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2012 / 2013 
HEADLINES FROM THIS YEAR’S ACTIVITIES 

 
 
BENEFIT ENQUIRY LINE - 841 BENEFIT ENQUIRIES 
  

- £68,631 IN MONEY GAINS 
IDENTIFIED 

 
 
INFORMATION ITEMS - 8,583 DISTRIBUTED 
 
 
 
TRAINING COURSES - 41 COURSES & PRESENTATIONS 

- 445 PARTICIPANTS 
- 85% APPROVAL RATING  

 
 
APPEALS CASEWORK - 414 REFERRALS 

- 535 CASES CLOSED IN YEAR 
- 70% SUCCESS RATE 
- £1,901,217 IN MONEY GAINS 

 
 
TAKE UP CAMPAIGNS/ - 978 CLIENTS ADVISED 
SPECIAL PROJECTS      - EVERY £1 OF FUNDING RETURNS 

UP TO £13 IN BENEFITS 
- £1,871,532 IN MONEY GAINS 

 
 
WEBSITE - 45,437 VISITS TO SITE 

- OVER 127,000 PAGES VIEWED 
- OVER 4,000 INFORMATION ITEMS 

DOWNLOADED 
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ANNUAL REPORT 2012/13 
 
Chief Executive’s Report  
 

I present this report on the work done by WWRAS in the period April 2012 
to March 2013 during what has been somewhat of a transitional year for 
the organisation following two consecutive years of funding cuts to our core 
grant.  This has led to an unfortunate but inevitable loss of staff and sadly 
to a consequential reduction in some of our activities.  We have had to 
restructure our Training Programme and Information production and 
introduced new referral criteria for our Appeal Tribunal work in order to 
focus our depleted resources on those people in the county who need our 
help the most.  This service delivery restructure had to take place following 
redundancies amongst our Appeal and Training & Information workers 
which saw this team reduced to just 3.5 FTE staff from the previous 5 FTE; 
a not insignificant 30% staffing reduction! 
 
Outstanding Results 
 
WWRAS is funded to increase awareness of Social Security benefits 
amongst staff working for Warwickshire County Council and related 
agencies and to raise the level of benefits claimed in Warwickshire and is 
also the only specialist service of its kind in Warwickshire and indeed 
surrounding areas.  Despite our well documented funding difficulties over 
the past few years 2012/13 has still been an incredibly successful year for 
WWRAS in terms of the organisation producing a set of outstanding results 
for Warwickshire residents, of which all associated with WWRAS should be 
extremely proud.  
 
WWRAS raised a grand total of £3,772,749 through its benefit take-up 
work and Appeal Tribunal work.  Our Appeals work raised £1,871,532 and 
our take-up work £1,901,217.  This represents over £9 for every £1 of 
funding that we received; an excellent return on investment that means 
national money is being brought into local economies on a significant scale 
and which research shows is mostly spent on local goods and services, 
thus bringing a much needed boost to the local economy.  
 
Finances and the Future 
 
WWRAS’s total core funding decreased in real terms by just over 12% in 
2012/13 to £255,000 although our total income actually increased by 4.5% 
to £419,573 when compared to the previous financial year.  This was 
mainly due to the fact that we secured additional take-up funding and also 
received a slightly 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  
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designated fund to cover ongoing liabilities to the Local Government 
Pension scheme and redundancy provision.  A full copy of our 2012/13 
accounts is available on request. 
 
Although our core funding in 2013/14 was not further reduced which gave 
us some welcome breathing space and an ability to consolidate what we 
started in the previous year, we have still to learn what our funding 
arrangements are for 2014/15 and we await this news once again 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; 
a service that is needed now more than ever due to the huge raft of 
changes being effected on the welfare state by the coalition Government. 
 
Service Delivery – Preparing for Welfare Reform 
 
This year continued to present a number of challenges for WWRAS with 
regard to reductions to our core funding and the delivery of services in the 
context of increased demand and anticipated demand due to forthcoming 
welfare reform changes.  This year also saw the commencement of our 
new referral system, designed in response to the reduction in staff and 
anticipated rise in demand for our Tribunal representation service.  The 
new system ensures that we are able to focus our resources on those 
clients who need our help the most, whilst also controlling the volume of 
referrals and keeping caseloads within safe limits.  We have produced a 
wealth of material to assist both referring agencies and clients whom we 
are now unable to represent, from standard letters to sample submissions 
and this change has been met very positively in most quarters. 
 
Tribunal Representation 
 
I seem to talk about the delays and inconsistency in listing cases by the 
Tribunals Service with a somewhat depressing consistency and sadly this 
year has been no exception!  Cases can still take up to a year to list for a 
hearing and the increase in Tribunal venues in Coventry and Warwickshire 
from one to three has still not resulted in a consistent and efficient listing 
policy, with most hearings still taking place at Coventry Magistrates Court.  
We have lobbied the Tribunals Service regarding this issue and have 
regularly attended Tribunal User Groups to press home this point in order 
to try and secure answers to the frustrations that we have with this 
overloaded and under-resourced system.  We have recently seen some 
changes, so that listing of cases in alternative venues has started to take 
place and we have managed to secure listing dates for a lot of our older 
cases.  There are to also be some further changes at Coventry Magistrate’s 
Court so that the Tribunals Service is to get its own entrance and waiting 
area, which is something that we have been advocating for some time.  We 
await this change with eager anticipation as we believe that this will make 
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the Tribunal experience a much better one for appellants and 
representatives alike. 
 
We have yet to see the anticipated explosion in the number of appeals 
related to Employment and Support Allowance migration and due to the 
significant national delays in Personal Independence Payment (PIP) 
decision making, Coventry and Warwickshire is yet to see its first P.I.P. 
appeal.  
 
We received 414 referrals this year and our Appeals Team completed 535 
tribunal cases, raising over £1.9 million in increased benefits for clients in 
2012/13.  This is slightly less than the previous year but was to be 
expected due to staff cuts.  This total is nevertheless a truly staggering 
amount!  
 
Our success rate at Tribunal hearings remains extremely impressive, 
standing at 70%, which is all the more impressive when compared to 
average national success rates of 43%.  These excellent results are 
testament to the considerable skills and experience of WWRAS Appeal 
Representatives, who also play an important role for Tribunals in filtering 
out cases without merit before they get to a hearing, thus saving valuable 
court time and appellant’s time and expense too. 
 
WWRAS is the only specialist provider of welfare benefits advice in 
Warwickshire and we will continue to be the only specialist agency funded 
to represent clients at Tribunals following the loss of Legal Aid funding for 
specialist welfare benefits advice.  The Courts welcome and regularly 
praise the role that we perform at Tribunal hearings and once again we 
thank our funders for their continued support in enabling us to provide this 
vital service to the most vulnerable residents in the county, without which 
hundreds of people a year would be left without access to justice. 
 
Making Welfare Reform Work 
 
Welfare reform is certainly a hot topic; not a week seems to go by without 
these two words appearing in the national and local press and certainly 
whatever your view of welfare reform there is no dispute that it will reduce 
the size of the national benefits bill.  This will have two broad implications 
for Warwickshire, namely reducing the amount of benefit income available 
to the local economy, whilst impacting more on certain sections of the 
community than on others. 
 
A lot of the work that WWRAS has been doing, particularly in the area of 
take-up work actually supports our county, district and borough Councils in 
making welfare reform work by seeking to cushion the impact for their 
customers.  Our take-up work can be seen to promote the positive effects 
of reform by maximising and protecting the vital income of the more 
vulnerable Warwickshire residents, and thus delaying the need for statutory 
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intervention.  Our training and publications and work in local communities 
also assist this agenda by explaining and demystifying current and planned 
changes.  In its unique position of being the only county-wide welfare rights 
organisation, WWRAS has already begun to address the more pernicious 
and harsh aspects of welfare reform. 
 
There are various strands to welfare reform: the general reduction in the 
level of benefits and Tax Credits brought in with the early welfare budget 
cuts; the under occupancy rules (the misnamed ‘bedroom tax’); Housing 
Benefit reform; the reduction in ‘sickness’ benefits; the replacing of 
Disability Living Allowance with PIP; the Benefits Cap and the planned 
introduction of a single Universal Credit. 
 
We estimate that the accumulated overall annual loss of benefit income 
into Warwickshire alone is in the region of £128 million.  WWRAS is 
utilising its core services and additional short-term funding to not only 
protect Warwickshire residents’ income but is also actively promoting the 
Government’s own schemes to shelter the more vulnerable from the impact 
of reform in various ways. 
 
Free School Meals Take-Up 
 
The Coalition Government is seeking to help local schools in 
disadvantaged areas address the educational consequences of low 
income, with the pupil premium (currently worth £900 to schools), which is 
linked to the parents’ entitlement to free school meals.  WWRAS has been 
carrying out campaigns for the past couple of years to promote the take-up 
of free school meals using benefit entitlement as a lever.  This in turn 
brings extra money into our schools through the pupil premium.  Results so 
far have been outstanding, (see p17-18 of Annual Report) with a significant 
boost to the resources available to local schools to support educational 
activity and thus achievement.  In excess of £77,000 has already been 
awarded to schools in Nuneaton & Bedworth and North Warwickshire in 
pupil premiums this year, directly as a result of WWRAS intervention, and 
we look forward to extending this sum even further with additional 
campaigns taking place in Rugby, North Warwickshire and Nuneaton and 
Bedworth in 2013/14. 
 
Benefits Cap 
 
One of the most controversial aspects of welfare reform has been the 
imposition of a Cap on the level of overall benefits claimed by certain 
households, usually containing children. 
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Local Authorities are concerned that they will be left to deal with the 
consequences of this national initiative, with the potential for debt, child 
protection issues and homelessness as claimants have insufficient money 
to pay their rent.  In Warwickshire alone it is estimated that the Benefits 
Cap is hitting 170 households, with an annual benefit loss of £820,000. 
 
The Government’s intention is that any household with a disabled child or 
adult should be exempt from the Cap.  In partnership with North 
Warwickshire Borough Council, WWRAS undertook a short exercise with a 
small number of families who were told they would be Capped.  Of the five 
families who responded, WWRAS found that three had children who met 
the Government’s definition of disability (meeting the rules for Disability 
Living Allowance).  As a result these families are now exempt from the 
Cap.  One such family whom we were able to assist was about to lose 
£199 per week in benefits and following our advice and assistance, due to 
having two disabled children the family became exempt from the Cap.  
(See Take-Up Case Study 3 below). Our intervention undoubtedly saved 
Local Authorities – county and borough – from additional calls on their 
resources.  We are seeking further funding to identify more families that the 
Government wishes to exempt from the Benefits Cap. 
 
Under occupancy/‘Bedroom Tax’ 
 
In our role of providing clear advice and guidance through talks and 
training, and with written information we have publicised the concessions 
made to those unduly affected by the ‘bedroom tax’.  This is where Housing 
Benefit is reduced to meet the Government’s estimation of the number of 
bedrooms needed by a household.  The consequence is that many will 
have insufficient money to cover their rent, having to either find it from 
elsewhere, or to move (although there is little suitable alternative 
accommodation to move to!). 
 
We have highlighted to the relevant Social Care teams the concessions 
made to foster families, disabled children and young people.  Following up 
the general guidance, our Benefit Enquiry Line for advisers has given 
individual advice to frontline workers.  In a more direct way we have been 
approached by two district Councils to boost the income of their residents 
hit by the bedroom tax, in order to ensure they have the resources to meet 
the shortfall in their rent rebates and so remain in their family homes.   One 
example is couples where one has a disability that means two bedrooms 
are needed (and indeed adapted) but benefit is only payable for one 
bedroom.  Another example is where there is shared care of a child, but 
only one household’s benefit can include his/her room. 
 
In Warwickshire it is estimated that 4,000 households are being affected by 
the ‘bedroom tax’, at an annual benefit loss of £2,740,000. 
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Poor DWP Decision Making Undermining Government’s Intention 
 
The Government is attempting to reform ‘sickness benefits’ - now called 
Employment & Support Allowance.  One aspect of this was the introduction 
of a new, stricter test of incapacity for work. 
 
However the quality of the assessment process has been poor and 
WWRAS has assisted many local people going through the appeal 
process.  In 2012/13 alone we assisted 160 Warwickshire residents to 
retain ESA.  We have been successful in demonstrating how these 
Warwickshire residents pass the new capability test, thus fulfilling the 
Government’s policy intentions. 
 
Raising Awareness of Change 
 
Since 2011 WWRAS has carried out 58 presentations in the form of talks 
and training sessions on benefits changes alone, to a wide range of 
voluntary groups, professionals, frontline workers and the public.  
 
In this way we keep Warwickshire up to date with the facts – not the myths 
and misconceptions – of welfare reform. 
 
Protecting Current Legal Entitlement to Support Local Authority 
Policies 
 
It is vital that the vulnerable sections of the community, for whom Local 
Authorities have a statutory responsibility, receive their correct legal 
entitlement.  This is doubly so as the benefits for disabled adults/children 
and their carers will be reduced by the abolition of Disability Living 
Allowance (DLA) and the introduction of the single Universal Credit. 
 
The replacement of DLA by Personal Independence Payments (PIP) has 
just begun, with the intention of reducing the bill for disability benefits.  This 
means there will be some disabled people who will have a reduced level of 
money to live on despite the general agreement that their costs are likely to 
be higher than if non-disabled. 
 
The benefit being abolished, DLA, is a crucial income in supporting a 
personalised budget, so if the claimant proves ineligible to PIP its loss will 
be felt by the Local Authority as well.  As carers benefits rely on the 
disabled person being eligible to DLA/PIP, if PIP is lost the carer will lose 
out as well.  This could mean not only a reduction in the carer’s income, but 
being prevented from receiving carers benefits altogether.  For some, the 
nature of the benefit system is that a carer may have to give up caring and 
claim as a jobseeker or find work as their only source of income. 
 
In Warwickshire around 3,500 disabled people will be affected by the 
abolition of DLA, with an estimated annual benefit loss of £10.42million. 
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We expect to be called upon to represent many disabled adults at the 
appeal stage as DLA is removed over the next 4 years. 
 
In addition, while Universal Credit is designed to promote job-seeking, 
some disabled adults and children, and carers will be markedly worse off.  
This is a client group who will look to Social Care to assist them to live 
independently, and their ability to financially contribute to, for example, 
domiciliary care charges, will be significantly undermined. 
 
The total loss of annual benefit income quoted above does not include any 
additional reductions arising from the introduction of Universal Credit.  
While some will benefit through a movement into work, disabled 
adults/children and carers will see significant losses. 
 
Although experiencing a reduction in funding that has led to a 30% cut in 
staff, WWRAS is protecting Warwickshire residents in two ways.  Namely 
by maximising individual entitlement whilst supporting Government 
schemes designed to reduce the collateral damage to the vulnerable 
groups for whom local services will have to respond.  In this way WWRAS 
seeks to make Warwickshire residents and Warwickshire agencies less 
exposed to the harsher consequences of Welfare Reform. 
 
A Big Thank You! 
 
It goes without saying that the invaluable work that we carry out across the 
county could not be achieved without an excellent team of staff and 
Trustees and a big thank you goes out to them for the dedicated, diligent 
and skilful way in which they continue to undertake this work on behalf of 
the organisation. 
 
We would also be unable to achieve much of what we do without our 
partners and stakeholders, including our main funders and donors with 
whom we continue to enjoy both new and longstanding productive and 
effective working relationships.  For the past 26 years, WWRAS has 
achieved significant outcomes for the most vulnerable residents in the 
county and we look to further this work with a continued sense of purpose; 
of direction and a sense of knowing that what we do collectively does help 
to change lives for the better.  Although funding is harder to secure than 
ever, we believe that we have the right formula and the right team to be 
able to continue tackling poverty across Warwickshire and providing access 
to justice for many more people in the years to come.  
 
Mark Stanyer 
Chief Executive, WWRAS 
January 2014
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APPEALS WORK 2012/13 
 

414 referrals 
Over £ 1,900,000 in benefits raised for clients 

Over 70% success rate at appeal hearings   

 
 
The spread of referrals coming from each area was 
 

 
 
 
The spread of referrals coming from agencies was:  
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Case Study 1 – Caroline Harrison (Appeals Worker) 
 

 Case heard – January 2013. 
 This case concerns a 6 year old boy who was referred to WWRAS 

for help with an appeal following the refusal of his renewal claim for 
Disability Living Allowance (DLA). 

 The child had been entitled to the highest rate of the care 
component based on his requirement for continual supervision but 
was found to not be entitled to any rate of DLA on renewal. 

 This meant that the family lost significant income from DLA and their 
Tax Credit entitlement was reduced. 

 The child suffers from epilepsy and had also experienced 
behavioural problems since seizures began. 

 The family reported changes in the child which was distressing for 
him and for his family. 

 Although seizures had been controlled at time of renewal the 
behavioural problems had not been resolved which meant that he 
required continual supervision over and above children of his age 
without his disability, which is one of the additional legal tests that 
children have to satisfy for DLA. 

 The family had medical support and the child was 1 of 3 siblings 
making it more obvious that his needs were additional to a child of 
his age without his disability. 

 The child had missed out on days out due to the level of need 
required. 

 The child had 1:1 teaching support at school or in small groups as 
they recognised his behaviour and he had to be monitored on the 
school bus as this was the only method of transport available.  
WWRAS had secured evidence to this effect. 

 In addition, behavioural problems meant that the child had no sense 
of danger and described himself as ‘invincible’.  He would be happy 
to talk to strangers and run in front of traffic as he did not think that 
he could be harmed. 

 The child’s family found it very difficult to talk negatively about their 
child and, whereas they found seizures were easier to explain they 
struggled with the behavioural problems as they had to remain 
positive to cope. 

 WWRAS visited the family to discuss the tests for the benefit and 
the child’s symptoms. 
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 WWRAS advised about the sorts of questions that the Tribunal 

would ask and why, in order that the parents would feel less 
challenged and disloyal to their child on the day of the hearing. 

 WWRAS prepared the case for Tribunal and supported the family 
through the lengthy process. 

 The family advised that they would have not gone through with the 
appeal without the support of WWRAS. 

 Not only was highest rate care DLA restored but lowest rate mobility 
was awarded in addition as WWRAS presented an argument for 
this, together with supporting evidence, at the Tribunal. 

 The family were owed approximately £10,000 in arrears as well as 
the disabled child and severely disabled child addition which was 
reinstated to their Tax Credit claim. 

 

    
Case Study 2 – Caroline Harrison (Appeals Worker) 
 

 Case heard – October 2013. 
 This case relates to a 32 year old man. 
 Due to his long term illness he lived at home with his parents and 

was very dependent on others to help him to sort out financial 
matters etc. as he had not been able to have the experience of living 
independently. 

 The client had been entitled to the higher rate of the mobility 
component and the middle rate of the care component of Disability 
Living Allowance (DLA) as he suffered from cancer and required 
attention with bodily functions and was virtually unable to walk. 

 When the case was renewed the client was notified that he was no 
longer entitled to DLA. 

 He lost his motability car which was his only access to 
independence due to his health problems. 

 The Department for Work & Pensions (DWP) had evidence to say 
that the client was in remission. 

 However, WWRAS discussed the case with the client’s father (who 
assists him with his affairs) and it transpired that the client suffered 
from anxiety and depression and had also lost a friend to cancer. 

 The client was still experiencing symptoms but had not returned for 
a review as he was scared that his cancer had spread and that he 
was going to die. 
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 The client was very frustrated at home and could be aggressive and 
harm himself by smashing windows etc. 

 The client had no mental health diagnosis but started the process by 
speaking to his GP following discussions with WWRAS. 

 Although WWRAS was unable to gather evidence to confirm the 
diagnosis of cancer/mental health problems before the Tribunal 
hearing (which was listed unusually quickly) discussions with 
WWRAS did encourage the client to go back to his doctor and he 
had had some blood tests etc. prior to the hearing. 

 WWRAS prepared a case based on a legal argument that the client 
had symptoms capable of diagnosis and supported him through the 
process. 

 The client was, therefore, able to discuss ongoing treatment with the 
doctor at the Tribunal hearing which meant that they were satisfied 
that he still had care and mobility needs. 

 The client was very reluctant to discuss his case and attend the 
Tribunal but was able to do so with the support of WWRAS. 

 The client was allowed an increased award of the highest rate of the 
care component for an indefinite period. 

 Although the Tribunal considered that his physical walking had 
improved slightly as he was not undergoing chemotherapy, they 
were satisfied that he still had mobility needs and allowed an award 
of the lower rate. 

 The client was then able to use this income to access a car and 
improve his quality of life. 

 
 
 

Case Study 3 – Caroline Harrison (Appeals Worker) 
 

 Case heard November 2013. 
 Client had been advised by his psychiatrist to contact WWRAS to 

seek help with his benefit problems.  The client contacted WWRAS 
via our Benefits Enquiry Line (BEL). 

 The client is a paranoid schizophrenic and lives with his mother who 
suffers with dementia. 

 He had been moved from Income Support, on grounds of incapacity, 
which he had been receiving for over 10 years, to Employment and 
Support Allowance (ESA) which is the new benefit that the 
Government introduced to replace his previous entitlement. 
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 However, he was notified by the Department for Work & Pensions 
(DWP) that he did not score any points for ESA and so was not 
entitled. 

 The client found it very difficult to express limitations, used humour 
to cover the severity of his symptoms and did not have full insight 
into the severity of his condition.  Without support it was, therefore, 
very difficult for him to express his limitations through the very rigid 
assessment process for ESA. 

 The client was already slightly out of time for an in time appeal when 
he contacted WWRAS and so we assisted him with a late appeal 
application. 

 The client had to send in sick notes to maintain an income through 
the appeal process.  He was very reluctant to see a doctor and had 
periods of no income.  WWRAS supported him through this process, 
helped him to access continual sick notes and to forward them to 
the DWP. 

 The client would frequently advise us that he wanted to forget about 
the appeal and to run away, which was a symptom of his condition.  
Without ESA the client had no income though. 

 WWRAS further supported the client by gathering evidence and by 
preparing his case and the client was eventually able to agree to 
continue with his appeal with this support. 

 WWRAS did forward compelling evidence from the client’s 
psychiatrist to the DWP but they refused to revise their decision 
meaning that an appeal hearing before an independent Tribunal was 
necessary. 

 WWRAS visited the client at home with his community psychiatric 
nurse (CPN) in order to discuss his appeal and prepare the case for 
Tribunal. 

 This meeting was very helpful as the client would tend to use 
humour over the phone but talked seriously about his symptoms 
with the support of the CPN. 

 The client was ultimately unable to attend his Tribunal hearing due 
to intense anxiety; however, WWRAS did attend and presented the 
case in his absence with the agreement of the Tribunal Judge. 

 As we had visited the client at home in the presence of his CPN, the 
Tribunal agreed to accept the information we had obtained from that 
meeting as evidence. 
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 WWRAS had also gathered evidence from the client’s psychiatrist 

and CPN regarding past suicide attempts; aggression and hospital 
admissions all due to the severity of the mental health condition. 

 After considering all the evidence we had obtained, the Tribunal 
decided to place the client into the Support Group for ESA, (which 
meant the client received the maximum amount of benefit available) 
due to the risk that he posed to either himself or others if found fit for 
work. The Tribunal also recommended that the client was not 
assessed again by the DWP for at least two years. 

 
 
 
 

CLIENT FEEDBACK - APPEALS WORK 
 

 “I thought my representative was brill, thank you again to my 
representative and your team and I have recommended you 
already to someone else.” 

 

 “My Representative was fantastic – giving wonderful advice and always very 
helpful (I wish I had listened to her and carried on with my appeal to be in 
the support group as I am finding the work focused interviews so stressful).” 

 

 “The level of service already seems adequate – the results speak 
for themselves.” 

 
 “Thank you for all your help in this matter; although I was nervous you 

helped me relax in the court building and you instilled confidence in me 
which I’m sure helped me to a happy conclusion.” 

 

 “Your service gave me the confidence which is so important when having 
to go through an appeal.  I was so grateful for your help and 
understanding.  Your service was so important to me, thank you so much.” 

 
 “If the Government workers did a better job and wrote to GPs before being 

forced to, it would be much better and less people would need help.  Thanks 
for everything.” 
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BENEFITS TAKE-UP WORK & SPECIAL PROJECTS 2012/13 
 

978 clients advised 
Over £ 1,864,000 in benefits raised for clients 

Every £1 of take-up funding raises just under £13 in additional benefits 
 
Take-up & Special Project Gains 2012/13 
 
We have continued to bring in additional funds from other sources to 
promote the take up of benefits amongst clients who do not traditionally 
access advice services.  This year we have raised £150,682 in extra 
funding and in this year brought in additional benefit gains of £1,864,590 
through this extra work which complements our WCC-funded services and 
helps to promote benefits more widely.  
 
It is certainly worthy of note that this sum represents a significant effort on 
behalf of our Take-Up Team this year and as mentioned earlier in the 
report represents a 13% increase compared with the sums raised through 
take up work last year. 
 
In terms of a return on investment for funders, for every £1 of funding we 
received for our Take-Up Projects this year we returned just under £13 in 
additional benefits for clients.  
 
There is such a thing as a Free Lunch! 
 
WWRAS has once again been involved in a number of hugely successful 
take-up campaigns and projects over the past twelve months (stats can be 
found below) but an area of work which has been constantly evolving over 
the past two years and deserves some further explanation is the work we 
have been doing with local schools to raise the take-up of free school meal 
entitlement.  This work took off spectacularly in 2012/13! 
 
Recent analysis has shown that there is a significant disparity between 
those in receipt of free school meals (FSM) and those who were eligible to 
claim, with the disparity often highest in disadvantaged areas.  Aside from 
the obvious financial disadvantage to the family it also means that the 
schools miss out on a £900 pupil premium. 
 
At the start of 2012 in North Warwickshire a project entitled 'Have your 
Cake and Eat it ' was jointly run by North Warwickshire Borough Council 
and WWRAS.  The project focussed on the dual aim of increasing the take-
up of FSM and also undertaking a benefits health check to ensure that the 
full range of benefit entitlement was being obtained. In brief, the initial 
investment of approximately £8,000 in this project yielded £217,446 in 
additional benefit entitlement for families to which they were entitled (but 
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were not claiming) and secured an additional £20,400 in pupil premiums for 
six schools.  This premium in turn would then be used by schools to reduce 
the gap in educational attainment that is evident amongst those on FSM 
and those who are not. 
 
Following the success of the North Warwickshire FSM Project, significant 
interest was generated in other Districts and Boroughs across the county. 
To this end Warwickshire County Council agreed to provide funding of 
£8,500 for a similar project in Nuneaton and Bedworth.  Warwickshire 
Observatory compiled a shortlist of 10 schools in Nuneaton and Bedworth 
where the gaps between those claiming FSM and those entitled was 
greatest.  A link was also made with Public Health who were promoting 
Healthy Eating in schools to tackle childhood obesity; therefore a few 
schools on the list were chosen for this reason. 
 
We worked closely with Nuneaton and Bedworth Borough Council and 
Warwickshire County Council, who provided personnel and resources in 
order to be able to communicate with schools to secure buy in from Head 
Teachers before the project started; to promote the project at each of the 
chosen schools and to disseminate flyers and information leaflets to 
schools, which contained a referral form to make referrals to WWRAS. 
 
This project can be heralded as another major success, with WWRAS 
securing entitlement to Free School Meals for 63 children, which in turn has 
led to Pupil Premium funding of £56,700 for schools in Nuneaton and 
Bedworth. In addition, WWRAS helped families claim an additional 
£636,453 in additional benefits, which is a truly staggering amount of 
money for a funding outlay of £8,500.  This is national money being 
brought into the local economy and will usually be spent on local goods 
and services and in local shops and businesses. 
 
This success has led to WWRAS securing funding for similar projects in 
2013/14, in Rugby; a further project in North Warwickshire and for the first 
time two schools, Nicholas Chamberlaine and Ash Green in Nuneaton and 
Bedworth directly part funding a FSM project, which is ultimately the 
funding model that we are working towards in the future.  
 
This work has been an excellent example of good, solid partnership work 
and a lot of toil and demonstrates how much can be achieved with a 
relatively modest amount of funding, and the right choice of partners to 
work with.  Ultimately schools and parents benefit significantly and the 
county as a whole benefits as future generations have a better start in life 
and the gap between the lowest and highest achievers is reduced.  A win 
win situation! 
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Case Study 4 – FSM – Bal Sandhu (Take-Up Worker) 
 

 Mr and Mrs C are a couple aged 38 and 41 with 6 children aged 16, 
15, 14, 12, 10 and 9.  Mr and Mrs C were paying full rent of £110pw 
and full Council Tax of £25pw. 

 

 Mr C works full-time earning £230 a week.  Mrs C received Child 
Tax Credit of £244pw and Child Benefit of £87pw.   

 

 We visited the couple, following a referral through the Lunch 4 Free 
Project, in order to check their benefit entitlement having made an 
initial assessment over the telephone that they met the criteria for 
Working Tax Credit (WTC) of £12pw.  We also established that the 
couple were entitled to Free School Meals (FSM).  The couple were 
not claiming FSM for their children due to a combination of factors: 
not being aware of their entitlement, stigma claiming FSM’s and 
preferring a packed lunch for their children.  The couple were 
advised that there was no distinction between children who pay for 
school meals and children that are entitled to FSM’s.  They were 
also advised that sandwiches were available as part of FSM’s.   

 

 If the couple were to claim the £12pw Working Tax Credit 
entitlement, however, they would no longer be entitled to FSM.  The  

Campaign Amount raised 
2012/13 

Funding secured 
2012/13 Funder 

 
Nun & Bed 
Children’s Centres  
 
Warwick District 
Council Take-Up 
 
Financial Inclusion 
Take-Up 
 
Nuneaton & Bed BC 
HB Take-Up 
 
Health in Warmth 

 
Deaf Service 
 
Free School Meals 
Take-Up 
 
 
Total  

 
£770,325 

 
 

£232,561 
 
 

£180,926 
 
 

£7,398 
 
 

£457,720 
 

£5,156 
 

£217,446 
 
 
 

£1,871,532 

 
£52,000 

 
 

£21,397 
 
 

£31,091 
 
 

£9,194 
 
 

£10,500 
 

N/A (core funded) 
 

£26,500 
 
 
 

£150,682 
 

 
Warwickshire CC 
 
 
Warwick DC  
 
 
LPSA2 
 
 
DWP 
 
 
WCC/Dept of Health 
 
WCC 
 
WCC 
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couple were spending a lot more than £12pw on preparing a packed 
lunch for their children.  Therefore the value of FSM’s outweighed 
the £12pw Working Tax Credit.  Following our advice the couple 
claimed FSM instead of claiming WTC, thus benefiting their children 
and the school by £5,400 per annum in Pupil Premiums and saving 
themselves a significant amount of money in packed lunches. 

 

 Mr and Mrs C’s 9 year old son had recently been diagnosed with 
ADHD.   We completed a claim for Disability Living Allowance (DLA) 
for him and as a result of this claim we re-calculated their benefits in 
the event that the DLA was awarded as extra premiums would be 
included in the benefit calculation.  As a result we assessed that 
there would be potential entitlement to Housing and Council Tax 
Benefit. 

 

 The couple were awarded DLA for their son at the Highest Rate of 
the Care component and Lower rate Mobility, totalling £100.15pw.  
Mrs C was then able to claim Carers Allowance for looking after her 
son, which meant the family were entitled to an additional £59.75pw.  
As a result the families Child Tax Credit award was increased by 
£81pw.  Housing Benefit was awarded of £80pw as well as Council 
Tax Benefit of £23pw.  The couple received arrears payments of 
£3,230.80. 

 

 We finally assessed that following our advice and assistance the 
couple were better off by £17,882.80 a year and also saved on the 
cost of a packed lunch for each of their six children. 

 
 

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

 Mr and Mrs A are a couple aged 42 and 38, with 4 children aged 3, 
8, 14 & 16.  They live in a Housing Association owned property 
paying £43.85 rent and £16.02 per week Council Tax. 
 

 Mr and Mrs A both work and earn £235 between them a week.  
They were also in receipt of Child Tax Credit of £207pw based on 
their previous year’s earnings and Child Benefit for four children of 
£60.50pw.   Mr and Mrs A’s earned income had been decreasing 
over the past 12 months and as a result they were struggling to pay 
their utility bills, rent and Council Tax.  

 

 Following a referral from the Lunch 4 Free Project, we visited Mr & 
Mrs A and completed an in depth benefit health check, having made 
an initial assessment over the phone that they met the criteria for 
Free School Meals.  Mr and Mrs A had previously applied but were                
advised at the time that their income was over the threshold; they 
had not thought or known to reapply when their earnings were 
lower. 
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 We re-assessed their benefit based on their lower earnings figures 
and established that Mr and Mrs A were entitled to full Housing 
Benefit and Council Tax Benefit. 

 

 Following our advice and intervention the couple were better off by 
£3,113 a year and also saved on the cost of school meals for their 
children, with the school also benefitting to the tune of £2,700 a year 
in Pupil Premiums. 

 
 

Case Study 6 - Bal Sandhu (Take-Up Worker) 
 

 The Benefits Cap is a major plank of the Government’s welfare 
reforms, designed to target large families who should be self-
supporting in work.  However the Government recognises that there 
are families where this may not be a realistic or appropriate option, 
and thus built-in a number of exemptions, one of which is where 
there is disability in the household.  
 

 We were contacted by a district Council – in this instance North 
Warwickshire Borough Council - about the following local resident: 

 

 Mrs L is a single parent with 8 school age children, renting a 4 
bedroom Council house. 

 

 Mrs L had recently been widowed and was in receipt of 
bereavement benefit of £120.50pw; Child Tax Credit £431.31pw; 
Child Benefit £114pw and Housing Benefit and Council Tax 
Benefits. 

 

 In line with the Benefit Cap introduced in April 2013, lone parents 
(including widows) have their benefits capped at £500 a week; Mrs L 
therefore stood to lose £199.33pw in benefit payments. 

 

 Following the referral from the local Council, an officer from 
WWRAS’s Take-Up Team visited the client to assess her benefit 
entitlement.  During the visit the officer ascertained that two of the 
children had significant personal care needs arising from their 
respective learning disabilities.  The officer completed new Disability 
Living Allowance claims for both children.   

 

 Mrs L was awarded Disability Living Allowance for both of the 
children at the rates of £74 and £100.15 a week.   These Disability 
Living Allowance awards of middle rate care and high rate care 
increased her Child Tax Credits by a further £156 a week. 

 

 With such a lot on her plate, Mrs L needed support from other family 
members to help look after the children and WWRAS also assisted 
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them to claim Carers Allowance of £59.75 each for caring for the 
disabled children. 

 

 As a consequence of the children’s benefit awards the officer was 
also able to secure the family a ‘disability’ exemption from the 
Benefits Cap, so that Mrs L no longer stood to lose £199.33pw week 
from her benefits. 

 

 In this way WWRAS was able to reinforce a key Government 
initiative (the exemption from the Benefits Cap); support 
Government priorities (protection of carers and those with a 
disability) and also save local and national Government from the 
greater costs of the children being taken into specialist care.                              

 
 

CLIENT FEEDBACK – TAKE-UP WORK 
 

 “The man who phoned was very supportive and understanding at 
a time when to be honest, it seemed like society/the 
government just wanted rid of me so it was really helpful. Thank 
you.” 

 

 “Level of service was excellent so cannot think of anything to 
improve your service.” 

 

 “Thank you, your service is a lifeline to those of us who struggle for 
whatever reason, in my case long term illness & disability.” 

 

 “Your service helped me to obtain a benefit I had no idea I may be entitled 
to!” 

 

 “Excellent service- very helpful and a pleasant manner. 
 

 I found my meeting with your adviser very helpful, also he interested me in 
DLA which I am still awaiting a reply from. He was very helpful and has 
contacted me since for an update- thank you.” 

 

 “I have struggled to manage bills and it will continue to be 
tight, after you helped me claim additional benefits. Although 
I will still have to balance and check every penny, before I have 
had to have help from friends to meet my bills, now I hope I 
can at least manage on my own.” 

 

 “I was very anxious about ESA appeal; WWRAS encouraged and assisted me 
with my case and my appeal was upheld so obviously financially I’m far 
better off.  Thank you!” 

 

 “After your adviser came to see me and helped sort out my benefits, I now 
have enough to cover bills as long as I am careful.” 
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TRAINING & INFORMATION 2012/13 
 

41 courses & presentations  
445 participants 

94% approval rating 
8,583 leaflets distributed 

45,437 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 Benefit 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. 
 
Despite cuts to our core funding by Warwickshire County Council in 
2012/13, we continued to offer a mix of core and NTP courses, albeit at a 
reduced level.  The mix of our training output, with a combination of full and 
half days, with a sprinkling of shorter ‘taster’ sessions, still proves very 
popular, especially in light of the numerous changes that have been 
constantly occurring due to the Government’s Welfare Reform agenda.  
The essential nature of our training for a multitude of front line agencies in 
the county in order for them to carry out core parts of their jobs, can be 
seen reflected in the training course feedback below. 
 
We ran three new or significantly updated courses this year: “Personal 
Independence Payments”; “Learning Disability & Benefits (2 day course)” 
and “Benefit Changes” 
 
The constant changing nature of the welfare state has, as anticipated, 
increased the demand for training and we will of course continue to look 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. 
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SOME QUOTES FROM RECENT TRAINING COURSE EVALUATIONS: 
 

“Training is very valuable to family support. Courses are 
very relevant, trainers are excellent, and service is 
invaluable.” 
 
“I really enjoyed the course it was well presented, flowed and made benefit advice 
very workable.  Thanks I found the training very useful and it has enhanced the 
way I complete forms and has increased my knowledge when advising about what 
people are entitled to.  I would definitely attend further training course in the future 
to inform about changes in the benefit system.” 
 
“I have always found your courses excellent in 
content, delivery and venue.  The choice available 
allows me to dip in and out as required to suit my 
service.  Thank you.” 
 
“I would not have been able to give the same level of service to my clients had I 
not been fortunate enough to attend this course.  It gave me the confidence to 
help clients understand ESA both in detail and generally, particularly those clients 
who have been subject to conversion from other previous benefits.” 
 
“I found the course very informative and helpful.  The course material was 
excellent and the course leader was very good at explaining the different areas 
covered.  It was well worth attending.  I have attended other courses run by 
yourselves and they have all been of a high standard.” 
 
“A very professional course linked to our needs.  Excellent 
presenter and materials.” 
 

“I found the course very useful. Without this type of course I would 
find it difficult to find better training elsewhere on benefits.” 
 
“I found the course very informative and it has helped me to do my job better. “ 
 
“The course attended is relevant to my work in Mental Health services to advise 
care co-ordinators and customers.  All the courses I have attended with WWRAS 
are always very informative.  The trainers are excellent and cover all my points.  
The practical/case studies included in the programmes are very useful for 
practitioners and allows them to explore and ensure they are up to date and aware 
of the benefit changes.” 
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INFORMATION 
 
Four issues of the Benefits Bulletin were produced this year and distributed 
to raise awareness of topical benefit issues.  This still remains a very 
popular and effective method of disseminating important information across 
the county on welfare benefits and conveying key messages about current 
or forthcoming changes which can affect different client groups in very 
different ways. 
 
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 took a decision to archive a large 
proportion of our leaflets and information packs and these will no longer be 
updated.  This was due to funding cuts resulting in the loss of our 
dedicated Training & Information Officer.  We do not have the available 
resources to keep the vast array of information resources up-to-date 
without additional resources and it would be dangerous to continue to 
publish out of date materials.  We have continued, however, to make 
available a selection of the most frequently used publications which we 
have continued to update. 
 
Numbers Distributed/Website 
 
We have distributed 8,583 one-off leaflets/publications in this year.  In 
addition users of our website have downloaded over 4,000 of our 
information items, with our benefit rates items, publications lists, local 
contacts and ESA Appeal leaflets being the most frequently used.  
 
Brand New Re-designed Website - Coming Soon in early 2014 
 
With funding from Big Lottery via the LAW Partnership we have completely 
re-designed our website which will go live in early 2014.  The website will 
now be easier to navigate; will be more visually stimulating and will provide 
lots more useful information in order to assist Warwickshire agencies to be 
able to help their clients resolve their benefit issues.  
 
The current website is still very popular and we continue to monitor usage.  
There were 45,437 visits to the site this year, and users looked at over 
127,000 pages.  We hope that these figures will further increase once the 
new site goes live. 
 
203 users have registered for the restricted “adviser” section of the current 
site, with 15 new users registering with us this year. 
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BENEFIT ENQUIRY LINE (B.E.L.) 2012/13 
 

  841 benefit enquiries 
  £68,631 in money gains identified 

 
This is our telephone help line 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. 
 
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 27% of all calls coming from this district alone.  Nuneaton and 
Bedworth and Stratford District agencies also made significant use of this 
service (22% and 21% of calls respectively).  Rugby agencies represented 
13% respectively of all enquiries and North Warwickshire as the smallest 
area made the least enquiries at just fewer than 9% 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. 
 

 
 
Within the People Group just under 12% of calls came from Children’s 
Services and just over 11% from Adult Health colleagues.  This is on par 
with last year’s usage, although more calls this year came from Children’s 
as opposed to Adults, when compared with last year’s figures.  5% of calls 
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were from NHS or joint NHS Teams, which represents an increase of 3% 
when compared with last year’s usage. 
 
42% of calls came from CABx, which is the same level of usage as last 
year.  26% of calls were from other (mainly voluntary sector agencies) most 
of which are funded by WCC, a slight decrease of 2% compared with last 
year.  The number of calls from members of the public directly accessing 
our helpline (4%) has significantly decreased over the past few years and 
this year saw a further decrease in direct calls from the public when 
compared to 2011/12.  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. 
 

 
 

Type of enquiry 
 
We dealt with 841 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 BEL still relate to disability and ill-health benefits 
with broadly the same percentage split as last year.  DLA and AA made up 
20% of all enquiries and Employment & Support Allowance/Incapacity 
Benefit was the highest single enquiry area at 28%.  
 
We record all cases where we have helped to identify and advise on 
additional benefit claims and our work has helped to identify over £28,310 
in potential unclaimed benefits this year and in addition our adviser’s 
helped other front line professionals claim an additional £40,321 in actual 
additional entitlements. 
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STAFF as at January 2014 
 
Chief Executive   Mark Stanyer  
Operations Manager  Stephen Watkins 
 
Appeals Workers   Rachel Wilcox 
     Jill Wood 
     Mary Williams 
     Caroline Harrison  

 
Take-Up Workers  Ian Sidwell (left August 2013) 
     Bal Sandhu 
     Anne Richardson (started December 2013) 
 
Freelance Welfare Rights Jacqui Gardner (started August 2013) 
Adviser/Trainer   
  
Admin Assistants   Sam Morgan 
     Denise Peach 

Kawser Khalifa  
 
TRUSTEE BOARD 
 
 
Chair and Director  Greg Gavin 
     Paul Tolley (resigned December 2012) 
 
Treasurer    Roy Smith (resigned March 2013) 

(Position currently vacant) 
 

Company Secretary  Mark Stanyer  
 
Directors    Ramby De Mello 
     Peter Eaves 
     Steve Lloyd   
     Martyn Ashford 
     Sally Roberts 
     Janice Nichols (joined July 2013) 
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CONTACT BOX 
 
 

Mark Stanyer – Chief Executive 
024 7637 2069 x26 

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


