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2010 / 2011 
HEADLINES FROM THIS YEAR’S ACTIVITIES 

 
 
BENEFIT ENQUIRY LINE - 1183 CALLS 

- 1920 BENEFIT ENQUIRIES 
- £191,165 IN MONEY GAINS 

 
INFORMATION ITEMS - OVER 70 LEAFLETS 

- 17,752 DISTRIBUTED 
 
TRAINING COURSES - 50 PRESENTATIONS 

- 698 PARTICIPANTS 
- 80% APPROVAL RATING  

 
APPEALS CASEWORK - 630 REFERRALS 

- 359 CASES CLOSED IN YEAR 
- 81% SUCCESS RATE 
- £1,049,542 IN MONEY GAINS 

 
TAKE UP CAMPAIGNS - 390 CLIENTS 

- £1 OF FUNDING GETS UP TO  
      £10.50 OF BENEFIT RAISED 
- £794,177 IN MONEY GAINS 

 
 
SPECIAL PROJECTS - 213 CLIENTS ADVISED 

- £237,173 RAISED 
 
 
WEBSITE - 31,483 VISITS TO SITE 

- 123,338 PAGES VIEWED 
- 6,634 LEAFLETS DOWNLOADED 
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ANNUAL REPORT 2010/11 
 
Chief Executive’s Report  
 
I am delighted to present this report on the work done by WWRAS in the 
period April 2010 to March 2011 and I am equally pleased to be doing so 
whilst celebrating our successes during the 25th anniversary of our service; 
a very impressive milestone indeed! 
 
Huge Financial Gains for Warwickshire Residents 
 
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.  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 £2,272,588 
in 2010/11 financial year. 
 
This means that for every £1 of funding we receive we raise a minimum of 
8 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 
additional money being brought into Warwickshire and helps secure 
additional funding for local Councils and the County Council via the central 
Government Formula Grant.  This is also the only service of its kind in 
Warwickshire and it will be needed more than ever in the future due to 
changes in Social Security legislation planned over the next 2-3 years 
which will make it harder for people to become entitled to benefits, a lot of 
whom are vulnerable and without any other form of support. 
 
Looking Back 
 
Back in 1986 when WWRAS was first set up, the focus of our work was on 
more general take-up work and assistance with initial claims. However, as 
our service has developed, although this work is still an integral part of our 
benefits take-up service, our campaigns have become more focussed and 
have been implemented in partnership with our partners in District and 
Borough Councils and the County Council using intelligent local data to 
better pinpoint potential claimants. 
 
Over our 25 year history, we have also developed relationships with other 
locally based organisations such as the CAB so that they deal with initial 
claims and enquiries with support from WWRAS available via our Benefits 
Enquiry Line.  WWRAS also helps to enhance front-line workers’ 
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knowledge and skills through their attendance on our training programme.  
Organisations can then refer cases to us which require more specialist 
intervention such as representation at Appeal Tribunals.  WWRAS has 
become a hugely significant lifeline for many, and exists as a vital cog 
within a comprehensive system of advice services in the county, without 
which huge numbers of vulnerable clients would not be able to gain access 
to justice and to the advice and assistance that has changed many of their 
lives for the better. 
 
Our service has developed continually over the past quarter of a century in 
order to meet the ever changing requirements of a changing world.  We 
have proactively responded to the changing needs of the residents of 
Warwickshire, the organisations that support them and the ever increasing 
complexity of a Social Security system, which has seen in the past 
eighteen months, reforms and proposed reforms of the most radical kind 
that have been witnessed since Beveridge introduced the welfare state. 
 
Finances and the Future 
 
WWRAS’s total income dropped slightly by just over 1.5% in 2010/11 to 
£393,743 and a surplus was generated at the end of the financial year.  In 
accordance with our reserves policy this surplus was transferred into our 
designated fund to cover ongoing liabilities to the Local Government 
Pension scheme and redundancy provision.  A full copy of our 2010/11 
accounts is available on request. 
 
Our core funding from WCC remained static without any inflationary 
increase being applied.  We also secured additional money from the 
Warwickshire Financial Inclusion Partnership via LPSA2 funding, together 
with some additional funds from Stratford District Council, the Nuneaton 
and Bedworth Area Committee, Warwick District Council and HMRC to 
deliver various take-up projects in Warwickshire. 
 
However, we are conscious of the challenges that lie ahead as outlined 
above and much of this additional project funding will cease at the end of 
2011/12 and we are in the process of trying to secure funds to continue this 
highly valued work. 
   
The financial environment within which we operate has also changed 
significantly over the past 25 years and certainly over the past two years 
has presented many in the voluntary sector with unprecedented challenges 
in order to simply survive.  The huge cuts to Public Sector finances as a 
result of the Government’s Comprehensive Spending Review have 
adversely affected many charities and WWRAS also faces an uncertain 
future from 2012 as we await the outcome of a review by Adult Services  
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into voluntary sector funding.  The outcome of this review could see our 
income from Warwickshire County Council significantly diminish whilst 
demand for our services will inevitably continue to rise as Government 
policy on the welfare state threatens to remove entitlement to benefit for 
huge numbers of vulnerable and disabled clients. 
 
We face challenging times ahead, but there are also fresh opportunities to 
diversify the way in which we work in order to attract alternative types of 
funding.  We look forward to continuing to explore a way forward with our 
funders in order that we can continue to innovate and respond to the needs 
of the most disadvantaged in our society as we have done for the past 25 
years. 
 
I would like to thank all current staff and Trustees for the dedicated and 
invaluable work that they continue to undertake on behalf of the 
organisation and also to those individuals that have contributed so much to 
the work that WWRAS has delivered over the past 25 years.  During this 
time, the hugely positive outcomes that WWRAS has achieved directly for 
clients and the specialist support which we provide to those organisations 
who work with financially excluded clients has contributed significantly to 
making this organisation a unique and highly valued agency, helping to 
tackle poverty in all its forms across Warwickshire. 
 
 
Mark Stanyer, 
Chief Executive, WWRAS 
 
November 2011 
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APPEALS WORK 2010/11 
 

630 referrals 
Over £ 1,049,000 in benefits raised for clients 

81% success rate on all appeals cases  

 
 
The spread of referrals coming from each area was:  
 

Warwick District
26%

Nun/Bed
28%

Rugby
19%

Stratford
18%

North Warks
9%

 
 
 
The spread of referrals coming from agencies was:  
  

Other Agencies
22%

CABx
56%WCC Staff

8%
Self
14%
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Case Study 1 - Caroline Graham (Appeals Worker) 
 

 A Social Worker from the Integrated Disability Service (IDS) called our 
Benefits Enquiry Line (B.E.L.) for advice for the mother of a child with 
Downs Syndrome and a severe learning disability.  The child had been 
entitled to the higher rate of the mobility component and the higher rate 
of the care component of Disability Living Allowance (DLA).  However, 
this had been reduced to the lower rate of the mobility component and 
the middle rate of the care component on renewal. 

 

 We submitted an appeal promptly; there was very little time left to lodge 
an appeal due to the appeal deadline being a matter of days away. 

 

 On speaking to the mother, we also identified an issue regarding the car 
used to transport the child.  The car was provided through the Motability 
scheme which can only be accessed with the higher rate of the mobility 
component of DLA.  The car was due to be returned in the very near 
future following the reduction in the benefit award.  

 

 Due to an average waiting time for appeal hearings in excess of 12 
months WWRAS wrote to the Tribunals Service (TTS) to request an 
expedited hearing on grounds of vulnerability.  TTS agreed to this 
request and listed the appeal promptly. 

 

 WWRAS liaised with the child’s mother to discuss care and mobility 
needs; she was finding the experience extremely stressful.  We 
identified another problem whereby the child was previously entitled to 
the higher rate of the mobility component due to the delay in her 
physical ability to walk.  This ability had since improved. 

 

 However, we found that the child could still qualify for the higher rate 
mobility component through a different legal route, specifically regarding 
Severe Mental Impairment (SMI).  To qualify through SMI there are 
several legal tests to satisfy.  One of these tests being that you must be 
entitled to the higher rate of the care component.  

 

 The second step was to look at the other legal tests for the SMI route.  
WWRAS was able to discuss this with the child’s mother and we also 
got some evidence from the school to support our legal arguments. 

 

 WWRAS prepared a written submission outlining the legal case.  The 
Tribunal, therefore, knew what we wanted them to look at prior to us 
attending. 

 

 WWRAS met with the child’s mother early on the day of the hearing and 
this helped her to mentally prepare herself prior to going into the 
Tribunal hearing and also helped to reduce her stress levels. 
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 The appeal was successful and the higher rate of the care component 
was awarded together with the higher rate of the mobility component on 
grounds of SMI for 5 years. 

 

 If the car had been lost, the child’s mother expressed that she would not 
have been able to afford the deposit to start a new agreement and get a 
new car.  This would have had a significantly adverse effect on her 
child’s life. 

 

 The child’s mother was a very articulate lady but said that she did not 
think that she would have ever been able to find out enough 
information/know what to argue at appeal without WWRAS and that 
WWRAS had made an incredibly stressful experience easier. 

 

 The financial gains for the client were: – a lump sum of £1,443 DLA 
arrears and £2,920 DLA per annum (difference between lower rate care 
and mobility and higher rate care and mobility).  In addition the 
successful appeal meant that the client got to keep her Motability car. 

 

 When calculating the annual gains for clients we assume that the 
claimant will be in receipt of the benefit for at least 52 weeks.  Often 
benefit continues for much longer than this.  

 

Case Study 2 - Rachel Wilcox (Appeals Worker) 
 

 Client was a woman who had developed diabetes which was 
unpredictable and there had been several life-threatening exacerbations 
of her condition.  She also had quite severe arthritis which limited her 
ability to walk due to pain. 

 

 She made a claim for Disability Living Allowance and was completely 
refused.  She appealed against the decision and was then referred to 
us for help with her appeal. 

 

 On reviewing the appeal papers it became apparent that the refusal had 
been based on a medical assessment which had been carried out for 
another benefit, Incapacity Benefit. 

 

 The claimant had never seen the medical assessment, because after it 
had been carried out, Incapacity Benefit had been awarded, so there 
was no need for her to have been shown the report by the Department 
for Work and Pensions (DWP).  However, when the report was 
disclosed by the DWP during the DLA appeal and the client saw it for 
the first time, she strongly disagreed with some of the contents of the 
report, in particular a note of her having said that her diabetes was 
under control. 
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 We obtained medical evidence from the client’s own doctors to support 
what the client was saying about her medical conditions and resulting 
difficulties, and prepared a written submission for the Appeal Tribunal.  
At the appeal hearing the Tribunal accepted our arguments that the 
client needed watching over both night and day because of the real risk 
that a hypoglycaemic attack could happen at any time, and additionally 
accepted that her ability to walk was severely restricted due to arthritis. 

 

 She was awarded the highest rate of both the care and the mobility 
components. 

 

 As her appeal had been ongoing for nearly two years, she was owed 
arrears amounting to just over £12,000.  In addition, she was entitled to 
a further £6,500 per annum in DLA. 

 
 
Case Study 3 - Rachel Wilcox (Appeals Worker) 
 

 A young man with a physical disability left his parents’ home to start a 
course at university.  He needed a live-in carer to be on call 24 hours a 
day.  The university was unable to provide accommodation for the 
student and his carer to live together and only had available two 
adjacent rooms, each with en-suite facilities, which were each accessed 
from a communal corridor. 

 

 Housing Benefit is not normally payable to students but is available to 
disabled students to assist them to pay the rent on their student 
accommodation.  

 

 Accordingly, the student was awarded Housing Benefit to help pay for 
his own room, but was refused help to pay for his carer’s room.  This 
was because Housing Benefit can only be paid on the ‘dwelling’ the 
carer ‘occupied as his home’ and it was argued by the Benefit Authority 
that the student did not occupy the carer’s room at all and it could not 
therefore be part of his home.  Had the university been able to provide a 
two-bedroom accommodation, or even two separate rooms with a 
connecting door, there would have been no problem with Housing 
Benefit covering both rooms as being the dwelling which the claimant 
occupied as his home. 

 

 We prepared an appeal for the student, arguing that although he did not 
physically occupy both rooms as his home, and was indeed unable to 
access the carer’s room due to his disability, and even though the two 
rooms were not connected to each other, they nevertheless formed one 
dwelling and that dwelling was occupied by the student as his home. 
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 The Local Authority argued against the student and maintained that the 
two rooms were clearly separate, self-contained dwellings and could not 
constitute one home. In any case, it was argued, the second room was 
the carer’s home and could not be part of the student’s home. 

 

 At the first appeal hearing the local independent Tribunal found in the 
student’s favour.  The Benefit Authority immediately appealed to the 
Upper Tribunal in London in order to have the decision overturned.  

 

 We prepared further legal arguments and represented the student at an 
oral hearing in London before an Upper Tribunal Judge (equivalent to 
the High Court).  

 

 The Judge again agreed with our arguments made on the student’s 
behalf and decided that the two rooms did constitute one dwelling which 
the student occupied as his home.   

 

 On an individual basis, this enabled the student to access Housing 
Benefit to help towards the cost of his carer’s room and put him on an 
equal footing with other disabled students who had been able to secure 
two-bedroom accommodation.  In addition, the Upper Tribunal Judge’s 
decision had wider application and can be seen as a test case in this 
sense as it was binding on all future cases involving the same issue, 
and was therefore of importance for anybody needing a live-in carer 
and trying to claim Housing Benefit.  

 
CLIENT FEEDBACK - APPEALS WORK 

 
“Your advice was brilliant....your service was easy to understand and very 
helpful, especially my caseworker who was brilliant.” 
 
“I am really grateful for the help you gave me, without it the DWP would 
not have entertained me. I was awarded the high amount of mobility 
allowance and they back-dated it for three months. Thank you very much” 
 
“My caseworker was outstanding. I was very anxious indeed. I couldn’t 
have coped without her. In fact I wouldn’t have been able to attend 
without her reassurance and support. I was happy that I won my case. It 
will make my life a little less painful now” 
 
“Just like to say a big thank you! I could never have done it without your 
support. Your organisation does a very worthwhile job” 
 
“I thought the service was first class, very caring towards my case and my 
predicament. Superb service all round!” 
 
“From telephone conversations to visits, I only ever encountered 
educational advice and sincerity. Absolutely professional and friendly. 
Thanks” 
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BENEFITS TAKE-UP WORK & SPECIAL PROJECTS 2010/11 
 

603 clients advised 
£ 1,031,350 in benefits raised for clients 

Every £1 of take-up funding raises up to £10.50 in benefits 
 
Take-up & Special Project Gains 2010/11 
 
We continue to bring in additional funds from other sources to promote the 
take up of benefits amongst clients who do not traditionally access advice 
services.  We use a variety of methods to target potential claimants and 
often work in partnership with District and Borough Councils on campaigns. 
Councils have access to a variety of information through benefit claims 
records and Council Tax records and this information is utilised to help us 
target people who are potentially missing out on additional benefit income.  
 
This year we received £88,469 in extra funding for take-up work (see table 
below) and brought in additional benefit gains of £1,031,350 through this 
extra work which complements our WCC funded services and helps to 
promote benefit entitlement more widely across the county.  This 
represents an impressive return of over £10.50 for every £1 invested in the 
take-up service by funders. 
 

Campaign Amount raised 
2010/11 

Funding secured 
2010/11 Funder 

 
Children’s Centre 
(Nun & Bed)  
 
Sikh Centre  
 
Fairer Charging 
 
Deaf 
 
Carers (Nun & Bed) 
 
 
Tax Credit Take Up 
  
SDC Fuel Poverty 
Project  
 
Financial Inclusion 
Take Up 
 
Total  

 
£351,168 
 
 
£142,601 
 
£86,031 
 
£8,541 
 
£96,155 
 
 
£191,481 
 
£103,694 
 
 
£51,679 
 
 
£1,031,350 

 
£31,092 
 
 
£13,500 
 
N/A (core funded) 
 
N/A (core funded) 
 
£ 16,093 
 
 
£13,675 
 
£4,000 
 
 
£10,109 
 
 
£88,469 

 
Nun & Bed Area 
Committee 
 
Warwick DC 
 
WCC 
 
WCC 
 
Nun & Bed Area 
Committee 
 
HMRC 
 
Stratford DC 
 
 
LPSA2 
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Case Study 4 - Bal Sandhu (Take-Up Worker) 
 

 Couple Mr and Mrs A aged 83 and 73, live in a Housing Association 
owned bungalow paying £12.80 pw rent and £3.95 a week Council 
Tax. 

 
 Mrs A suffered a stroke and recently returned home after a lengthy 

hospital stay.  Mr A was caring for Mrs A but struggling as he had had 
a heart attack a few years ago and also suffered with arthritis and 
continued to neglect his own condition. 

 
 Mr A would have liked to afford a greater care package for Mrs A and 

relieve some of the pressure on him but was not able to do so due to 
high living costs. 

 
 Their income at the time was State Retirement Pension £163.39 pw, 

State Retirement Pension £58.75, Private Pension £19.20 = a weekly 
income of £241.34. 

 
 Rent & Council Tax was £16.75 pw, Care charges were £58.00 pw. 

 
 We visited Mr & Mrs A as part of a take-up campaign in conjunction 

with Stratford District Council. We checked their benefit entitlement, 
and made an assessment that due to their respective care needs 
they both met the criteria for Attendance Allowance.  Claim forms 
were completed for each of the clients. 

 
 Both clients were awarded Attendance Allowance at the higher rate of 

£71.40 pw each.  This award then meant the couple became entitled 
to Pension Credit Guarantee Credit of £147.66 pw.   

 
 The Pension Credit award in turn entitled the couple to full Housing 

Benefit and Council Tax Benefit. 
 

 The couple were better off by £307.21 pw following our advice and 
assistance. This meant that the couple are better off by £15,974.92 
per annum. In addition to this, all claims were backdated resulting in 
lump sum awards of £4,151.09. 
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Case Study 5 - Bal Sandhu (Take-Up Worker) 
 

 Mrs B aged 50 lives with her non dependent son aged 20, in her own 
property with a mortgage.  

 

 She suffered a road traffic accident in 2006 which resulted in the client 
having her left leg amputated above the knee. 

 

 Before the accident, Mrs B was working for a major electronics 
company and was a highly regarded professional in her field with a 
double major in economics and engineering.  Her son was studying at 
college and looking forward to going to university. 

 

 Mrs B was left in a wheelchair having to make life changing 
adjustments.  She made a claim for benefits and on assessment was 
told by the DWP that she was entitled to Employment Support 
Allowance (ESA) of £94.25 a week and Disability Living Allowance of 
£51.40, higher rate mobility component only. 

 

 Mrs B was unable to afford the mortgage or Council Tax nor could she 
afford to pay the utility bills.  Mrs B’s son gave up college to start work 
to help his Mum out financially and managed to find employment 
earning £180 a week. 

 

 Mrs’s B son kept £20 a week for himself and gave the rest to his 
mother to help with the high living costs. 

 

 We visited the client to carry out a benefit check as part of the Carers 
Take-Up campaign in Nuneaton and Bedworth.  During the visit we 
ascertained that the client should have been advised to claim Council 
Tax Benefit and should also qualify for help from the DWP with 
Housing Costs for the interest on her mortgage.   

 

 The client responded by stating that if they were entitled to the benefits 
they would have been advised and helped claim them by DWP. She 
did not realise that she had been missing out on this extra help all this 
time. 

 

 We also informed the client that she met the criteria for an award of 
the care component of Disability Living Allowance (DLA) due to 
supervision needs arising from falls, help needed with personal care, 
help needed cooking a main meal, dressing/undressing and help to get 
up during the night. 

 

 We helped Mrs B claim help with Housing Costs, Council Tax Benefit 
and to request a review of her Disability Living Allowance award in 
order to claim the care component. 
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 Mrs B was awarded Disability Living Allowance at the highest rate of the 

care component and Housing Costs of £34.95 pw. Her Employment 
Support Allowance award was also increased by £14.05 pw due to the 
award of the higher rate care component of DLA. Mrs B was also 
awarded full Council Tax Benefit of £19.00 pw. The awards were 
backdated with lump sums amounting to £4,274.20. 

 

 Mrs B was better off by £4,787.20 a year following our advice and 
assistance. 

 
CLIENT FEEDBACK – TAKE-UP WORK 

 
“Thank you very much for your assistance as I was very nervous 
about accessing help and also was sure I wouldn’t be entitled to 
anything.  I was pleasantly surprised to find out what I was actually 
entitled to” 
 
“I no longer wake during the night wondering if we will be able to 
pay the bills each month” 
 
“Your worker has been extremely helpful-he has taken time to find 
out what is really going on and working out what we need and 
been excellent at following through to make sure we are claiming 
what we need to be. We are very grateful!” 
 
“Not stressing as much money-wise.  We are very grateful for the 
amount of help we have been given.  We are now better off money 
wise than before, which is a big help.  I would like to say thank you 
for all your help and advice” 
 
“I no longer have to use my overdraft to pay my rent!” 
 
“Peace of mind, less worrying about how was going to pay bills.  Can 
now afford to send my son on school trips without worrying about 
it...your help has made such a big difference to my life” 
 
“The extra benefits you got for me gives our grandson the extra 
money to go to after school clubs etc.  The help you provide is 
invaluable; you need more staff to be able to help more people like 
me.  The help you provide is so valuable to us, not just money but 
knowing someone is out there to help us.  It is such a personal service 
not just a Government room where you feel they look down on you” 
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TRAINING & INFORMATION 2010/11 
 

50 presentations  
698 participants 

80% approval rating 
Over 70 individual leaflets produced 

17,752 leaflets distributed 
31,483 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. 
 
We continued to mix our training output, with a mix of full and half days, 
with a sprinkling of shorter ‘taster’ sessions, which prove very popular. 
 
Three new topics were introduced this year: an ‘advanced’ seminar on 
Employment & Support Allowance; a briefing on ‘Permitted Work’; and a 
half day session on DLA/Attendance Allowance assessments. 
 
High Satisfaction Ratings 
 
We encourage feedback from those who attend and commission our 
training, and use it to both improve our current courses, and develop new 
issues to cover. 
 
There are immediate ‘on the day’ evaluations, plus post training surveys 
carried out later to assess the effectiveness of the training once back at the 
workplace. 
 

SOME QUOTES FROM RECENT TRAINING COURSE EVALUATIONS: 
 

“Delivery of presentation very good, clear, concise, humorous, well pitched” 
 [Mustard Tree Project] 
 
“Trainer made what could be a boring topic, interesting”.      “Very informational” 
 [Warwickshire Race Equality Partnership]                [Warwickshire Housing Drug Support Scheme]      
 

“Approachable facilitator, willing & able to answer questions and clarify a complex 
subject” 

    [Integrated Disability Service, WCC]              “Interactive and well presented” 
[Age Concern] 
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“Trainer was excellent – very easy to understand, Thanks!” 

[Guideposts] 

“Work Book excellent to take away for reference”               “Good clear presentation”       
[People In Action]                      [Adult Services, WCC] 
 

“Great to have the bound handout to refer to later”         “Trainer made it fun”               
[OPPD Team, WCC]                       [W.E.S.T, WCC] 

“Trainers very knowledgeable, very friendly and helpful” 
[CABA] 

 

“Clear and precise visual aids....excellent joining arrangements and excellent 
venue”  
[Independent Advocacy] 
 
 

INFORMATION 
 
In accordance with our SLA, 4 quarterly issues of the Benefits Bulletin were 
produced during the year and distributed to raise awareness of topical 
benefit issues. In addition we also produced our annual benefits rate 
posters and leaflets which are an extremely popular and much utilised 
resource. 
  
Number of publications updated 
 
All 76 of our current publications were checked and updated twice during 
the year for accuracy and up to date content.  It is essential that items are 
maintained as they are kept on the website and very widely used and this 
is an ongoing priority. This year, the ESA leaflet (Pb27) was significantly 
changed to reflect changes in this area and in addition we produced the 
following guidance leaflets for various teams at WCC: 
 

• Mental Health/Learning Disability Teams on ESA 
Migration 

• Integrated Disability Service Teams on College Fee 
Remission and Benefits 

 
Number of new items 
  
In 2010/11 we wrote three new publications: 
 

• Pb78 Pension Age 
• Pb79 Forthcoming Changes 
• Pb80 Hospital Stays 



   17 
 

 
Numbers Distributed/Website 
 
We have distributed 17,752 leaflets and factsheets this year. This 
represents a huge increase of 6,351 publications distributed when 
compared to the previous year’s figures. This figure is a combination of our 
quarterly bulletin mail out 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. 
 
There were 31,483 visits to the website which represents a slight reduction 
compared with last year’s visits. However despite lower numbers of visitors, 
users downloaded 123,338 pages, which is an impressive increase of 
63.5% compared with last year’s figures! The site was particularly well used 
across the year, especially in the first six months of the year when we 
produced new leaflets and added our new benefits rate posters to the site. 
We have 142 registered users of the “adviser” only section of the website. 
 
 

BENEFIT ENQUIRY LINE (B.E.L.) 2010/11 
 

1183 calls 
  1920 benefit enquiries 
  £191,165 in money gains 

 
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 need after this 
initial advice then a referral can be made to WWRAS. 
 
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 
(23.5% of calls) as does NBBC (20%).  North Warwickshire as the smallest 
area makes the least at just over 11%, (although usage continues to 
increase year on year) with Rugby at 19% (slightly higher than last year), 
Stratford at 17% (also slightly higher than the previous year), and  other 
calls at 8.5%.  The overall usage by District is broadly similar to last year 
with only small variations seen as above. 
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Other
9%

Warwick District
24%

Nun/Bed
20%Rugby

19%

Stratford
17%

North Warks
11%

 
 
21% of calls come from WCC staff and their adult health colleagues. There 
is a higher level of calls from Adult (as opposed to Children’s) Services 
roughly in the ratio of 3:2.  47.5% of calls come from CABx which 
represents an increase in usage of over 16% compared to last year’s 
usage.  24.5% are from other (mainly voluntary sector agencies) most of 
which are funded by WCC.  The number of members of the public directly 
accessing our helpline (just over 7%) has decreased slightly (by 1%) 
compared to last year and this figure appears to have reached a plateau 
which shows that the service is largely being used by its intended 
recipients. 
 

WCC Staff
21%

CABx
47%

Vol Sector
25% Public

7%
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The majority of calls still relate to disability and ill-health benefits and the 
associated means tested benefits which clients can claim.  Of particular 
note last year was the number of calls about the replacement for Incapacity 
Benefit, Employment and Support Allowance, making up 22.5% of all 
benefit enquiries. This represents an increase of 6% on last year’s calls on 
this issue. We anticipate that this enquiry area will continue to increase in 
the next year especially when the migration of clients from Incapacity 
Benefit to ESA really starts to gather pace. This, together with Disability 
Living Allowance enquiries make up the most frequently asked about 
benefits. 
 
We record all cases where we have helped to identify and advise on 
additional benefit claims and our work has helped to identify £191,695 in 
unclaimed benefits which callers have been able to pursue during 2010/11. 
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HIGHLIGHTS FROM THE PAST 25 YEARS 
 
 
1986 A new Social Security Act 

completely changes the structure 
of means-tested benefits.  
WWRAS is set up 18 months 
prior to implementation and 
works hard on take up to ensure 
full income maximisation prior to 
the change. 

 
 
1987 A new provision allows benefit to 

be backdated on review for 
longer than the usual 12 months 
maximum.  WWRAS use this to 
launch a campaign encouraging 
disabled people to claim extra 
benefits with resulting gains 
running into hundreds of 
thousands of £’s. 

 
 
1988 A welfare rights worker in 

Tameside challenges the DSS 
interpretation of who is entitled to 
the Severe Disability Premium 
(paid with means-tested 
benefits).  This led to a battle 
lasting 8 years, with several 
court appeals and repeated 
changes to the law. 

 
WWRAS initiate a campaign to 
help people claim this extra 
money, generating huge gains 
but an enormous amount of 
appeals. 
 

 
1989  Major changes to benefits for 

those living in board & lodging 
accommodation and hostels. 

 
 Income Support is reduced and 

Housing Benefit has to be 
claimed for the “rent” element of 
their costs.  WWRAS help Social 
Services clients who are 
particularly affected. 

 
 

 
1990 The Community Charge is 

introduced in England making 
more people liable for local 
taxation and thus increasing the 
number potentially eligible for 
benefits and WWRAS publicise 
this and help people claim. 

 
 
1991 The administration of Social 

Security is revolutionised as the 
Government hand responsibility 
to the new Benefits Agency and 
away from being a Government 
dept.  WWRAS see an improved 
ethos of customer care, but 
administrative improvements are 
slow to materialise. 

 
 
1992 Disability Benefits are 

restructured and Disability Living 
Allowance is introduced. 

 
The emphasis on client self 
assessment means longer, more 
confusing claim forms and greater 
pressure on advice agencies to 
help clients fill them in. 
 
 

1993 Community Care legislation is 
implemented making sweeping 
changes to both benefits and 
Social Services provision.  
WWRAS are called on to provide 
new benefit options for clients 
staying at home or going into 
residential care. 

 
 
1994 Major restrictions placed on 

clients with mortgages who claim 
Income Support.  The level of 
mortgage interest claimed is 
restricted and most claimants get 
no help or reduced help when 
they first claim.  WWRAS helps 
with appeals where possible but 
some clients just don’t qualify! 
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1995 Incapacity Benefit replaces 
Invalidity Benefit for people who 
are too sick to work.  The new 
benefit is much more restrictive 
and generates many appeals for 
WWRAS, who are also dealing 
with a flood of outstanding 
appeals against stoppages of the 
old benefit.   

 
 
1996 Job Seekers Allowance replaces 

Unemployment Benefit and 
Income Support for unemployed 
people.  The practicalities for 
claimants are tougher rules of 
entitlement and confusion about 
who can continue to get IS 
instead of JSA.  WWRAS helps 
advise agencies to get to grips 
with the new rules. 

 
 
1997 Labour Government comes into 

power.   
 

One parent Benefit and Lone 
Parent premium cut. 
 
Disability Living Allowance upper 
age limit cut from 66 to 65. 
Housing Benefit restricted to 
single room rent where under 60. 
Social Security Fraud Act 
introduced. 
 
WWRAS notes in its annual 
report that it’s representation at 
Tribunal hearings have 
increased by a third in this year. 
WWRAS leaflets 3,000 residents 
on two estates in Leamington 
and Lighthorne raising over 
£100,000 in additional benefits. 
 
 

1998 Social Security Act 1998 
receives Royal assent 

 bringing sweeping changes to 
Tribunals appeals procedures 
and in addition the abolition of 
the Lone Parent rate of Child 
Benefit. 

 
  

Tribunal can now only consider 
someone’s circumstances up to 
date of tribunal decision and not 
up to date of tribunal. 

 
 The Act Introduces concept of 

revisions and supersessions to 
social security decision making. 

 Changes to Social Fund – 
Budgeting Loan/Crisis Loan and 
Community Care Grant. 

 New Deal programmes 
launched. 

 
WWRAS increases its take-up 
activity in response to the 
Government reforms. Work with 
older people was key in this 
year, which fitted with 
Government priorities to improve 
benefit take up amongst older 
people. Training was provided to 
a range of agencies in the county 
on the implications of the 1998 
Social Security Act. 
 
 

1999 Welfare Reform & Pensions Act 
becomes law. 

 
 Working Families Tax Credit 

replaces Family Credit and 
Disabled Persons Tax Credit 
introduced - these benefits were 
more generous than the benefits 
they replaced but are very 
complex to administer and to 
advise on. This is a lesson that 
the Government does not learn 
when Tax Credits are launched 
some 4 years later, introducing 
increasing layers of complexity 
and bureaucracy. 

 
 Decision Making and Appeals 

reforms change time limit to 
submit appeal from three months 
to one month.  
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WWRAS launches new Tax 
Credits training courses and also 
does training and awareness 
around the decision making and 
appeals changes with agencies 
in the county.  These changes in 
particular, put a lot more 
pressure on referring agencies. 
WWRAS secures a 3 year 
Lotteries Grant to develop 
benefits awareness and 
knowledge of self-help groups in 
the county.  This develops into 
an 8 year relationship with the 
Big Lottery.  A new 3 year Legal 
Aid contract was also awarded to 
WWRAS to deliver specialist 
benefits work in the county.  

 
 
2000 Human Rights Act came into 

force. 
 
 Personal Capability Assessment 

replaces All Works Test for 
Incapacity Benefit. 

 
 Disability Living Allowance life 

awards – replaced by indefinite 
awards. 

  
 New type of support for Asylum 

Seekers introduced – eventually 
leads to removal of all benefits 
for Asylum Seekers. – new 
scheme of support introduced for 
Asylum Seekers administered by 
Local Authorities 

 
 Important Commissioners 

Decision – retrospective self 
funders entitled to Attendance 
Allowance / Disability Living 
Allowance whilst in independent 
residential care / nursing homes. 

 
WWRAS does take-up work and 
training and awareness in order 
that residents of care homes can 
take advantage of this important 
decision. WWRAS also does 
work with the Local Authority to 
help it understand the 
implications of this decision. 

WWRAS launches new advice 
service for care leavers in 
anticipation of the changes to 
care leavers’ legislation in 
October 2001. 
 
Launch of new advice service for 
Asian clients in Leamington at 
the Sikh Community Centre- 
funded by Warwick District 
Council. 
 
 

2001 Housing Benefit Review boards 
abolished – appeals now 
administered by Appeals Service 
rather than Local Authority. 
Severe Disablement Allowance 
abolished and Incapacity in 
Youth introduced. 
 
Jobcentre Plus revealed as new 
name of the....Job Centre! 
 
New decision making and 
appeals rules introduced for 
Housing Benefit– brings this into 
line with all other benefits. 
 
Department for Work and 
Pensions replaces Department 
of Social Security. 

 
 New penalties and sanctions 

introduced for Social Security 
Benefits. 

 
Discretionary Housing Payments 
introduced – designed to top up 
payments of Housing Benefit and 
Council Tax Benefit for 
claimants. 
 
New benefit restrictions 
introduced for children leaving 
care – Local Authorities have 
new responsibilities.  
 
WWRAS continues to work with 
the Local Authority and 
contributes to its new policy on 
Care Leavers as well as 
continuing to do individual 
benefits work with young care 
leavers. 
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2002 Trials begin on new way of 
assessing Disability Living 
Allowance – Activities for 
Managing Life – with assessment 
proposed to move to a points-
based system. 
Permitted work rules introduced 
for Incapacity Benefit-replaces 
therapeutic work rules  
 
Special rates of Income Support 
whilst in residential / nursing care 
abolished. Completes move to 
Local Authority funding of 
residential / nursing care 
  
WWRAS launches a campaign in 
conjunction with Social Services 
to advise residents affected by 
this change. WWRAS also works 
with Social Services advising its 
Home Care clients prior to the 
introduction of new Fairer 
Charging guidance which sees a 
new framework for Local Authority 
charging of domiciliary care 
recipients.  
 
WWRAS also contributes to the 
writing of the Local Authorities 
Fairer Charging Policy. 
 
 

2003 Local Housing Allowance piloted 
in ten pathfinder areas, which will 
eventually replace Housing 
Benefit for residents in private and 
some Social Housing tenancies. 

 
 New Child Support Agency 

scheme introduced. 
 
 Child Tax Credit and Working Tax 

Credit introduced replacing 
Working Families Tax Credit. This 
was a positive attempt by 
Government to try and make work 
pay. However, problems with 
administration by HMRC and the 
fact that entitlement was based on 
previous year’s earnings lead to 
huge overpayments for significant 
numbers of claimants and lead to 
calls for the system to be 
scrapped. 

 HMRC take over administration 
of Child Benefit and Guardians 
Allowance. 

 
 Pension Credit introduced – 

replaces Minimum Income 
Guarantee. 
WWRAS launches take-up 
campaigns to promote the take up 
of Pension Credit which raise 
nearly £300,000 in this year alone. 
WWRAS also launches new 
training courses on Tax Credits. 

 
2004 52 week backdating introduced 

for Pension Credit. 
 
 Work begins to transfer amounts 

for children in Income Support 
and (income-based) Jobseekers 
Allowance claims over to Child 
Tax Credit. This process will 
eventually be delayed for several 
years as DWP and HMRC IT 
systems struggle to cope with 
the magnitude of the task. 

 
 New right to reside test 

announced for most means-
tested benefits - applies to 
nationals of new EU A8 
countries. This is an extremely 
complex and restrictive test 
involving domestic and EU law 
and will lead to many more 
appeals for WWRAS in this area. 

 
WWRAS launches Leamington 
Sure Start service- this is in 
response to parents returning to 
the workplace needing advice on 
the new Working Tax Credit and 
in-work benefits generally. 

 
2005 Civil Partnership Act comes into 

force. 
 
 New claims for most benefits 

administered by Jobcentre Plus 
– now have to be made by 
telephone to a regional contact 
centre instead of face to face at 
the Jobcentre. This will cause 
huge problems for claimants with 
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language or communication 
difficulties and WWRAS co-
ordinates local liaison group 
meetings with Jobcentre Plus to 
monitor the effects of this change 
on clients and to campaign for 
changes where felt to be 
necessary. 

 
WWRAS celebrates its 20th 
anniversary and announces that 
£34 million in benefits was raised 
in our first 20 years. 
 
WWRAS launches take up work 
with families of school age 
children in response to 
Government child poverty 
agenda and to raise awareness 
of Tax Credits. This work is 
funded by Warwickshire 
Children’s Fund. 
 

 
2006   Appeals Service becomes The 

Tribunals Service. 
 
Welfare Reform Green Paper 
published which proposes: 
 
Capital limit increase for Income 
Support, (income-based) 
Jobseekers Allowance – first 
increase since 1990. 
 
New Right to Reside and 
Habitual Residence tests 
introduced. 
 
WWRAS on the web! - the 
WWRAS website is launched. 
 
WWRAS commissioned by all 
District and Borough Councils to 
write benefits take-up strategy 
for them. 
 
WWRAS take-up work with older 
people raises a further £1.5 
million in this year. 
 
 

2007 A2 Nationals – Bulgaria and 
Romania join EU. 

 

 Welfare Reform Act 2002 
receives Royal assent. 
Employment and Support 
Allowance and new Personal 
Capability Assessment 
announced. 
 
National roll out of Local Housing 
Allowance announced. 
 
Government report to Social 
Security Select Committee rules 
out significant departures from 
means testing or towards a 
single working age benefit in the 
future. 
 
Tribunals Courts and 
Enforcement Act 2002 receives 
Royal assent – will eventually 
create first tier and Upper 
Tribunals headed by judges. 
 
WWRAS produces new leaflets 
and training on Local Housing 
Allowance. 
 
WWRAS awarded ISO 9001 
Quality Mark in recognition of its 
quality assurance procedures. 
 

2008 Local Housing Allowance 
introduced nationwide. 
 And introduces changes to 
administration and amounts of 
Housing Benefit for private 
tenants and some Registered 
Social Landlord tenants. 
 
Employment and Support 
Allowance launched together 
with new more restrictive 
assessment in the form of the 
Work Capability Assessment. 
 
Housing Benefit & Council Tax 
Benefit claims backdating limited 
to three months from October – 
(previously 12 months).  
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Government eventually backs 
down on this with some 
protection given for under 60’s 
with a phased reduction in 
backdating – reduced to six 
months initially then three 
months in 2009. 
 
Lone parents with youngest child 
of 12 no longer entitled to 
Income Support – this will be 
reduced to 7 or over from 
October 2010. 
 
Social Security Commissioners 
become the Upper Tribunal. 
 
WWRAS delivers Housing 
Benefit and Council Tax Benefit 
take up project in conjunction 
with all District and Borough 
Councils. This campaign raises 
£500,000 in additional benefits. 
 
We produce new training 
courses on Employment and 
Support Allowance which is fast 
becoming our biggest enquiry 
topic. 
 
 

2009 Welfare Reform Bill published 
Proposes: 
 
Abolition of Income Support. 
Restrictions on eligibility for 
Jobseekers Allowance and 
Employment and Support 
Allowance. 
 
Reform of Social Fund. 
 
Introduction of Health in 
Pregnancy Grants. 
 
Housing costs changes with new 
13 weeks waiting period. 
 
New standard rate of interest 
proposed and upper limit on 
loans. Two year limit on housing 
costs also announced for 
Jobseekers Allowance claimants. 
 
 

Child Benefit disregarded from 
Housing Benefit / Council Tax 
Benefit - take-up opportunities 
for WWRAS. 
 
Increase of capital limit for over 
60’s claiming Pension Credit, 
Housing Benefit / Council Tax 
Benefit. 
 
WWRAS starts benefits take-up 
project in Nuneaton and 
Bedworth Children’s Centres and 
with carers and their families in 
the Borough. This work is funded 
by the Nuneaton and Bedworth 
Area Committee and will go onto 
raise over £1.5 million pound in 
benefits and still rising! 
 
WWRAS commence work on a 
HMRC funded project to raise 
Tax Credit awareness and to 
increase amount of claims. This 
work will go on to raise over 
£230,000 in increased benefits. 
 
 

2010 New Coalition Government 
comes into power. 

 
Phased increase in State 
Pensions age announced 
between April 2010 – 2020 for 
women.  Further increases for 
men and women to 68 between 
2024 – 2046. 
 
Government announce re-
assessment of everyone on old 
style Incapacity Benefit at rate of 
11,000 per week from October. 
 

 June budget announces £11 
billion cut in welfare spending. 

 Benefit up rating will now use 
less generous Consumer Price 
Index instead of Retail Price 
Index from April 2011. 

 
 Reductions in Child Tax Credit 

and Child Benefit rates. 
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Health in Pregnancy Grants 
abolished, which were only 
introduced the year before. 
 

 Lone parents with child aged 7 or 
above no longer entitled to 
Income Support. 

 
Local Housing Allowance rates 
capped. 
 
Discretionary Housing Payment 
budget increased. 
 
New Disability Living Allowance 
medical assessment proposed 
from 2013. 
 
Universal Credit announced to 
replace most of means-tested 
benefits with single benefit  
 
Council Tax Benefit to be 
localised-scope and entitlement 
to be decided by each Local 
Authority. 
 
Benefit cap proposed of £500 
per week for working age 
households. 
 
Department for Works and 
Pensions Guidance for Local 
Authorities – emphasise value 
and importance of take-up of 
Housing Benefit and Council Tax 
Benefit. 
 
October Comprehensive 
Spending review – further £7 
billion of welfare cuts 
announced. 
 
Higher Rate Mobility component 
of DLA for severe visual 
impairment introduced. 
 
 
 

WWRAS joins the newly formed 
Warwickshire Financial Inclusion 
Partnership and secures funding 
through the partnership to deliver 
benefits take-up work across the 
county. 
 
WWRAS appeal referrals hit a 
record high and a new referral 
criteria is introduced to cope with 
current and anticipated future 
demand, particularly in light of 
changes to ESA. 
 
WWRAS embarks on a 
campaign with Stratford District 
Council to assist residents in the 
District whom have been 
identified by the Council as being 
in fuel poverty. This campaign is 
hugely successful raising over 
£140,000 in additional benefits 
with just £4000 of funding. This 
is a return of over £35 for every 
£1 invested in the project by the 
Council! 
 
 

2011 Green paper published on 
Disability Living Allowance 
replacement (PIP). 

 
 Welfare Reform Bill published. 
 
 Revised Work Capability 

Assessment introduced. 
 
 Child Tax Credit entitlement 

restricted. 
 
 Local Housing Allowance caps 

come into force-restricting 
entitlement to a maximum size 
dwelling of 4 bedrooms. 

 
 WWRAS celebrates its 25th 

anniversary. Benefit gains over 
our 25 year history are 
announced to be just under £50 
million. 
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LOOKING TO THE FUTURE 
 
As we celebrate 25 years of success we are also aware that significant 
challenges lie ahead. We are entering a phase of our history where our 
advice and expertise is needed by clients and agencies alike more than 
they have ever been. We are also living in an age of extreme austerity 
where Local and Central Government spending is being restricted more 
than ever before. 
 
WWRAS has never been an organisation that has rested on its laurels and 
we have responded to funding challenges and the wealth of changes that 
the welfare state has thrown at our clients over the years with innovation, 
enthusiasm and resilience. Our past successes, outlined in this report 
speak for themselves but it is to new success that we now look; to new 
ways of working in order to attract alternative funding streams; to new 
partnerships that will enable our skills and expertise to prosper and to a 
future where we face the challenges that lie ahead with renewed vigour 
and determination. 
 
We significantly contribute to Warwickshire County Council corporate 
strategies and objectives in a number of areas including Child Poverty, 
financial exclusion and the Personalisation agenda and continue to 
generate income for the local economy through our benefits take up work, 
which has seen us raise income levels in the county by a minimum of £50 
million over the past 25 years.  
 
The cost effectiveness of our work and significant positive outcomes that it 
generates for the most vulnerable residents in the county cannot be 
understated. We look forward to working with our Local Authority 
stakeholders and other partners to enable this invaluable and highly 
specialised work to continue for the benefit of Warwickshire residents for 
the next 25 years. We know this task is not an easy one in the current 
financial climate but it is essential to ensuring our survival in order that we 
can sustain our services for the many people that consider us such a vital 
lifeline. 
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STAFF as at 12th December 2011 
 
Chief Executive   Mark Stanyer  
Operations Manager  Stephen Watkins 
 
Appeals Workers   Rachel Wilcox 
     Jill Wood 
     John Harbinson 
     Mary Williams 
     Caroline Graham (started May 2010) 
Information and Training Sandra Corner  

 
Take-Up Workers  Ian Sidwell 
     Bal Sandhu (started October 2010)  
  
Admin Assistants   Sam Morgan 
     Denise Peach 

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

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

Mark Stanyer – Chief Executive 
024 7637 2069 x26 

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


