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We give people the knowledge and the confidence they need to find their way forward – 
whoever they are, and whatever their problem.

The aim of Citizens Advice Central Dorset is to provide the advice people need for the 
problems that they face and flowing from this, the improvements of policies and practice 
that affect their lives. Our core principles are to:

•  value and respect diversity,

•  promote equality,

•  challenge discrimination and unfairness,

•  work together and value the contribution of colleagues.

We give free, confidential, independent and impartial advice to anyone, regardless of age, 
disability, ethnic origin, gender, race, religious belief or sexual orientation.
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I am pleased to report that Citizens Advice 
Central Dorset (CACD) has battled through 
this extraordinary year of COVID with great 
dedication and determination to provide 
the best possible service for clients. Staff 
and volunteers are to be congratulated and 
thanked for working flexibly - often on line 
and from home. The national and local COVID 
situation has been monitored at least weekly 
and our COVID related restrictions adjusted 
accordingly, to maintain safety for the teams 
and clients.  We anticipate the progressive 
benefit of the vaccination programme should 
allow us to lift some restrictions over the 
coming months and hopefully increase the 
proportion of clients seen face-to- face.

Inevitably, many of our most vulnerable 
clients are experiencing difficulties, either as 
a direct effect of COVID and its after effects 
or from the financial and employment 
downturn consequent upon COVID. Under 
these problematic circumstances all the staff 
and volunteers are bending over backwards 
to provide as much support as we are able. 
Within CACD we have been able to maintain 
the basic structure of the service, ie. the 
4 main offices in Dorchester, Weymouth, 
Gillingham and Sherborne as well as our 
outreach locations. We know how important it 
is to clients to have services that are local and 
we aim to maintain these.

Citizens Advice Central Dorset is an 
independent charity. We liaise closely 
with the other Citizens Advice Offices in 
the Dorset County area (Bridport, and the 
recently merged Purbeck and East Dorset) 
and have developed combined projects to 
help clients. Each Office is affiliated with 
National Citizens Advice which provides 
an extensive information system and, with 
rigorous annual audits, ensures all offices are 
objectively quality assured and maintain high 

standards. Through a continuous programme 
of ‘Research and Campaigns’, we collect local 
data on a large range of items (e.g. the impact 
of COVID, Universal Credit). Central collation 
of this data allows Citizens Advice to identify 
national problems to inform Government, and 
this frequently influences Government policy.

For many years most of our funding has come 
from Local Government in the form of grants. 
Very recently, a 3-year contract has been 
agreed between Dorset Council and Citizens 
Advice, giving us greater core financial stability. 
We are most grateful for this arrangement. 
Thanks too, to the many other organisations 
and individuals who provide grants and 
donations to fund our service.  The support we 
can provide is demonstrated by the personal 
feedback stories and the statistics defining the 
benefits accrued to clients.  On behalf of the 
Trustee Board we thank all the staff and the 
army of volunteers whose professional and 
dedicated work makes our service so effective 
and successful.

 Dr David Cove, Chair of Trustees

Chairman’s Report
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Looking back to last year, there is a clear line 
in the sand on that ominous day, Monday 
23 March 2020, when the country was told 
that people ‘must’ stay at home and certain 
businesses must close.  As the government 
began to announce a range of support 
measures and a whole new vocabulary, CACD 
sprang into action, realising that people would 
be in even more need of clear, accurate and 
impartial advice, and that there would also be 
a new type of client - people having to navigate 
through the maze of the benefits and other 
support systems, for the first time.  

We responded immediately by setting up our 
advisers with the equipment and support 
to work remotely from home. Supervisors 
maintained a presence in the offices to 
allocate work to the advice teams, and deal 
with the administration.  Then, when we got to 
1 June 2020, our offices began to reopen, using 
bespoke new reception desks and Perspex 
screens; equipment that has proved very 
effective, and which is still in use over a year 
later. This model allowed us to deliver COVID-
safe face to face advice in a world where our 
clients were feeling very isolated.

Meanwhile, our Business Continuity Plan 
proved fit for purpose, and our senior 
management team began to meet regularly 
by Zoom to co-ordinate our services and - 
importantly, given our geographical separation 
- keep in touch. Our Chief Officer became 
a key member of Dorset Council’s Covid 
response team, working with colleagues at 
the Council and in other key voluntary sector 
organisations to share intelligence and ensure 
support was available to those most in need.  

For our advice teams it has been a steep 
learning curve as new policies and initiatives 
came at us thick and fast - first we have to 
understand what they mean so that we can 
then explain, interpret and demystify things 
for our clients. In turn, we have kept our 
partners across the wider advice sector up-
to-date with a weekly E-bulletin, sent to 150 
people through the Advice Dorset Partnership. 

We are well aware that the longer term 
impacts of the pandemic will be with us for 
some time. As we prepare this report, our 
clients are facing an Autumn and Winter 
of hardship with the ending of many of 
the COVID support measures such as the 
Universal Credit uplift, and the likelihood of 
increased costs for essentials such as gas and 
electricity. CACD has proved its effectiveness 
and ability to rise to the challenge and will go 
on being there for those many people who 
need us and often have no one else to turn to 
when things get tough.

Thank you to all our amazing staff and 
volunteers for rising to the challenge.

Daniel Cadisch, Chief Officer

Chief Officer’s Report
CITIZENS ADVICE CENTRAL DORSET - AN ESSENTIAL LIFELINE OVER THE LAST YEAR 
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Despite the huge disruption and challenges 
brought about by the pandemic, our finances 
remain in good shape. The two main impacts 
of COVID from a financial standpoint were:

• the forced closure of our offices for 
prolonged periods, resulting in savings in 
all variable office-related costs.

• the availability of additional funding to 
facilitate home-working and support 
vulnerable clients.

The organisation adapted rapidly to the 
new environment and reported a surplus of 
£64,000 for the year, compared to an adjusted 
figure of £45,000 in 2019-20.

Our total income was £1.04m which derives 
from a range of sources. Dorset Council 
provide 32% of the total, which effectively 
funds the ‘core’ Citizens Advice service. We 
are contracted to provide services for various 
other charities, the NHS, central government, 
utility companies which, between them, 
account for the bulk of our ‘project’ income. 
Major funders include Macmillan, the Access 
to Justice Foundation and the Money Advice 
Service. Donations and legacies currently 
account for 5% of our income, while Town and 
Parish Councils within our area of operation 
also contribute generously. One-off grants 
were received during the year from Dorset 
Council to acquire IT equipment at the start of 
the pandemic and from the Dorset Community 
Foundation to support those in need. 

Total expenditure for the year was £980,000 of 
which payroll accounts for 76%. Although very 
much a volunteer led service, our volunteers 
need the support of experienced supervisors 
while many of the contracted projects require 
specialist knowledge to deliver them. The past 
year has demonstrated that we can operate 
successfully away from our traditional offices; 
while availability of face-to-face advice remains 
a priority, exploring a range of delivery 
mechanisms has the potential to reduce 
occupancy costs, one of our major outgoings. 
IT and communication equipment received 
considerable investment during the year and 
this is likely to continue. 

By year end we held total reserves of 
£455,000. £70,000 of this relates to ‘restricted’ 
purposes where money is received for a 
specific purpose and which can only be 
spent in that area. A further £39,000 is in a 
Designated reserve, covering the cost of future 
IT depreciation. 

We approach the financial future in a spirit of 
cautious optimism, with the organisation in a 
position of considerable strength.

David Collins, Treasurer

Treasurer’s Report
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In 2020/21 we helped 7,424 clients with 21,388 
issues. Given the restrictions imposed on our 
services due to COVID and three periods of 
lockdown, this is still a considerable number 
of people helped. Comparisons with the last 
‘normal’ year (2019/20) are not that useful, 
but client numbers in 2020/21 were at about 
70% of the level of those in the previous year, 
which, given the enforced restrictions to our 
service, is impressive. 

The way people contacted us also shifted 
significantly, with 42% by telephone (plus a 
further 7% via the Adviceline service), 22% by 
email and 6% in person. 

Issues 2020-21

Summary of the year

Benefits & tax 
credits, including 
Universal Credit

39%

Consumer
4%

Discrimination
1%Debt

9%

Education
0%

Employment
9%

Financial services 
& capability

3%

Health & 
community care

4%

Housing
9%

Immigration
1%

Legal
3%

Other
6%

Relationships & 
family

5%

Tax
1%

Travel & 
transport Utilities & 

communications
4%

ISSUES 2020-21

Outcomes 2020-21
Income gains:    

Reimbursements, services  
and loans:    

Debts written off:  

Payments rescheduled:  

The breakdown of issues in 2021/21 is shown above and benefits issues dominated, with, 
proportionally, an increase in employment enquiries (due to furlough, changes to contracts, 
redundancy and dismissal) and a reduction in debt issues (due to the various easements, 
forbearance, payment breaks and so on put in place due to COVID).   

£4,403,587

 
£14,368

£495,374

£11,602
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I took on the R&C Lead role in May 2020 
inheriting a strong commitment to R&C work 
across all four offices, but also having to adjust 
to new ways of working, due to the pandemic. 
At first we thought that working remotely, 
and an initial fall in numbers of clients helped, 
might affect our R&C work, but in the event 
this was not the case and we continued to 
submit good numbers of ‘evidence forms’, and 
carry out a range of work locally.

We have continued to provide a voice for our 
clients, including enabling people to tell their 
stories themselves. In December 2020 a client 
spoke to the BBC about the problems he had 
not being able to get a Track and Trace self-
isolation payment – his story contributed to 
getting the system changed. 

Here are some of the highlights of the year: 
•  408 evidence forms written by 40 

individuals - our plans to get more people 
writing their own forms are progressing

•  A good range of evidence was collected, 
with a focus on benefits and Universal 
Credit, and a surge in employment issues 
- not unexpected given the range of 
employment-related measures introduced 
at the start of the first lockdown

•  Another persistent theme was about 
accessing services, exacerbated by so many 
services becoming ‘digital by default’

•  We worked with the Dorset R&C Cluster 
groups on a number of projects including 
the #Keepthelifeline campaign to retain the 
£20 Universal Credit Uplift 

• We appointed a volunteer ‘local office lead’ 
(LOL) in Dorchester, Sherborne and North 
Dorset (Weymouth already having strong 
support from Rachel Rogers and David G) 

Our three new ‘LOLs’, Richard C, Diana C 
and Lee G have kept their local teams up to 
date, reminding people of key issues. They 
have also been submitting articles for local 
magazines and newsletters on hot topics – 
an ideal way to keep up our profile  

•  Briefings to local MPs including meeting 
with Richard Drax MP (South Dorset) 
and Chris Loder MP (West Dorset) on the 
campaign and our wider concerns about 
Universal Credit. We also provided our key 
bullet points on what would ‘simplify’ UC

•  Working with partners included a joint 
survey with Dorset Council for people 
with a hearing impairment on accessing 
information during COVID, and recording 
podcasts with the Discovery Project (a 
mental health service for young people)

•  We shared our knowledge with partners, 
via the weekly E-bulletin of news and vital 
links, helping 150 people across the county 
keep on top of the many and frequent 
changes to policies, systems and support

Here is an example of an employment issue 
raised as an ‘evidence form’. These are 
analysed nationally, and used in briefings and 
campaigns to bring about change: 

Mrs D was asked to return to work following 
4 months on furlough. Upon return she did 
not feel her office environment was COVID-
19-safe, and raised this with her employer 
who rejected her concerns. Mrs D, who had 
some anxiety issues, was then signed off 
sick by her GP and whilst on sick leave was 
made redundant.

Caroline Buxton, R&C Lead

Research and Campaigns
Research and Campaigns (R&C) is about making a difference: using clients’ evidence to influence 
policy, improve services and bring about longer-term change, nationally and locally.
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Our two caseworkers for Syrian families 
(supported through the Refugee 
Resettlement Programme) continued to 
provide regular help by phone, email and 
WhatsApp. Whilst most families have been 
here several years, there are ongoing 
issues, especially with benefits. At the start 
of the pandemic it was vital to help them 
understand the implications of COVID-19.

 One family moved house, but the Council 
took a direct debit for Council Tax owed for 
the entire year on the previous property, 
despite being made aware of the move. This 
caused the family a lot of stress and worry; 
they did not understand why the deduction 
had been made, and at the same time their 
Housing Benefit was being adjusted, so 
they were worried about not having enough 
money to pay their rent. The problem 
needed to be untangled both with the 
Council and the bank and would have been 
very difficult for this client to do without 
caseworker support.

Projects
A number of our projects were inevitably delivered in different ways during 2020/21, though 
some, such as the Help to Claim service for Universal Credit claims are by their design delivered 
by phone and  webchat, so continued as before. 

Debt advice under the Money and Pensions 
Service contract (MaPS) continued and was 
enhanced by funding to take on a trainee, 
Katie, who immersed herself enthusiastically 
in many hours of online training. Meanwhile 
our experienced paid debt caseworkers, Keith 
and Sue, continued to provide a high quality 
service to clients, and Keith provided a lot of 
support to the wider team as we reviewed 
our processes to ensure we complied with 
the requirements of FCA regulations; he also 
delivered several in-house training sessions 
which were very useful.  

Ms T had separated from her husband, 
and lived with 2 children in a Housing 
Association property. She had about £30k of 
debt, some of which had arisen as a result 
of the marriage breakup, compounded by 
a number of health issues. The caseworker 
tried to get the debts written off on the 
grounds of mental health, but when this 
did not work, Ms T felt her only option was 
bankruptcy. The £680 fee was obtained by 
applying to a charity connected to Ms T’s 
former work in retail. Ms T was also helped 
to claim all the benefits she was entitled to.  

Outreaches were paused but links were 
maintained so that referrals for telephone 
advice could be made. Similarly, our GP 
advisers kept in regular phone contact with 
the relevant surgeries so that clients could 
then be referred through, and this was also 
the new way of working for our Income 
Maximisation Project. 

Mrs A sought help from Citizens Advice 
when her disabled son had his Personal 
Independence Payment (PIP) award taken 
away on review. This had an impact on 
her own benefits as she was his carer, 
and meant a loss of income to the family 
of £700/month. The adviser helped Mrs 
A to apply for Universal Credit, and to 
appeal about the son’s PIP award, which 
was then reinstated. The lump sum of the 
backdated award helped pay the bills that 
had accrued. Mrs A was then able to have a 
Carer’s Element added to her UC award. The 
adviser also made a Surviving Winter Grant 
application to help with energy costs. 
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Dorset Macmillan Citizens Advice Service
We have continued to be funded by Macmillan 
Cancer Support to provide advice to local 
people who have been diagnosed with cancer 
and to support their families and carers. 
We work very closely with 5 hospitals and 
hospices and take referrals directly from 
them. This year showed how important these 
relationships were to provide a seamless 
system for the best results for our clients.

The COVID-19 pandemic set an unprecedented 
challenge to delivering our service as well as 
the wider cancer services and our partners. 
The impact for clients awaiting screening, 
diagnostic tests and treatment had a 
devastating effect as well as those who had 
cancer surgeries postponed or cancelled.

A cancer diagnosis can affect the emotional 
health of patients, families and caregivers. 
Roles at home, school and work can be 
affected and the addition of COVID-19 added 
to people’s anxiety and isolation.

We have adapted our advice service to 
continue to provide the best quality advice 
and continue to support our clients with 
accessing benefits, employment issues, 
tribunals and grant applications. With delays 
to processing benefits and contact with 
accessing government departments this was a 
challenging time for people whose only means 
of support was benefits. We are also fortunate 
as Macmillan professionals to be able to 
access a one-off Macmillan Grant to elevate 
hardship when needed.

Through this project we gained £2.3m for our 
clients, of which £22,400 were individual one-
off grants. 

‘I found the service efficient and 
professional. It was a great source of relief 
to have someone to help with onerous 
forms and to be an advocate for me with 
organisations. This was a traumatic time of 
my life.’  

        Macmillan client

Macmillan’s new research reveals the sheer 
scale of the financial burden faced by people 
living with cancer. Four in five (83%) people 
are, on average, £570 a month worse off as 
a result of a cancer diagnosis. Income goes 
down and expenditure rises at a time when 
money worries should be the last thing on 
people’s minds. 

The national Macmillan Support Line has 
continued to offer confidential support to 
people with cancer and their loved ones, 
providing medical advice and telephone buddy 
support to people who are alone.

Mary, who is in her 50s with a cancer 
diagnosis, was referred to the service as 
her income had stopped because she was 
self-employed, and she was concerned that 
she would lose her home as the treatment 
was ongoing for 12 months.  The adviser 
was able to establish that her life assurance 
was payable on a certain diagnosis and 
Mary was then paid a sum of £100,000. This 
enabled her to pay off the mortgage and not 
worry about money. Additionally, we helped 
her to claim Employment Support Allowance 
and Personal Independence Payment of 
£13,800 a year which helped to make up for 
the loss of income.

Christine Land,  
Macmillan Project Manager
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Legal Support for Litigants in Person (LSLIP)
Citizens Advice Central Dorset were fortunate 
to be awarded funding from the Ministry of 
Justice, administered through the Access to 
Justice Foundation, for the Legal Support for 
Litigants in Person project. The project seeks 
to support clients facing court, tribunal or 
other similar hearings where they have no 
legal representation. Our focus is empowering 
clients through knowledge and support, to 
have the ability to resolve their problem 
before it reaches a hearing, or to confidently 
represent themselves.

This funding has allowed us to employ four 
Caseworkers, one in each of the topic areas 
of focus: employment, family, housing and 
race discrimination. These Caseworkers have 
worked individually and collaboratively since 
the delivery phase of the project began in 
January 2021 to ensure that clients across 
the geographical remit of the project (Dorset, 
including Bournemouth, Christchurch and 
Poole, and South Somerset) have access 
to quality advice and knowledge of court 
processes where they cannot afford legal 
representation or are not eligible for legal aid.

The work the project is doing is having a big 
impact both on our clients and the general 
advice service, as it alleviates pressure on the 
office teams by providing increased capacity 
and access to wider partnerships for extra 
resources. The project will run until June 
2022 and we hope that we can continue this 
fantastic work. I would like to extend a big 
thank you to all those involved in the project 
and the wider partnerships for their continued 
support.   

Siân Alvis,  
LSLIP Project & Evaluation Manager

As the Housing Caseworker for the LSLIP 
project I provide advice and guidance to clients 
who are at risk of losing their homes by means 
of possession action. Having your home under 
threat is a very worrying and stressful time for 
people. I aim to provide a friendly ear, clear 
information on what options are available to 
them and detailed guidance on what can be 
a very complex process. Where appropriate 
I can support clients to challenge Landlords 
and support them in preparing for court. I am 
building good relationships with Shelter and 
between us we are able to support clients 
through the entire process from a Notice of 
Seeking Possession (NOSP) to eviction.

Rebecca de-Voisey,  
Housing Caseworker

Harriet came to us with a Section 21 Eviction 
Notice and upon investigation of all the 
relevant documents, it was clear that the 
Landlord had followed the correct process 
and there was no potential for a defence. 
But due to the client’s vulnerabilities, 
Rebecca supported her in submitting a 
defence form requesting additional time, 
due to exceptional hardship. This put 
enough pressure on the Landlord for them 
to make an offer of a lump sum payment 
to avoid the court hearing. Rebecca 
supported the client by negotiating with the 
Landlord’s solicitors and getting a consent 
order signed. The outcome was that Harriet 
avoided the possession claim and did not 
have to attend court, avoided any court 
costs, and received a £3,000 payment which 
allowed her to move into a new property.
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Employment Unit Dorset 
The Employment Unit Dorset (EUD) is thriving. 
Since the beginning of December 2020 
(until August 2021) we have helped nearly 
200 clients with their employment issues. 
We are a team of 12 volunteers, who bring 
incredible experience and wisdom, supported 
by 3 specialists; Gillian who has phenomenal 
employment knowledge, Ewelina who is an 
employment law barrister in waiting and David 
who is part of the LSLIP project and an HR 
Specialist. We cover Dorset Council area and 
have already received cases from all the local 
Citizens Advice offices. 

Currently we have approximately 20% of our 
open cases with ACAS or in the long queue for 
an Employment Tribunal. The top five most 
regular issues are; redundancy, pay, dismissal, 
furlough/COVID-19 and disciplinary. 

We are here to support all the Dorset offices 
and can offer clients support all the way to 
Tribunal if needed. If an employment case 
comes into an office which they feel is too 
complex to deal with, it can be added to 
the EUD Task List, who will then work with 
the client. This can be a protracted process 
and the clients continue working with the 
same adviser where possible. Sometimes a 
challenging case is run in tandem with an 
Employment Unit Specialist. Our Employment 
Specialists also help in uncharted cases. We 
can also offer support to Generalist Advisers 
with their employment cases if there is a 
preference to retain the client.

We have been undertaking ongoing training 
with events run by ACAS, Employment 
Solicitors, Trade Unions and other local 
employment support organisations.

Employment Law is fluid at the best of 
times, but currently it is exceptionally so. We 
are waiting for COVID related cases to set 
precedents and gain understanding as to 
the debate about mandatory vaccines and 
furlough issues. Exciting times.

Sarah Campbell,  
Employment Unit Coordinator

After five years as a General Adviser I felt a 
move into the newly formed Employment 
Unit would provide new challenges and more 
focused job satisfaction. I particularly looked 
forward to the case working element, whereby 
the adviser develops a relationship with the 
client which can last weeks or even months.  
Working from home throughout the pandemic 
has meant all contact with clients has been 
by phone (backed up by email for document 
transfer as required). This has allowed a useful 
degree of flexibility, working when it suits 
myself and the client.

I do however miss the camaraderie and buzz 
of the office!  The EUD has developed into 
a cohesive unit, which fosters teamwork, 
mentoring and professional development.  
I’m delighted to be part of the team!

Peter S,  
Volunteer Employment Adviser

Mr P had worked for a number of years in a 
role which he enjoyed. Out of the blue, his 
manager told him the role was no longer 
needed and would have to change. This 
made Mr P – he felt unappreciated and 
unable to work. We supported him through 
meetings with his manager, helping him 
to ask for his entitlements in respect of 
redundancy and notice and to apply for 
ACAS early conciliation. With our support, he 
was offered, and accepted, a settlement and 
was paid all the money outstanding.
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South West Gambling Support Service (SW 
GSS) 
SW GSS promoted a public health approach 
to the identification and treatment of 
gambling harms, whilst increasing awareness 
of gambling harm and prevention services 
amongst frontline service providers as well as 
vulnerable individuals.

This was accomplished by providing training 
to frontline workers to increase the capacity 
to identify gambling harm so more people 
can get the help they need. Raising awareness 
of gambling harm, promoting the support 
available, whilst screening and referring clients 
at risk of gambling harm was also part of the 
project. 

In 2020-21, we:

• Held 77 training sessions to 1,836 
delegates, with 100% positive feedback 

• Delivered 98 awareness events 

• Screened 2,131 clients and provided 
specialist support to 12 clients

• Gained Royal Society of Public Health RSPH 
accreditation for our GSS training

• Gained Money Advice and Pension Service 
accreditation for our 5-star eLearn training 
as part of core debt adviser training. 

Citizens Advice Central Dorset highlights: 

• Training -The number of attendees at 
training events was outstanding

• External engagement - Achieving 
engagement from the armed services and 
emergency services was an outstanding 
success story as these are hard to reach 
audiences 

• Provided follow up toolkits - The 
exceptional handouts given to all contacts 
led to further engagement on gambling 
harm prevention and support externally 

• Keeping project members up to date 
with what was happening in Westminster 
– working membership of All Party 
Parliamentary Group for Gambling Harm 
and the Peers for Reform group. 

The SW GSS learnt and achieved much over 
the life cycle of the project. There have been 
successes and challenges. The pandemic 
brought its own unique set of challenges 
and opportunities. I am immensely proud of 
adapting and helping the service develop, but 
also, witnessing first-hand the impact it has 
had for our clients. However, I know that there 
is more work to be done to help people get the 
support they need in the future.

Lizzie Kingsbury,  
SW GSS Project worker

People with gambling problems are not 
alone and support is available. 

Call: 
Citizens Advice Central Dorset 

0800 144 88 48

or
The 24/7 National Gambling Helpline 

0808 8020 133  
www.gamcare.org.uk
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Training
Training for Generalist Advisers takes about 
18 months and requires a great deal of hard 
work and commitment from those who are 
training. For approximately five months there 
are weekly tutorial sessions covering a number 
of subject areas including benefits, housing, 
employment and debt.

Trainees are asked to complete a significant 
amount of homework, such as study packs, 
e-learning and online assessments. After the 
initial training the trainees start advising for 
two sessions per week, gaining experience, 
and there is further assessment after a year 
or so to ensure trainees are competent before 
receiving their certificate.

Since lockdown we have been unable to 
train volunteers face to face and have now 
successfully trained four groups via Zoom. 
Usually during the initial training period 
trainees sit in on one advice session, observing 
interviews. Unfortunately, this has not been 
possible due to COVID-19 restrictions. Training 
via Zoom has been challenging but overall, 
very successful. Being unable to observe 
interviews in the office and learn “on the 
job” has made it much more difficult and 
challenging for trainees as this is an important 
and valuable part of the training. However, 
once trainees are on the rota and starting to 
advise, they quickly gain the confidence and 
experience to reach competence and become 
part of the team.

Our current group is a ‘mixed’ group of 
volunteers from both Bridport and Central 
Dorset offices and they will complete their 
training early in 2022.  We are hopeful, as we 
are able to have more people in the office, that 
trainees will be able to come in to observe and 
gain more experience during their training.

Helen Cadisch, Training Supervisor

I was one of the six new volunteers trained 
by Helen Cadisch during April to August 2021.  
The course thoroughly prepared us for the 
privilege of helping people from all walks 
of life with their questions and problems, 
a special challenge for me after a career of 
office work in various ivory towers.  Helen 
delivered thoughtful and well prepared talks 
on Zoom during one morning each week, 
and in between we studied the relevant 
training packages and did their tests.  We 
studied the four main issues of debt, housing, 
employment and benefits, and we learnt how 
to work with clients within the CA’s very strong 
framework. Nothing can quite substitute for 
meeting face to face, but thanks to Helen’s 
interactive style we enjoyed working together 
and emerged as a friendly group.

The one thing that we inevitably missed in 
our virtual training was the opportunity to 
visit the office, learn the ropes, and see how 
experienced staff operate.  To that extent 
we have been on a steeper learning curve 
than previous new volunteers and have no 
doubt needed more help to get started – 
provided with great patience in my experience.   
Warmest thanks to Helen for setting us all on 
the right road. 

Neil H, Trainee adviser
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Partnerships exist at all levels and are vital 
to ensuring that we can better support local 
residents.

At the local level, we have good relationships 
with partners; some are about using venues, 
such as the Blandford Parish Rooms (who 
were instrumental in allowing us to return 
to giving face to face help at the end of the  
first lockdown), and others involve work with 
agencies providing practical help such as Food 
Banks and Foodshare. 

We are key players in co-ordinated county 
initiatives, such as the Dorset Community 
Response Team, working with colleagues at 
the Council and in other key voluntary sector 
organisations to share intelligence and ensure 
support was available to those most in need 
during the COVID lockdowns and beyond.

We work with the other local Citizens 
Advice offices on projects and joint funding 
applications. Together with Citizens Advice 
Bridport & District and Citizens Advice in East 
Dorset and Purbeck, we are the consortium 
Citizens Advice in Dorset, which was a key 
vehicle for applying for, and securing, the 
Dorset Council advice contract. We also 
work with colleagues at Citizens Advice 
Bournemouth Christchurch and Poole on 
joint projects such as Litigants in Person, and 
combine our data and evidence through the 
Research and Campaigns cluster group. 

We support the Advice Dorset Partnership, 
which brings together a wide group of 
agencies including Age UK, Shelter, Dorset 
Race Equality Council and people working 
in the public sector; as well as providing 
information updates the Partnership looks at 
ways to work together more effectively.

Partnerships
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We saw the Citizens Advice 
o�ces across Dorset as key 
support agencies for local 
residents feeling the �nancial 
impact of the pandemic.
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Citizens Advice Central Dorset 
have a solid track record and 
sound expertise to deliver the 
services they provide, and have 
a good balance of paid sta� 
leading teams of volunteers.
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I value their open and honest 
approach, and trust they will 
always try to do their best for 
clients.
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Dorset responded quickly 
and e�ectively to changed 
circumstances and user 
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I began volunteering in 2015, and in autumn 
2018 became involved in appeal work, which is 
what I do now almost exclusively. 

Most of the appeals that come my way 
concern disability benefits: decisions about 
Personal Independence Payment, and work 
capability assessments for Employment 
and Support Allowance or Universal Credit. 
Benefits appeals follow a step by step 
process from the request to the Department 
for Work and Pensions (DWP) or HM 
Revenue & Customs (HMRC) for mandatory 
reconsideration, to asking HM Courts & 
Tribunals Service (HMCTS) for an appeal 
hearing, followed by the arrival of the ‘bundle’ 
of evidence from DWP, preparing a submission 
in response to this, and finally the hearing. 

Although I am sometimes involved from the 
start of the process, I quite often come in after 
the arrival of the bundle, having been listed 
as the client’s representative. Hearings can be 
done ‘on the papers’, that is by the tribunal 
panel alone without the direct involvement 
of the client. More often, hearings are face 
to face, attended by the client, and by the 
representative whenever possible.

It is very interesting and satisfying work, 
not least because appeals are allowed in 
the majority of cases. Perhaps the biggest 
drawback is the element of uncertainty: 
appeals sometimes seem to come in clusters 
and the delays at every stage of the process 
are unpredictable - at the moment, HMCTS is 
quoting up to 37 weeks from the receipt of the 
request to the hearing. 

It is not really a job that can easily be 
shoehorned into one day a week volunteering, 
and I depend quite a lot on being able to work 
at home as well as in the office, something 
that became the norm during lockdowns. 

During the pandemic, all ‘face to face’ hearings  
happened by telephone conference call and 
have not yet resumed in our area in person.  I 
have noticed an emerging trend - where the 
DWP changes its decision in the client’s favour 
shortly before a hearing is scheduled, on 
consideration of the paperwork submitted. 

I feel very privileged to be able to volunteer 
for CA, and to work in this particular field. I 
have learnt to be a representative in appeals 
‘on the job’, but know that would have been 
very much harder without the support of other 
staff and volunteers in my office, especially my 
ASM; and also from benefits caseworkers in 
other offices.  

Ros W, North Dorset

I have volunteered as a general adviser with 
Citizens Advice for 4 years and before the 
Coronavirus pandemic worked in both the 
Weymouth and Portland offices. I found that 
each shift was different from the next, both in 
terms of what advice clients were seeking and 
how many people dropped in to see us. I loved 
the variety the role offered and particularly 
enjoyed meeting with clients face to face, 
including some “regulars” who needed longer 
term support.

When we suddenly found ourselves in 
lockdown last March, most volunteer advisers 
had to start working from home.  I was a bit 
unsure about this to start with, but the local 
team quickly established a system which 
worked remarkably well given the difficult 
circumstances. It turned out that there were 
actually advantages to working from home, 
alongside the obvious one of being able to 
drink numerous cups of coffee! In my case, 
I enjoyed being able to take more time with 
each appointment and not having to think on 
my feet quite as much. I felt more confident 

From our volunteers
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when I had the opportunity to read up all 
the information around each case and am 
pleased, that now I have returned to the 
Portland office, the system of being sent a 
“task” when an appointment is booked gives 
me more time to prepare.

The amount of knowledge required to meet 
all of our client’s needs is phenomenal, but 
as a volunteer I always have the security of 
one of our wonderful supervisors to refer to – 
whether working from home or at the office.  
As soon as it was possible to do so I chose to 
return to seeing clients face to face, because 
despite some advantages to home working, 
I do prefer actually meeting clients and also 
having the opportunity to work alongside 
colleagues, which is all part of the volunteer 
experience for me. 

Beth M, Weymouth & Portland
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 OUR CLIENTS SAY

Every one was so kind helpful 
and very professional and 
knowledgeable thank you so 
very much.
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I don't know how we would have 
sorted our problem. 
In total it took over eighteen 
months to get the right outcome, 
our Citizens Advice advisor 
worked tirelessly for us and we 
will be eternally grateful.
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Amazing friendly service that 
explained everything very clearly 
to me! Made it very quick to �nd 
out what to do in relation to my 
problem and gave fantastic 
advice!
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My local o�ce personnel were 
very helpful even through 
lockdown and while they were  
shielding with telephone calls 
from home and sending letters to 
the relevant companies.
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Extremely patient - has no 
problem explaining everything 
three times over. Would happily
recommend the use of CAB to 
anyone.
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 OUR CLIENTS SAY

I was a little concerned that I 
couldn't make contact direct with 
the local branch but I rang the 
number given on the website and 
was pleased that someone 
phoned me back within the stated 
time.  The person I spoke to was 
friendly and helpful.
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 OUR CLIENTS SAY

Your sta� were very kind and 
helpful at a time when I wanted to 
kill myself and although your help 
was only a very small step to 
recovery you and my Doctor were 
some of the only kind people to 
help me….. please carry on doing 
a great job.
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 OUR CLIENTS SAY

I would like to thank Citizens 
Advice for all the priceless help 
and support they gave me. 
Especially because they went out 
of their way to adhere to my 
mental health needs in order for 
me to get help from them. With-
out them my situation wouldn't 
be resolved. Many many thanks 
I'm so grateful you saved me in my 
time of despair and hopelessness. 
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 OUR CLIENTS SAY

All of the help I received has 
been brilliant. I had no idea how 
I would cope with the di�culty I 
had ESPECIALLY during this last 
crazy year. BUT ALL OF YOUR 
STAFF have been so e�cient 
and so helpful right from the 
beginning of my di�culty even 
though  some of them may also 
have been coping with the 
repercussions of this 'lockdown'. 
The last time I contacted 
Citizens Advice at the beginning 
of this year my 'problem' 
(insigni�cant when compared to 
those of many many people) 
was resolved within UNDER ONE 
HOUR. Thank you so very much - 
not only to yourselves as an 
organization but to EACH OF 
THEM as individuals. Only God 
Himself can give appropriate 
rewards. Thank you again.
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Our Supporters
Our special thanks go to the following for  
their continued support:

• Dorset Council
• Blandford Forum Town Council
• Gillingham Town Council
• Shaftesbury Town Council
• Sherborne Town Council
•  Weymouth Town Council
•  Parish Councils
•  Access to Justice Foundation
•  Alice Ellen Cooper Dean Charitable 

Foundation
•  Battens Solicitors
•  Big Energy Savings Network
•  Big 4 Littlemoor
•  Corton Hill Fund
•  Dorchester Hospital Outreach
•  Dorset Community Foundation 
•  Graham Burrough Fund for Mental Health
•  Macmillan Cancer Care
•  Mediation Dorset
•  Money Advice Service
•  National Lottery
•  NHS
•  Pengilly Solicitors
•  Poundbury Community Trust
•  Roberts Charitable Trust
•  Simon Digby Trust
•  South & West Dorset Multiple Sclerosis 

Society
•  The Elizabeth & Prince Zaiger Trust
•  Valentine Trust
•  Wessex Water

Many thanks also to our smaller but no less 
important individual supporters and donors, 
whether clients or friends of our local Citizen 
Advice service.

Every Citizens Advice office is an independent 
registered charity. Without funding and 
volunteers, we could not continue to provide 
our services in the Central Dorset area.

Trustees
•  Dr David Cove (Chair)  

•  Mr Richard  Baker  

•  Mr Stephen Beare  

•  Ms Mandy Binsley 

•  Mr David Collins (Treasurer)  

•  Mr Jean-Paul Dervley

•  Mr Adrian Goldsack  

•  Mr Peter Green

Our thanks to those trustees who have 
resigned since March 2020, often after many 
years’ service:  

•  Dr Charles Campion-Smith 

•  Ms Fatma Carter 

•  Mrs Heather Cooke 

•  Mr Roger Edgington   

•  Ms Su Hunt   

•  Dr Judith Maconochie 

•  Mr David  Pinder

•  Mr Martin Thursby   

•  Ms Jenny Vaughan-Jackson   

•  Ms Elaine Walker 

Supporters and Trustees
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How to get help
Citizens Advice Central Dorset offers free, confidential, impartial and independent advice based 
around our Dorchester, North Dorset, Sherborne, and Weymouth & Portland offices. 

Visit our website for more information https://centraldorsetca.org.uk. 

Dorset Adviceline: 0800 144 88 48 [freephone]

With outreaches in:
•  Portland Community Venue

•  Portland Hospital

•  Wyke Regis Health Centre

•  Royal Crescent Surgery

•  The Bridges Medical Centre

•  Littlemoor Community Centre

•  The Lantern Trust, Weymouth

Weymouth & 
Portland
Weymouth Library 
Great George Street 
Weymouth 
Dorset 
DT4 8NN

North Dorset
4 Newbury Court 
Gillingham 
Dorset 
SP8 4QX

With outreaches in 
•  Blandford Forum

•  Shaftesbury

•  Sturminster Newton

•  Verwood & Cranborne

Dorchester
1 Acland Road 
Dorchester 
Dorset 
DT1 1JW

With outreaches in:
•  Bere Regis

•  Crossways

•  Maiden Newton

•  Puddletown

Sherborne
Manor House 
Newland 
Sherborne 
Dorset 
DT9 3JL

With outreaches in:
•  Cerne Abbas

•  Bute House Surgery

https://centraldorsetca.org.uk


Registered in England under Company registration number 4188591 and Charity registration number 1089018.
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