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ANNUAL REPORT 2008/9 
 
Chief Executive’s Report  
 
As the new Chief Executive of Warwickshire Welfare Rights Advice 
Service, I am extremely proud to have joined an organisation that plays 
such a vital role in making a huge difference to people’s lives across the 
county, and which possesses such a dedicated, skilled and experienced 
group of staff and Trustee Board members.  I would like to thank all staff 
and Trustees for the invaluable work that you have undertaken, which has 
yielded such impressive results for clients. 
 
I must express a huge debt of gratitude to Lynn Webster, the outgoing 
Service Manager, whom I replaced in May of this year, who has, over a 
number of years, campaigned relentlessly and worked tirelessly to ensure 
that WWRAS has remained a prominent and influential player within the 
field of anti-poverty and financial inclusion work across the county.  This 
work has been carried out against a backdrop of increasingly diminishing 
budgets for this type of work; the potential challenges and threats that 
competitive tendering for advice services brings with it and shifting 
Government agendas in the social welfare field, which have often posed 
more questions than answers, especially for the clients that we serve.  
 
I am fortunate to have taken over at the helm of an organisation that is 
financially stable having produced a healthy surplus at the end of the 
financial year and has a sound infrastructure, which provides me with an 
excellent platform to take the organisation forward and prepare it for the 
challenges that lie ahead over the coming years.  A copy of WWRAS’ full 
accounts for 2008/09 is available on request.  Partnership work will be of 
paramount importance to WWRAS in order to develop strong links at the 
right level that will then enable the organisation to sustain existing services 
and expand into other areas where it is strategically right and appropriate 
to do so.  We are already part of the Legal Advice Warwickshire 
partnership (LAW), which is an exciting innovation that has brought 
together all key advice providers in the county and some statutory 
agencies in order to streamline and better co-ordinate advice services in 
Warwickshire.   
 
Another interesting development which has taken place in the 2009/10 
financial year is the formation of a Financial Capability Partnership funded 
by Local Public Service Agreement money, the primary aim of which is to 
develop a whole range of services to tackle financial exclusion across the 
county.  WWRAS has an important role to play in this partnership and will 
be funded to provide take up work across Warwickshire in key areas of 
deprivation. 
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Our Warwickshire County Council contract was not tendered out as 
planned but was renewed on the same terms for a further 2 years.  
Tendering is still firmly on the horizon, however, and it is imperative that 
WWRAS is sufficiently prepared for the consequent challenges that this will 
bring.  It is also essential that WWRAS looks to further diversify its funding 
base in order to reduce the risks that are inherent on being reliant on one 
or two major funders.  I am extremely confident that this will be achieved 
with solid leadership and effective business planning together with a team 
of staff and Trustees who are absolutely committed to ensuring that our 
services continue to be delivered with the client at its heart and with an 
unparalleled desire to succeed, no matter what the obstacles are. 
 
Finally I would like to thank our funders, for their continued support, 
encouragement and financial investment which has enabled us to continue 
delivering a high quality service to the residents of Warwickshire.  WWRAS 
is funded to increase awareness of Social Security benefits amongst staff 
working for WCC and related agencies and to raise the level of benefits 
claimed in Warwickshire.   We have successfully done this to the tune of 
just under £3 million in 2008/09 financial year. We also raised additional 
funds to do other targeted take up work across the county and this has 
generated a further £830,000, making a grand total of £3.8 million in extra 
benefits for Warwickshire residents.  This means that for every £1 of 
funding that we receive we raise over 11 times this amount in benefits for 
clients, which in turn is spent in the local economy and helps to reduce the 
strain on other statutory services. 
 
This is an extremely impressive achievement and underlines the 
importance of our service to the people of Warwickshire.  Long may this 
continue. 
 
Mark Stanyer, 
Chief Executive, WWRAS 
December 2009 
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HEADLINE STATISTICS 2008/09 
Over 2500 claimants advised/represented 

Over £3.7 million in benefits raised for clients  
 
Financial Gains:                            Claimants advised/represented: 
   £ 

Appeals: 2,347,927    Appeals: 456 
Take-Up:    988,757    Take Up: 1042 
BEL:     460,444    BEL:  1058 
TOTAL: 3,797,128    TOTAL: 2556 

 
Breakdown of Income 
 

Financial Gains 2008/09

Appeals
62%

Take-Up
26%

BEL
12%

Claimants advised/represented 
2008/09

Appeals
18%

Take-Up
41%

BEL
41%

 
 
 
BENEFITS ENQUIRY LINE 
 

This is our telephone helpline for WCC staff and staff in other statutory and 
voluntary agencies across the county. We offer expert advice to help front 
line staff who are not benefit experts, to identify extra entitlements for their 
clients. 
 
15 hours per week availability 
 

We have maintained the helpline between 10am and 1pm each weekday 
morning as well as recording additional queries which come in through the 
main switchboard, re-directing callers to the BEL or other agencies as 
appropriate.  Calls are fairly evenly spread across each day of the week, 
with slightly higher volumes on Tuesdays and Thursdays. 
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Number of enquiries per year 
 

We dealt with 1058 enquiries, with calls from a wide variety of agencies.  
Our database records all caller agencies and this is analysed to see if 
further awareness raising and promotion of the service is required. 
 
There is a varied range of calls from the different parts of the county.  
Warwick District agencies as ever, make significant use of this service 
(27% of calls) as does Nuneaton & Bedworth (23%).  North Warwickshire 
as the smallest area makes up the least at 7% with Rugby at 19% and 
Stratford 17%.  4% of calls were from outside Warwickshire and 3% were 
uncategorised.  The proportion of calls from each District is directly similar 
to that of last year. 
 
Breakdown of users 
 

35% of calls come from WCC staff and their Adult Health colleagues.  Two 
thirds of these are Adult (as opposed to Children’s) services.  
 
20% of calls come from CABx and 29% are from other (mainly voluntary 
sector agencies) most of which are funded by WCC.  There are still a high 
number of members of the public directly accessing our helpline (15%) 
having often been inappropriately signposted there by other agencies. 
 
Type of enquiry 
 

We record the type of client being advised by broad category.  12% were 
pensioners, 15% children and young people, 47% were young disabled 
people (with a preponderance of physical disability in the ratio of 3:2).   The 
remainder of calls related to non-disabled clients including low income 
families 
 
Gains for clients 
 

The majority of calls still relate to disability and ill-health benefits and the 
associated means-tested benefits which clients can claim.  We record all 
cases where we have helped to identify and advise on additional benefit 
claims and our work has helped to identify £460,444 in unclaimed benefits 
which callers have been able to pursue.  
  
User feedback 
 

We sent out an agency user feedback survey in September 2008 and 96 
individuals responded to this.   Of these 84 had heard of the BEL and 54 
had used it.  The remainder all said they would use it in the future.  All but 
one person who had used the service found it very useful. 
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In response to suggestions to improve the service 12 people said they 
would prefer longer opening hours and several asked for a service directly 
for their clients. 
 
TRAINING 
 
We delivered 25 centrally-based courses in the last year. We also 
delivered 25 locally-based, in-house courses to individual teams and 
organisations.  Courses are very popular, with high levels of bookings, 
though one course had to be cancelled due to insufficient bookings. 
 
Course bookings can be made directly from our website and we use this 
and e-mail to reduce the administration and costs involved in processing 
bookings.  We have changed the day we do training from Tuesday to 
Thursday as there is better parking available at our training venue. 
 
397 people booked onto our main training programme courses and 329 
people attended. 64% of trainees were WCC staff or those funded by 
WCC.  313 people attended our local sessions and 37% of these were 
WCC staff.  Attendance overall by WCC funded staff was 53%. 
 
Range of courses 
 

Employment and Support Allowance (ESA) training was in high demand as 
this is a new benefit, with an extra day added to meet demand, and all 
courses were updated to be ‘ESA-compliant’.  Demand generated by the 
introduction of ESA meant this course was presented four times to local 
organisations (as well as three times on the main training programme). 
 
In addition to the ‘Introduction to ESA’ course, another new course was 
‘DLA: The Mental Health Perspective’, and changes to the claim pack 
meant that the ‘Attendance Allowance: filling in the form’ course required 
significant updating.  
 
We were also commissioned by the ‘Respect Yourself’ Campaign of WCC 
to produce and present a totally new course for Young Parents and 
Benefits, which was successfully repeated, and has now been added to the 
main training programme.  
 
Feedback from users 
 

Evaluations are always done for courses and there are as ever a 
consistently high level of positive comments from trainees on our courses.  
The average score for presentation was 88% and virtually all participants 
assessed the course as being at the right level for them – only 7 said it was 
not.  Of comments made 85% were positive.  Post training surveys 
routinely go out to a sample of trainees to ensure the course is relevant to 
their work.   
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In addition our agency user survey revealed that 30 out of 96 respondents 
had used our training and with a universal level of satisfaction. Of the 
remainder 39 said they would now use it in the future with 7 saying it would 
not be relevant to their work.  
 
 
INFORMATION 
 
Benefits Bulletin and Benefit Rates items 
 

The Benefit rates items are still popular and this is one of the items that is 
most downloaded from our website and our posters are sent to all WCC 
teams as well as many other local agencies. 
 
4 issues of the Bulletin have been produced and distributed to raise 
awareness of topical benefit issues. 
  
Number of publications updated 
 

All of our current publications were checked for accuracy and up-to-date 
content for the start of the financial year and there is a rolling programme 
of updating these throughout the year.  This has been an especially 
onerous task this year as the introduction of Employment and Support 
Allowance (to replace Incapacity Benefit) has meant that every publication 
had to be reviewed, and many required significant changes as did most 
training packs. 
 
It is essential that items are maintained regularly as they are kept on the 
website and very widely used and this is an ongoing priority.   
 
Number of new items 
 

In addition to the additional updating of all publications in October, and in 
response to a request from the Youth Offenders Team we wrote two new 
items on Benefits when Leaving Youth Custody – a Practitioners Guide, 
and a simpler guide for users.  Both are now on the Publications List.  
 
The Website is still very popular and we continue to monitor usage.  120 
advisers have registered as users (though all can access the public areas 
of the site which contain our information items). 
 
Number distributed and where 
 

We have distributed 15,841 leaflets and factsheets this year.  This figure is 
a combination of our quarterly Bulletin mailout and orders for specific 
publications.  Leaflets are also used at promotional events.  We also 
mailed out copies of our training programme as well as advertising it on our 
website. 
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In addition users of our website have downloaded 8,564 of our information 
items, with our benefit rates items, publications lists, local contacts and 
residential care leaflets still being the most frequently used.  Users also 
downloaded over 1000 other WWRAS documents, for example our Annual 
Report, training and referral forms. 
 
There were 8,920 visits to the site and users looked at 75,419 pages.  The 
site was particularly well used in April following major benefit changes.   
 
User feedback 
 

Our survey of agency users showed that 85 out of 96 respondents knew 
about our publications and 73 had used them.  67 were aware of our 
website and 30 had used it.  Only one person found our information not to 
be of use and all but one of the non-users said they would use these 
services in the future. 
 
 
APPEALS CASEWORK 
 
Number of referrals received, from where  
 
We have taken 456 referrals this year which is above our annual target of 
400 but lower than the last two years when demand was excessively high.  
We are the only agency offering this service in the county and we regard it 
as an important element of our service and always aim to fully meet 
demand. 
 
The spread of referrals coming from each area was: 
 

Warwick District
33%

Nun/Bed
28%

Rugby
9%

Stratford
21%

North Warks
9%

 
 
52% came from CABx, 14% were self-referrals, 6% from WCC staff and 
28% from other agencies in particular disability groups and social housing 
organisations. 
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Tribunal representation undertaken 
 
417 appeal cases were closed.   
24% of these cases were successfully revised before hearing.   
178 went to a full hearing and of these 61% were successful.   
A further 126 appeals were withdrawn on our advice or because the client 
chose not to pursue.   
Alongside the issue under appeal we secured other extra benefits for 34 
clients who qualified for other benefits as well as the one under appeal  
 

Amount of benefits raised 
 
Money gains from appeal referrals amount to £2,347,927.  This is double 
the amount gained last year despite the fact that 30% of clients were 
advised they could not win their appeal. 
 

Feedback from users 
 
We did detailed client feedback research over the last two years so have 
not done any this year but concentrated instead on surveying agency 
users.  Of 96 respondents 72 knew of our appeals service and 33 had used 
it – all found it very useful.  Of non users, 41 said they would use it in the 
future and 4 said it was not relevant to their job. 
 
 
TAKE-UP 
 
Number of campaigns done 
 
1.  Work with Fairer Charging clients 
 
The AHCS Charging Team offer advice to clients on entitlements to 
benefits as part of the assessment process.   They can also help with 
claims.  However where the client wishes to apply for a higher rate of 
benefit there is a risk involved and we have an agreement that these cases 
can be referred to our specialist staff for advice.  
 
This year we had 78 referrals with 43 cases resolved and money gains of 
£92,365.   3 clients died or chose not to pursue applications and 12 were 
advised that an application would not be appropriate while 27 received 
extra benefits.  We have also finalised work on claims for clients referred 
last year and this has brought in a further £44,442 in disability benefits.   
 
Much of this adds to the chargeable income available to the client so that 
they can purchase essential care and support services. 
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2  Benefit checks for Deaf Service users 
 

We have dealt with 9 referrals for help with DLA/AA claims this year from 
the Deaf Services team.  The work is mainly with BSL users who cannot 
easily access advice elsewhere and we work through an interpreter to 
advise and help with claims.   
 
Obtaining outcomes for these cases tends to take more time due to 
communication difficulties but of cases resolved 4 clients saw substantial 
gains (one of £250 per week on a new claim for Pension Credit) with 6 
clients either not responding or not entitled.  Total gains for this client group 
are £21,316. 
 
User feedback  
 

We do not advertise this take-up service but instead target particular 
benefits, client groups or areas upon referral from (a) Finance 
Assessments and Benefits Advice and (b) the Deaf Team.  Despite this 
over half of the 96 respondents knew of this service and 8 had worked with 
us on campaigns.  32 were keen to do so in future! 
 
 
OTHER WORK UNDERTAKEN IN 08/09  
 
• We continue to be actively involved in the Voluntary Sector forums for 

both Older People`s Services and Children, Young People and 
Families.   

 

 Lynn Webster chaired the Voluntary Sector Older People’s Network 
and represented them on the Older Peoples Partnership Board and 
the Healthier Communities and Older Peoples Board; I continue to 
represent the VCS at this forum.  Lynn spent time regenerating the 
VCS group to ensure good attendance and proper input to 
discussions.  She also set up monitoring arrangements to provide data 
which is relevant to the quality of life strategy. 

  
 Lynn also sat on the Child Poverty Strategy Implementation Group on 

behalf of the CFYP VCS network and was an active contributor to this 
as income generation is a key anti-poverty measure.  I continue to 
represent the VCS at this forum.   WWRAS is planning take-up work 
for next year which will directly support the strategy and tackle child 
and family poverty. 

 

• We continue to service Warwick District Welfare Rights Group for 
those interested in welfare rights provision and benefit issues 
generally and are keen to replicate this successful forum in other 
areas of the county.  Discussions are due to take place about the 
future direction and focus of this group.  



   11 
 

 

• We are working with NBBC, Warwick District and North Warwickshire 
Borough Councils on their anti-poverty policies as well as with WCC.  
We have for some time done take-up work in partnership with the 
Districts and Boroughs and have good working relations with all of 
them. 

 
 

STAFF DEVELOPMENT AND TRAINING 
 
Staff are encouraged to try a wide range of training and courses available 
are highlighted at monthly team meetings and put in the reading basket.  
We also run in-house training using our own staff to ensure the requisite 
level of knowledge and expertise as most staff have considerable 
experience which is not catered for by off the peg training courses.                             
 
 
NON-WCC FUNDED WORK 
 
We have continued to bring in additional funds from other sources to 
promote take up of benefits amongst clients who do not traditionally access 
advice services.  This year we have secured £52k in extra funding and 
brought in benefit gains of £830,000 through this extra work which 
complements our WCC funded services and help promote benefits more 
widely. 
 
Targetted take-up work with older people 
 
We have now reduced the level of this work to allow us to concentrate on 
working with other client groups given that the Local Pension Service have 
significantly more resources to work with pensioners.   
 
We are however still identifying additional claimants and we employed a 
part-time worker funded by a small grant from the Lloyds TSB Trust to 
finish off a project started last year.  We have dealt with an additional 36 
clients making a total of 283 over the project and completed outstanding 
work from last year.   £16,856 was raised for pensioners during the current 
financial year bring the total for this project to over £1/2 million for a funding 
investment of £16,000!  
 
Interpreter supported work in Warwick District with the Sikh community 
 
This is provided using Warwick District Council funding and interpreter 
support provided by WCC.   It targets those who cannot access the 
benefits system due to language barriers.   
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We had 193 client visits to the service.  The number of male and female 
clients is proportionally the same and the service continues to be 
predominantly used by those over 50 with a high proportion in their 50s 
and 40% being 60 or over. 
 
We advise on a wide range of benefits involving a mixture of claims, 
appeals and more general better off advice.  The money gains to these 
clients for this year amount to £111,513.   This is mainly for disability and ill 
health benefits. 
   
Carers take-up   
 
We have completed work from last years campaign to identify hidden 
carers in Stratford and we were given a further small grant by Stratford 
District Council to continue this work and target more carers.   
 
Our method is to contact households with a disabled person living there 
and ask them to pass on our invitation to have a free benefit check to their 
carer if any.   Where carers respond we not only do this but also help them 
to access services from South Warwickshire Carers Support Service.  
 
143 letters were sent out and 43 carers have responded.  Of these 16 have 
no extra entitlements but were given details of other services.  21 carers or 
carer households have claimed extra benefits and 5 are still being advised.  
Gains already amount to £ 73,682 (plus 23,328 from claims outstanding 
from the previous year) - with a £3000 grant!   
 
Housing and Council Tax Benefits  
 
Last year we developed the HB/CTB take-up strategy which underpins the 
LPSA 2 take-up bid from the District and Borough Councils.  We also acted 
as adviser to the project in year one.   
 
This year they have commissioned us to project manage the second year 
and to employ a worker to work alongside their own employee to promote 
take-up of these council administered benefits.   
 
We felt that the publicity and work done during the first year was too 
general to be properly evaluated and we developed more targeted 
methods of promoting these benefits and set up more rigorous monitoring 
structures to identify how far our own publicity and promotional work has 
been effective in generating claims. 
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Methods employed were: 
 Doing targeted mailshots using extracts from the Council Tax register 
 Doing articles in each Councils Newsletter 
 Attending events and distributing fliers with Freepost reply slips to 

encourage people to have a benefit check  
 Working with faith groups and using their website to promote these 

benefits 
 Organising roadshows and other smaller events to identify new 

claimants 
 Distributing bookmarks via primary schools  
 Targetting pensioners who are getting other benefits but not HB/CTB 
 Targetting those who have been summonsed for non-payment of CT 

or rent 
 Working with social landlords and resident groups  

 
Many of these methods involve general publicity with no means of 
identifying impact other than general analysis of changes in caseload and 
these have indeed risen significantly.  
 
However the claims which we have generated though our targeted 
mailshots have been monitored and have generated an extra £485,255, 
which highlights the strengths of using the Local Authority’s own data to 
target under-claiming.  
 
Additional Take-up gains 2008/9 
 
Campaign  
 
HB/CTB 
 
Pensioner take up  
 
Sikh Centre  
 
Carers Stratford 
 
Total  

Amount raised 
 
£485,255 
 
£136,856 
 
£111,513 
 
£97,010 
 
£830,638 
 

Funding secured  
 
£30,256 
 
£  6000 
 
£12,700 
 
£  3,000 
 
£51,956 
 

 
This represents a 16 fold return on the money invested and an enormous 
boost to both individuals and the local economy. 
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STAFF as at 21st December 2009 
 
Chief Executive   Mark Stanyer (started May 2009) 
Service Manager   Lynn Webster (left May 2009) 
Deputy Service Manager Stephen Watkins 
Appeals Workers   Rachel Wilcox 
     Jill Tonks 
     John Harbinson 
     Mary Williams 
     Sandra Corner (retired May 2008, but works 1 day 

a week from June 2008) 
Appeals/Take-Up Worker Jason Duffey (left October 2009) 
Take-Up Workers  Paul Turnbull 
     Ian Sidwell 
Administrator   Dawn McGuinness (retired April 2009) 
Admin Assistants   Sam Morgan 
     Denise Peach 

Kawser Khalifa (started November 2009) 
 
 
 
MANAGEMENT COMMITTEE 
 
 
Chair   Paul Tolley 
Treasurer  Roy Smith 
Secretary  Mark Stanyer  
Members  Sarah Fox (retiring December 2009) 
   Ramby D’Mello 
   Peter Eaves 
   Barbara Farndon (retiring December 2009) 
   David Booth (retired June 2009) 
 
Proposed new Christine Mavarakis 
members for Katherine King 
2009   Steve Lloyd 
   Greg Gavin 
   Cllr Martyn Ashford 
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CONTACT BOX 
 
 

Mark Stanyer – Chief Executive 
024 7637 2069 x26 

e-mail: mark.stanyer@wwrasnun.demon.co.uk 
 

For the Benefits Newsletter 
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 to 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 


