not have the capacity to keep 
the vast array of information materials up-to-date without additional 
resources and it would be dangerous to continue to make available out-of-
date materials. 
 
 
Numbers Distributed/Website 
 
We have distributed 12,163 one-off leaflets/publications in this year. In 
addition users of our website have downloaded 16,162 of our information 
items, with our benefit rates items, publications lists, local contacts and 
ESA Appeal leaflets being the most frequently used.  
 
The Website is still very popular and we continue to monitor usage.  There 
were 61,288 visits to the site this year, (which is almost double the amount 
of visits for the previous year!) and users looked at over 123,000 pages. 
 
188 users have registered for the restricted “Adviser” section of the site, 
with 13 new users registering with us this year. 
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BENEFITS ENQUIRY LINE (B.E.L.) 2011/12 

 

1,074 calls 
  1,693 benefit enquiries 
  £252,523 in money gains 

 
This is our telephone helpline for WCC staff and staff in other statutory and 
voluntary agencies across the county.  This is a specialist telephone 
consultancy service for front line professionals and advisers, and provides 
an invaluable resource for those workers to support their clients through 
the complex maze that is the Social Security system. 
 
Additionally, we provide a unique support service to specialist teams, such 
as the Getting Ready for Adult Life (care leavers) Team, Fostering & 
Adoption, and mental health teams.  This often requires detailed research 
into the links between Social Security legislation and that applied by Social 
Services. 
 
There is no other resource of its type in the county and anecdotally callers 
tell us that they feel reassured that the person at the other end of the 
phone is an experienced caseworker and can talk them through a complex 
benefits scenario step by step.  If further specialist support is needed after 
this initial advice then a referral can be made to WWRAS. 
 
There are a varied range of calls from the different parts of the county.  
Warwick District agencies, as ever, made extensive use of the service with 
over 24% of all calls coming from this district alone.  Nuneaton and 
Bedworth agencies also made significant use of this service (22% of calls). 
Stratford and Rugby agencies represented 18% and 17% respectively of all 
enquiries.  North Warwickshire as the smallest area made the least 
enquiries at just fewer than 10% of all calls recorded.  The remainder of 
calls were either out of the area or from county organisations not restricted 
to any one geographical area. 
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Within the People Group over 12% of calls came from Adult Health 
colleagues and just over 10% from Children’s Teams, which is a slightly 
higher percentage of calls taken from these teams when compared to the 
previous year.  1.5% of calls were from NHS or joint NHS Teams. 
 
42% of calls came from CABx. 28% of calls were from other (mainly 
voluntary sector) agencies most of which are funded by WCC; a slight 
decrease of 3% compared with last year.  The number of calls from 
members of the public directly accessing our helpline (6%) has significantly 
decreased over the past few years, but this year saw a slight increase in 
direct calls from the public when compared to 2010/11.  We will need to 
keep this under review as there may be fewer places for clients to access 
advice in the future across the county due to funding cuts and service 
restrictions. 
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We dealt with 1,693 different benefit issues during our B.E.L. sessions last 
year.  Often single calls will produce a multitude of different benefit issues 
as the relationships between the different benefits can be complex and 
time consuming to deal with. 
 
The majority of calls to the B.E.L. still relate to disability and ill-health 
benefits with broadly the same percentage split as last year.  DLA and 
Attendance Allowance made up 20% of all enquiries and Employment & 
Support Allowance/Incapacity Benefit was the highest single enquiry area 
at 28%.  
 
As a ‘beneficial spin-off’ from the advice given we record all cases where 
we have helped to identify and advise on additional benefit claims and our 
work has helped to identify over £163,000 in potential unclaimed benefits 
this year.  In addition our adviser’s helped other front line professionals 
claim an additional £89,165 in actual additional entitlements. 
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WELFARE REFORM-KEY DATES 
 
 

 

When Benefits Affected Change 

April 2011 Housing Benefit & Local 
Housing Allowance 

Non-dependant deductions from benefit 
for certain adults 18 or over living at 
home will be subject to increased 
deductions.  Rates have been frozen 
since 2001 but will now increase over a 3 
year period from 2011, resulting in a near 
doubling of the deduction over this period.
 

April 2011 Local Housing 
Allowance 

LHA payments will be based on the 
lowest 30% of private sector rents, rather 
than the lower 50% at present. 
 

January 2012 Local Housing 
Allowance 

LHA rates for single people under 35 will 
only be paid at the lower shared 
accommodation rate.  Previously this only 
applied to single people under the age of 
25. 
 

January 2013 Child Benefit 

Child Benefit will be withdrawn through an 
income tax charge from households 
where someone has an income over 
£50,000 a year. 
 

The withdrawal will be gradual for 
households where someone has an 
income between £50,000 and £60,000. 
 

April 2013 Council Tax Benefit 

A new localised Council Tax Support 
Scheme is established.  The full amount 
of subsidy is no longer refunded to Local 
Authorities by Central Government.  LA’s 
will design their own scheme with a non-
ring fenced grant (grant will be 10% less 
than last year’s grant).   
 

April 2013 Housing Benefit 

Benefit will be capped by the number of 
bedrooms the claimant and their family 
are deemed to “need” by law.  The 
maximum amounts will be: 
1 bed £250 a week 
2 beds £290 a week 
3 beds £340 a week 
4 beds+ £400 a week 
− There will be a deduction from the 

benefit for under occupation.  Children 
under age of 10 will be expected to 
share a room with another child and 
children aged between 10 and 15 to 
share with a child of the same gender. 

− Extra room allowed for non-resident 
carer. 
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When Benefits Affected Change 

April 2013 

Universal Credit & most 
other benefits. Benefit 
Cap will not apply to 
Pension Credit, 
Retirement Pension or 
childcare costs included 
in Universal Credit. 

Benefit Cap - 
Maximum amount of benefit that 
claimants can receive will be capped at 
£500 pw for couples and lone parents, 
and £350 pw for single adult households. 
 

April 2013 Local Housing 
Allowance 

LHA rates uprated annually in line with 
CPI as opposed to the current system 
where rates are adjusted monthly to 
reflect actual rents in the area.  In 
preparation LHA rates have been frozen 
from April 2012. 
 

April 2013-
March 2016 

Disability Living 
Allowance 

DLA will be moved to Personal 
Independence Payment – The new 
benefit will be made up of different 
components, each of which will have two 
rates, standard and enhanced. 
 
Claimants will have face to face 
assessments and periodic reviews.  The 
budget for PIP is 20% less than the 
budget for DLA so inevitably some people 
will receive less or be taken out of 
entitlement altogether. 
 
Will affect 3.2m people.  According to a 
Disability Alliance report up to 400,000 
people could be taken off this benefit 
altogether. 
 
Increase in appeals against such 
decisions - added pressure on disabled 
people and their carers. 
 

April 2013 Social Fund 

Responsibility for administering Crisis 
Loans for living expenses and Community 
Care Grants passes from DWP to upper 
tier LA’s.  LA’s will need to decide how to 
manage the fund.  There is a risk of a 
postcode lottery depending on whether 
local Councils will be responsible for 
drawing up their own list of eligibility 
criteria or whether there will be a common 
scheme across the county. 
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When Benefits Affected Change 

From October 
2013 

Income-Based 
Jobseekers Allowance; 
Income-Related ESA; 
Working Tax Credit; 
Child Tax Credit; 
Housing Benefit and 
Income Support.  
 

Universal Credit will replace and 
incorporate a range of benefits into one 
single monthly payment.  The new benefit 
will effectively abolish Jobseekers 
Allowance, Working Tax Credit, Housing 
Benefit, Income Support and Child Tax 
Credit. 
 

Claiming will be online by default. At 
present JSA can be claimed on-line but 
only 30% of claimants currently use this 
method. 
 

Working age tenants will receive the 
housing costs element of UC direct rather 
than it being paid to the landlord. 
“Vulnerable” tenants will be able to opt for 
direct payments, although “vulnerable” is 
yet to be properly defined by Government. 
 

Transitional arrangements in the short term 
so no immediate cash losers. 
 

Estimated 2.7m households no change; 
2.8m will get more and 2m will get less 
under UC.  400,000 people will lose £50 
pw. 
 

Fewer disabled adults will get support. 
 

Support for most disabled children cut in 
half. 
 

October 2013 -
March 2014 

Employment & Support 
Allowance 

Will be incorporated into Universal Credit. 
Following the Work Capability Assessment 
people move into one of two groups.  The 
Work-Related Activity Group – temporary 
while people look for work or the Support 
Group for those that cannot work. 
 

No automatic entitlement for disabled 
young people to claim. 
 

It should also be noted that from April 2012 
ESA will be means-tested after 12 months 
rather than being paid regardless of 
household income. 
 

From October 
2013 Pension Credit 

At present a household only needs to have 
one person of pensionable age to be 
counted as a pensioner household and 
eligible for non-working-age benefits such 
as Pension Credit. 
 

This will be changing so that both partners 
must be of pensionable age in order to be 
able to claim PC. 
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STAFF as at 4h December 2012 
 
Chief Executive   Mark Stanyer  
Operations Manager  Stephen Watkins 
 
Appeals Workers   Rachel Wilcox 
     Jill Wood 
     John Harbinson (retired October 2012) 
     Mary Williams 
     Caroline Harrison  
Information and Training Sandra Corner (retired April 2012) 

 
Take-Up Workers  Ian Sidwell 
     Bal Sandhu  
  
Admin Assistants   Sam Morgan 
     Denise Peach 

Kawser Khalifa  
 
TRUSTEE BOARD 
 
 
Chair and Director  Paul Tolley 
Treasurer and Director  Roy Smith 
Company Secretary  Mark Stanyer  
 
Directors    Ramby De Mello 
     Peter Eaves 

Christine Mavarakis (resigned 7thJune 2011) 
     Katherine King (resigned 27th June 2011) 
     Steve Lloyd  
     Greg Gavin  
     Cllr Martyn Ashford 
     Sally Roberts (joined 6th September 2011) 
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CONTACT BOX 
 
 

Mark Stanyer – Chief Executive 
024 7637 2069 x26 

e-mail: mark.stanyer@wwras.org.uk 
 

For Operational Matters 
Contact Stephen Watkins on 024 7637 2069 x21 

e-mail: stephen.watkins@wwras.org.uk 
 

For Training/Website 
Contact Sam Morgan on 024 7637 2069 x29 

e-mail: sam.morgan@wwras.org.uk 
 

For Information Materials 
Contact Denise Peach on 024 7637 2069 x32 

e-mail: denise.peach@wwras.org.uk 
 
 

Main office number: 024 7637 2069 
 

Benefits Enquiry Line: 0845 241 0396 
10am – 1pm Monday, Wednesday and Friday 
[Advisers only – not for members of the public] 

 
OR 

 
(for all of the above) 
Fax: 024 7637 5033 

e-mail: info@wwras.org.uk 
Address: 1 Stratford Street, Nuneaton, CV11 5BS 


