
Service Update 
Starting in April, we have been offering Income Maximisation appointments at Ferndown Library one
day per week. With the additional drop-in sessions we currently hold, we are pleased to say we now
have a presence in Ferndown for four days each week. Additional Income Maximisation
appointments are also available at both Swanage and Upton Libraries.   

Swanage, like Ferndown, is an area of high demand for our services. We have started a new drop in
session at Herston Village Hall in Swanage, and hope to be able to expand this service in due course.
Swanage Town Hall has recently reopened and from the 8th June, we will return to our weekly drop-in
and appointment service. 

In April we successfully started the new weekly drop-in service at Lytchett Matravers Library. Demand
for the drop-in services at both Wimborne and Wareham offices remains steady. 

Despite the end of COVID restrictions there continues to be a much higher demand for both phone
and email access to our service. Balancing the provision of, with the demand for, our services
continues to prove challenging.

Our opening times and outreach locations are available on our website
www.edpcitizensadvice.org.uk/get-advice/in-person

Specialist Projects
Energy Crisis Response - We’ve had lots of enquiries relating to energy costs and energy advisers
from the energy unit remain very busy. We are already concerned about low income households
managing to stay on supply and this seems set to worsen with the price rise from 1st April 2022. We
have been successful in using our ‘Energy Bus’ to enable our advisers to get out in the local
community to ensure that people are aware of the support that they may be eligible for, and to offer
appointments to those that need more detailed advice. Locations included Swanage, Wimborne, and
Ferndown. 

Household Support Fund - We have received ongoing funding from Dorset Council to provide grants
to clients struggling with basic living costs. These grant applications are received and usually
processed within 2-3 working days, allowing the client to access this funding quickly. 

Cost of Living Response - We are visiting The Hive in Bovington on the 18th May to offer clients basic
advice and information about how to access further support including help with water costs and local
reduction schemes, energy advice, income maximisation advice and an EDI team member is
attending to promote equality and diversity in the community.

Surviving Winter Grants - We have processed Surviving Winter grants on behalf of Dorset
Community Foundation (DCF). Grants of £200 per household are made available to households in
Dorset and BCP Council areas. We work with local CA offices across Dorset and BCP to ensure that
households can access this grant. We issued 432 Surviving Winter grants and 125 of these were
provided through match funding from the Energy Saving Trust.
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Ensure our service is able to respond to and meet the increasing needs of our clients facing the
impact of the Cost of Living Crisis.
Develop new income streams in collaboration with the other Dorset Citizens Advice to ensure our
future stability with rising inflation costs.
Recruiting more volunteers to meet the rising demand is critical to the success of the service.
Raise our profile in the community, wherever possible working and supporting partnerships with
others. 
Sustain our specialist project funding to enable us to continue to provide a comprehensive service
to our clients. 

Specialist Projects - contd
Macmillan Project - We continue to provide advice to clients who are affected by cancer. We support
them to check eligibility for benefits and provide advice about income maximisation including
applying for a Macmillan Grant. 

Housing – This is an increasingly complex area, requiring a strong understanding of the legislation
and in particular local authority obligations to those being made homeless. Our Moving On Project
works specifically with vulnerable clients who are at risk of being made homeless and provides
support to try to help them remain in their home. 

Clients should be advised to contact us through our advertised channels to find out if they are eligible
to apply for any of this support.

Advice - Focus on The Cost of Living Crisis
Citizens Advice remains more in demand than ever before as local residents face the unprecedented
cost of living crisis whilst still going through the effects of the COVID pandemic. With energy costs
predicted to increase by 100% by October 2022, increases in National Insurance contributions and
inflation on an ever-increasing upwards trajectory, our clients continue to be concerned about how
they will afford to heat their homes and put food on the table. 

This quarter we have seen a continued rise in utility enquiries and an increase in debt enquiries and
we have yet to be affected by the full impact of the rises. Our advice team are working hard to keep
up with the demand and to ensure we can provide help and support to as many people as possible.
 
We will be out on the Citizens Advice Bus again on the 18th May. This time we will be at The Hive,
Bovington, 10.30am-2pm. We encourage you to signpost people to our services if they are looking for
support. We can help with benefits, debt, utility issues, and access to food parcels and other
charitable support.

Funding
We continue to work hard to maintain and develop sustainable funding for the core service and our
specialist projects. We are very grateful for the continued support from the Town and Parish Councils
this year, many of whom have provided an uplift in their grant awards. We are in the process of
reviewing our local fundraising activities. The successful Jive Nights have continued throughout the
pandemic and we hope to build on this activity to further develop our fundraising income stream.

Challenges
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Disability Living Allowance mandatory reconsideration was
successful and a high rate care was awarded and backdated
payment issued of £3000.

Universal Credit payments were increased by £250pm and a
backdated payment made of £2500.

Contacted Dorset Education Authority to arrange a letter
confirming eldest daughter is home schooled. This ensured
eligibility for the child element in Universal Credit and   
 continuing Child Benefit.

Rent arrears cleared using back payment of benefits.

Council Tax Support claim in place.

Applied for tenancy agreement to be put in Lucy’s name           
 only and ex-partner removed from agreement.

Lucy's Story*  

Lucy is a single mother with two children and is recently separated
from her long term partner. Lucy’s children both have health
conditions and are home schooled. They rent a three-bedroom
property from the Housing Association.

Lucy had a joint claim for Universal Credit but had to make a new
single claim. The claim needed support as they were not accepting the
eldest child as dependant and wanted proof of home education.

Lucy is IT illiterate and had to make a claim by phone. Lucy’s Disability
Living Allowance needed mandatory reconsideration as it had been
reduced from high rate care to medium care following a review 11
months previously. Lucy is in receipt of Carers Allowance and has rent
arrears and needed help with her Council Tax Support application.

Outcome:

*Client’s name has been changed to protect identity.
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2,199 people asked us for advice
with 5,365 issues

565 housing
issues

1,778 benefits
issues

592 debt
issues

370 consumer goods
issues

1,039 utilities/
comms issues

Contact us
New website:              www.edpcitizensadvice.org.uk 
Dorset Adviceline:     freephone 0800 144 8848, textphone 0800 144 8884, Mon-Fri 10-4pm 
                                    
                          @CitAdviceEDP                        edpcitizensadvice       .... please follow and share!

Clients say...   
“The Universal Credit people have back dated our claim, we should get that next
week, so we will have enough to bring the mortgage up to date and will be able to
clear some debt, which is a real relief, I really can’t thank you enough for all your
help you are a blessing.”

“The people who I spoke to were extremely helpful and I could not have done it
without their help. They informed me what was available to my son and then
helped me through it.”

“S is an absolute star in my eyes. I would have not got anywhere on my own. She is
an asset and I am very grateful for all of her help.”

“You were amazing and for once someone understood.”

Citizens Advice
EDP Q4 2021/2

The top issues faced were:

4% of all activity was face to face
36% of all activity was by email
40% of all activity was by
telephone 

Clients spanned a
wide age range and
59% were between
30 and 59. 

£569,661  income gained,
including Universal Credit,
other benefits and tax credits

We have over 50
volunteers and 28 paid
staff and help
approximately 5,000
clients each year

http://www.edpcitizensadvice.org.uk/

