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Who We Are and What We Do

Dacorum Citizens Advice is a local, independent charity. We support people with free, confidential, impartial and independent
advice and campaign on the big issues affecting people’s lives. In the year 2024-25 our team of 17 staff and 58 volunteers helped
over 8,800 people with over 22,000 issues. We are part of the Citizens Advice network across England and Wales.

Our Mission The advice we provide

To provide free, impartial, independent, high quality confidential Generalist Advice

On any subject including benefits, debt, housing,
consumer, immigration, work, relationship & family

advice which empowers people and is accessible to all in Dacorum. To
work for positive change in local and national policies and practices

which impact people’s lives. Specialist Advice

Our Vision On debt, benefits, housing and energy

A community where people have access to the advice they need in .
Project

order to find their way forward, and the confidence to act upon it, To target specific groups or issues

whoever they are and whatever their problem.

How we provide Advice

Our Values
e To value diversit By Fhone
7 Hertfordshire Adviceline 0800 144 8848
e To promote equality & inclusion. By Email
o Via our website Contact form at dacorumcab.org.uk Face
e To challenge discrimination.
to Face
e To promote respect and fairness for all. At The Forum, Hemel Hempstead and the

Civic Centre, Berkhamsted Webchat

e To collaborate positively and openly with other . ; . . .
Visit our national website at citizensadvice.org.uk

organisations and individuals so as to achieve better
understanding and outcomes.



Message from the Chair

Over the past year, we have seen a significant
increase in demand for our services,
supporting 8,886 clients, up from 7,171 the
previous year, who presented a total of 22,247
issues, compared to 18,037 in the previous
year.

We could not provide this Life-Changing
Advice without the dedication of our staff and
volunteers, whether in client-facing roles or
providing administrative support. Using the
National Citizens Advice financial modelling
tool for 202425, we estimate that the public
value of volunteering is £17.5 million, with a
value to the people of Dacorum of £5.5
million, achieved by maximising their annual
Income.

A special thank you goes to our CEO, Angela,
and our Advice Services Manager, Jill, for
enabling us to maintain a high level of service
during another challenging year, as the
ongoing Cost of Living crisis continues to
impact not only our clients but also our staff
and volunteers.

We are very pleased to continue to receive
funding from Dacorum Borough Council,
which allows us to provide our core services to
Dacorum residents. We are also grateful to
Hertfordshire County Council and our other
funders for providing additional resources. We
will continue to seek new funding
opportunities to further expand our services.

Despite setting a small deficit budget for
2024/25, we are pleased to report that we
ended the year with a small surplus, thanks to
the careful management of our team.

Last year, we welcomed two new trustees,
Emma Norman and Robert Ray, to the board,
and [ am pleased to report that they are making
a valuable contribution to our operations,
along with our other trustees, and I thank them
for their hard work and enthusiasm.
Unfortunately, we are losing the services of
Anna Foster and Paul Templeman as trustees
and Clare Miles as Treasurer. Anna, the

longest-serving board member, joined in 2015,
while Paul and Clare joined in 2022. I would
like to thank them. Due to their personal and
professional commitments, they are unable to
continue in their roles, and we will miss their
valuable contributions to the management and
oversight of our operations. As part of our
governance, we conduct an annual trustee
skills audit to identify gaps in our skills base.
Apart from recruiting a new Treasurer, we will
use this opportunity to attract trustees with the
appropriate experience to address the skills
shortages identified.

As you may be aware, a local government
reorganisation is taking place by 2028. We
have begun preliminary discussions with our
Hertfordshire LCA colleagues on this and will
have more detailed discussion once more is
known.

Laurie Lichman
Chair of the Board of Trust«



Message from the CEO

Another year has passed, giving us the opportunity to reflect on our work
in 2024-2025.

I would firstly like to extend a heartfelt thank you to our staff, volunteers
and trustees, whose dedication and hard work enable us to provide
life-changing advice to those who live or work in Dacorum.

Our annual statistics highlight an increased need for our services, but it
1s the stories behind these figures that truly illustrate the impact the
cost-of-living crisis and low financial resilience have had on Dacorum
residents in the last year. Our role within the community is to respond to
changing need and to adapt our services accordingly. Additionally, we
need to empower residents to be more resilient in overcoming future
challenges in what are likely to be tough economical times in the next
few years.

Citizens Advice 1s known by the public to be one of the most trusted
brands in the UK. We have a long history and strong reputation, so it is
surprising then that public understanding of who we are and what we do
remains limited. In the last couple of years, I have heard us described as
the "fourth emergency service," yet many people are shocked to learn
that Local Citizens Advice Centres are not part of the government, but
form a network of 249 independent charities.

During a recent volunteer recruitment campaign, many prospective
volunteers believed our role was primarily to signpost people
elsewhere. Our work, as i1s demonstrated 1n this report by our centre
team, goes far beyond that. We provide high-quality, accredited,
in-depth information, advice and representation to help them move
forward.

In responding to increased client need we have reviewed and adapted
the way we recruit, train and support our volunteers.

At Dacorum Citizens Advice we value our volunteers and the diverse
skills, languages and experience they bring. We have reviewed the
training and support offering to ensure that all of our volunteers have
clarity on the diverse roles offered, clear training pathways, and the
tools, skills, and health and well-being support essential in supporting
clients.

I consider myself very privileged to be able to work with such a
wonderful, dedicated team and look forward to the coming year.

Angela Fox
CEO




Issues we have seen

We saw clients with the following
issues during 2024-2025

Issues
Benefits, tax credits & Universal Credit 7,070
Charitable Support & Food Banks 637
Consumer goods & services 597
Debt 3,431
Education 154
Employment 1,280
Financial services & capability 564
GVA & Hate Crime 206
Health & community care 376
Housing 3,344
Immigration & asylum 580
Legal 886
Other 380
Relationships & family 1,449
Tax 162
Travel & transport 382
Utilities & communications 749

Grand Total 22,247




Our Value to Society

For every £1 spent on the Citizens Advice

service, we benefited our clients by £26

Through maximising people’s income such as taking up benefits, negotiating debt
write-offs, grant applications, solving consumer problems

We saved government and public services

£3 million

Timely de-escalation of issues, preventative advice and action reduces pressure on public services
such as housing, physical and mental health and out-of-work benefits

O O We estimate our total social and
L\ economic value to society to be

£17.5 million

When people are better informed and supported, we see increased wellbeing,
community participation and productivity




Our Impact in 2024-25

Throughout this report you will see examples of our work; we remind people of their rights and responsibilities, we
empower people to move forward in a sustainable way with a resultant impact on the health and happiness of their entire
families and alleviating pressure on public services and funds.

gelo} = @
8,886 22,247 over £9.5 million

clients helped issues raised annual estimated income

gain across all clients

676 53

Food Vouchers issued Fuelbank vouchers issued to households, totalling £2,728

(estimated value £33,651)




What our clients say

“A massive thank you to the workers at

Citizens Advice. [ wouldn't have a home

ACI‘OSS the SerVice and food if it wasn't for them. Keep doing

what you're doing.”

o

93 % 9 1 % 8 1 % “Thank you so much for your help!

Honestly, I didn't expect that [ would

would said we were said we receive so much useful information and
answers to my questions. I am now

recommend us to easy to access resolved their e .
. feeling much, much better! Thank you!
a friend problem
Adviceline teleph()lle service “I've been overwhelmed with stress and
no money so I know that CAB are
brilliant. And so very happy to have
@ them where I can speak with a person
SN face to face and I'm so grateful to the
0 0 0 people who run it. Thank you.”
95% 96% 98%
said we were satisfied with happy with the
easy to access how the query information

was handled given




Service Delivery

The year 2024-25 has seen increases in the demand for our services In 2024-25, in addition to our core service development, through additional

and the complexity of issues. People often fall through the cracks as fundraising, we added additional capacity to our telephone service, set up an

they try to navigate the systems in place intended to help them. At Energy Advice Project, a Refugee & Asylum Seeker Advice service

some point in their lives, everyone faces some form of challenge and commissioned by HCC, updated our IT system to support cybersecurity goals,

life event such as bereavement, health issue, relationship breakdown, recruited and trained more volunteers, and developed our working partnerships

employment issue, or money worries, through which they need help to with other community partners, all with the aim of keeping our clients’ needs

navigate. The Cost of Living crisis of 2021, has evolved into a more front and centre of everything we do.

permanent lack of resilience in our community with an increasing

number of households consistently struggling to afford the basics. People are often amazed to hear that we are a local charity, dependent on
sourcing our own funding each year. They see us as an essential service,

Many people simply do not know where to start or who to turn to for asking “but where would we go for help we can trust if you weren’t here?”

help, and this is where Dacorum Citizens Advice offers a unique

holistic service supporting a wide range of issues and provides life It 1s such a privilege to work with our highly trained team of volunteers and

changing advice. Our professional advice is to a nationally recognised staff, who all strive to offer help and support to everyone who needs it, with

standard of accreditation through our National Citizens Advice empathy, a smile and, crucially, without judgement.

membership quality standards and also the Advice Quality Standard

which we continually work very hard to achieve and maintain. Our Jill Wood

free service 1s available by phone, email, webchat and - importantly for Advice Services Manager

many people - also in person - to ensure we are accessible in the way
people need us.
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Money Advice

The debt team continues to face significant challenges, particularly the
growing demand on debt services and the increasing number of clients
with deficit budgets. With the ongoing cost of living crisis affecting
those on low incomes, many clients struggle to cover essential
expenses without additional support such as food vouchers, fuel
vouchers, or energy grants.

Since the removal of the Debt Relief Order (DRO) fee, more clients are
pursuing this option. However, many find it difficult to meet the
necessary requirements to stay engaged with their caseworker and
complete a DRO application. This can be frustrating for our debt
advice volunteers, who carry out extensive background work before a
client is ready to apply.

The most common issues our clients face include rent arrears, council
tax debt, and energy debt. Energy companies have responded to the
rising levels of arrears, yet barriers remain that prevent many clients
from successfully applying for energy grants. Our team continues to
advocate for clients, helping them manage their debt or, where
appropriate, have debts written off through insolvency solutions.

Another ongoing challenge is preventing clients from falling back into
debt after a solution is in place. The cost-of-living crisis, low-paid
work, zero-hour contracts, benefit sanctions, and the migration from
legacy benefits to Universal Credit all make budgeting and financial
stability difficult.

Despite these challenges, the positive impact of our service is clear.
Clients consistently express their gratitude for the time and support we
provide in guiding them toward sustainable debt solutions. Our work
helps prevent homelessness, restores financial control, and significantly
reduces the stress and anxiety caused by debt—Ileading to improved
mental well-being for those we assist.

Sophie Godden
Money Advice Team Leader

“You have been very helpful as my situation has been
very depressing and stressful. I feel as if a weight has

been lifted. Thank you.”




Life-Changing Advice
Debt Support at Citizens Advice

Working in debt advice at Citizens Advice has shown me how life-changing the
right support at the right time can be. I have met people facing overwhelming
financial pressure—families and individuals burdened by creditor calls, facing the
loss of their home, unsure how they’ll make it through the month. What they often
need most is someone to listen, understand, and offer a clear path forward.

Money support provides confidential guidance tailored to each client’s situation.
Whether it's helping to negotiate affordable repayment plans, accessing emergency
support, or guiding someone through insolvency options, our advice can be the
first step toward stability and peace of mind. Clients arrive feeling anxious, out of
their depth and hopeless—but with help, they begin to see a way forward.

One of the most rewarding aspects of this role is witnessing the long-term
outcomes. I have seen clients go from the brink of eviction to securing sustainable
housing; from unmanageable debt to financial resilience. It is not just a question of
helping them return their finances to order, but also giving them a renewed sense
of control and dignity.

Debt doesn’t just impact wallets, it affects all aspects of life:

mental health, relationships, and entire families. That is why |

find debt advice work so rewarding. At times it can be

challenging and frustrating, but at its heart, debt advice 1sn’t just

about numbers. It’s about restoring hope, empowering people to e
rebuild, and delivering advice that truly changes lives.

Chris
Volunteer Debt Adviser

Sally’s story

Turning a Debt Crisis into a Fresh Start

Sally*, a single parent of three, faced a looming eviction after
breaching a Suspended Possession Order that required full rent
plus £50 monthly towards arrears. When the eviction warrant
was served she felt overwhelmed. But with quick action and
support, the situation began to turn around.

The debt adviser introduced Breathing Space, pausing the
eviction and offering time to plan. Together they explored a Debt
Relief Order (DRO), which could clear her qualifying debts and
give her a clean slate. They helped her cancel a costly payday
loan authority, helped her to claim and receive Council Tax
Support, and arranged guidance for both a UC50 form and a
Personal Independence Payment claim to increase income.

Though she initially struggled with mental health challenges and
other complex welfare issues, she is actively seeking work and
gaining confidence. Her sons are also making plans—one is
enrolling in college, and the eldest now contributes to the
household.

With the DRO approved, Sally could see a path toward stability,
a debt-free future, and a calmer home life, turning a stressful
chapter into an opportunity for renewal and hope.

* name changed to protect confidentiality
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Housing Advice

Whilst the Local Housing Allowance remains the same as last year,
private rents have risen on average by 5.7% and house prices have
increased by an average of 2.7% in the year to August 2025 (ONS
statistics). The maximum housing benefit for a typical 3 bedroom
house in Dacorum is £1,495 but the actual cost of renting privately
1s often £1,750 - £2,750 pm. Our team is helping more clients than
ever apply for a Discretionary Housing Payment (DHP) to cover
this shortfall. DHP is only meant to be a short term solution but the
chronic shortage of private rentals and their high cost means that
clients are finding it more and more difficult to afford their rent.

Homelessness advice is life-changing for clients facing eviction,
sofa surfing or living in overcrowded or otherwise unsuitable
accommodation. There has been an increase in the serving of
Section 21 Notices by Landlords who are trying to get out of the
private rental sector before the Renter’s Rights Bill is enacted (now
expected spring 2026). And an increasing number of clients cannot
afford their rent. The housing and debt teams work closely together
to help clients keep their tenancies. The case study, Peter’s story,
on the next page illustrates how this works.

We have seen an increase in housing clients who struggle with the
cost of living as well as with English as a second
language or no English at all. They can easily run into

difficulties being unaware of additional support, like Council Tax support
or the rules around claiming benefits which can lead to sanctions and a
build up of arrears resulting in possession action against them.

In the social housing bidding system, we support clients to success,
ensuring that they have the right number of housing points and that the
housing policy has been correctly applied. We help clients living in poor
conditions to get their repairs done in both social and private rented
housing, raising complaints or even Ombudsman referrals. We are also
seeing a greater number of clients who wish to challenge the suitability of
accommodation provided by the Council. The chronic shortage of good,
affordable housing has wide reaching implications.

We support clients who have had a relationship breakdown and need to
alter their joint tenancy arrangements. Our limited resources mean we can
only assist with court applications for clients who have no other means of
getting help.

We expect the need for housing advice to increase as a housing shortage
and high rents leads to more homelessness and more people being housed
in poor quality homes or unsuitable housing, particularly temporary
housing.

Janet Mann
Advice Session Supervisor
Housing Lead

Rosemary Chilton
Housing Specialist






