
Our impact in 2023/24  
   

The difference we   

make to Hounslow 
 

 
 
 

 



We are Citizens Advice Hounslow 

 
Every year thousands of people come to 

us for help solving their problems.  

 

This means we’re an important part of 

the community, with a credible  

understanding of local needs.  

 

We use this to tailor our services and 

help improve local policies and  

practices. 

 

 

 

 £29,291,908 
 saved by government and public  

 services last year.  

 

That’s £27.15 for every £1.00 invested in 

our service. 

 

 

 



 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

Chair’s report - John Murray & Christopher Albrow  
 

We are pleased to present our Report, highlighting another successful and positive year for 
Hounslow Citizens Advice HCA. 

 
The team of volunteers and staff have developed a very real sense of unity and support for 

each other. In our view, this is the way in which we can achieve harmony and efficiency within 
the office environment. More importantly, local communities are served with competent 
support and guidance by a happy, knowledgeable and content team. 

 
These outcomes cannot be achieved without sound and strong leadership. In this sense our 

CEO, Aiman Elal and his team have continued to work tirelessly throughout a difficult and 
challenging period. 
 



 
  

 In January, we received a compliance visit from Amanda, our Performance Assessor, 
(Leadership Assessment) at Citizens Advice. We are delighted to report that HCA achieved an 
overall rating of GREEN. To achieve this assessment level is, in the most part, due to the 
leadership and drive exhibited by Aiman. And also to the considerable work of everyone 
concerned with the records and quality of advice within HCAB. 

 
We continue to receive significant funding, thus, we are able to continue to support and 

advise our local communities. Our financial position is strong. We wish to thank Brenda Otto 
for her hard work in maintaining a strong financial base for HCA. 

 
In conclusion we thank all volunteers and staff for the continuing effort and commitment in 

helping the vulnerable in our communities. And not forgetting the guidance and support we 
get from our fellow Trustees. 

 



 
                                                                                            
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

Treasurer’s report - Brenda Otto  

Hounslow Financial Report 2023/24 
 

I am pleased to present the Treasurer's Report for the financial year ending 31 March 2024. This report provides an 

overview of our financial performance, including key income and expenditure figures, financial outcomes, and future 

financial planning. 

FinancialxOverview 
The charity achieved an overall surplus of £18,412 for the 2023/24 financial year, an increase compared to the previous 

year's surplus of £8,488. This surplus was largely due to increased funding activities and delays in recruitment to vacant 

positions. Total income for the year was £1,147,888, while total expenditure amounted to £1,129,476. 

 

Income 
Our income streams for 2023/24 were derived from a mix of grants, donations, and other charitable activities: 

• LB Hounslow Grant: £415,000 (our largest single source of funding) 
• CAB-Help through Hardship: £235,220 
• CAB-Help to Claim: £185,671 
• Lottery Grant: £64,770 
• Trust for London: £61,183 
• Other grants and donations: £185,044 (including Thames Water Trust, Henry Smith Grant, and City Bridge Trust) 

 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

We are grateful for the continued support of our key funders, particularly LB Hounslow, who also 

provide our Feltham office space with an in-kind rent subsidy valued at approximately £15,000 per 

annum. 

Expenditure 

Our expenditure aligns closely with our core mission to deliver advice and support services to the 

community. Key areas of spending included: 

• Wages and Salaries NI AND PENSION: £1,006,729 
• Operational Costs: £14,722 (CA subscriptions, office expenses, travel, and translation 

services) 

• Depreciation: £6,058 (related to the purchase of a Mobile Advice Unit) 

Our staff and volunteers are our most valuable resource, and their dedication enables us to support 

thousands of clients across the borough. 

Financial Position 

As of 31 March 2024, the charity's total funds stood at £684,293, comprising: 

• Unrestricted Funds: £445,274 

• Restricted Funds: £239,019 

 
 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

We maintain robust reserves to ensure long-term financial stability. Our cash at bank and in hand 

stood at £839,199, providing adequate liquidity to support ongoing service delivery and future 

contingencies. 

Financial Outcomes and Impact 

In 2023/24, we secured over £15 million in financial benefits for our clients, including: 

• £11.56 million in benefits income gains 

• £2.97 million in debts written off 
• £95,425 in reimbursements for clients 

• £56,069 in repayment rescheduling 

Additionally, pro bono legal advice from local solicitors was valued at approximately £600,000, 
significantly enhancing the support available to our clients 

Risk Management and Sustainability 

The trustees continue to monitor financial and operational risks through an annual review and 

established mitigation procedures. Our primary financial risk remains ensuring long-term 
sustainability, which we address through prudent reserves management and diversified funding 

efforts. 

 

 



 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Future Financial Planning 

Looking ahead, we anticipate increased demand for our services due to the ongoing cost-of-living 

crisis and the Universal Credit Managed Migration. Our strategic priorities include: 

1. Securing additional funding to expand our advice services and outreach efforts. 

2. Investing in staff training to handle increasingly complex client cases. 
3. Enhancing service delivery through the Mobile Advice Unit and partnerships with external 

agencies. 

We remain committed to providing high-quality, accessible advice to the community while 

maintaining financial prudence and transparency. 

Acknowledgements 
On behalf of the Board of Trustees, I extend our sincere gratitude to our CEO Aiman Elal for his 

leadership positive outlook and determination, and our funders, partners, staff, and volunteers for 
their invaluable contributions. Your support ensures that Hounslow Citizens Advice can continue to 

make a meaningful difference in the lives of those we serve. 

Brenda Otto 
Treasurer 
26th March 2025 

 

 



 
 
 
 

  

Chief Executive’s report - Aiman Elal 
It is an absolute honor to be with you today at our Annual General Meeting. This past year has been 

one of incredible challenges, but also of remarkable achievements. As we reflect on our journey, I want 

to begin with a heartfelt thank you to our dedicated staff and volunteers. Your unwavering 

commitment, resilience, and passion have been the driving force behind everything we have 

accomplished. You are the heart and soul of Citizens Advice Hounslow, and I am truly grateful for each 

and every one of you. 

 

I also want to extend our deepest gratitude to our funders, particularly the Local Authority, and all our 

partners who have supported our work. Your investment in us is an investment in the lives of thousands 

of residents who rely on our services. Without your support, we simply could not do what we do. 

 

This year, our work has never been more vital. We have helped over 15,000 clients with nearly 70,000 

issues, achieving an unprecedented £15+ million in financial gains for those in need. These are not 

just numbers – they represent families who can now keep a roof over their heads, individuals who can 

heat their homes, and parents who can put food on the table. 



 
  

The cost of living crisis continues to weigh heavily on our community. Rising homelessness, financial hardship, 
and the increasing demand for crisis support have made our services indispensable. Over 60% of our work has 
been focused on welfare benefits, with housing and debt issues following closely behind. The statistics are 
stark: 66% of our clients live below the poverty line, and over 55% have a disability or long-term health 
condition. These are real people facing real struggles – and we are their lifeline. 
 
But beyond the statistics, the true impact of our work is seen in the lives we touch. I think of the mother who 
was on the verge of eviction but, thanks to our intervention, secured stable housing for her children. I think 
of the elderly gentleman who was struggling with unmanageable debts but now has a fresh start because of 
our expert casework. These stories remind us why we do what we do. 
 
We have also strengthened our reach, expanding our services through our Mobile Advice Unit, bringing help 
directly to the most deprived and isolated areas of Hounslow. We have forged new partnerships, ensuring 
that no one in need is left behind. And through our relentless advocacy, we continue to push for systemic 
changes that will create a fairer and more just society. 

 



 
 
 
 

 
Despite these successes, we know the challenges ahead are immense. Demand for our services has 

nearly doubled compared to pre-pandemic years, and we are at capacity. We need more resources to 

meet this growing need. Our message today is clear: we cannot do this alone. We need continued 

support, more funding, and greater collaboration to ensure that every resident of Hounslow has access 

to the help they need. 

 

To our staff, volunteers, funders, and partners – thank you. Your dedication fuels our mission, and 

together, we are changing lives. Let’s continue to stand together, to fight for fairness, and to ensure 

that no one in our community faces their struggles alone. 

 

Thank you. 

Aiman Elal  
Chief Executive Officer  



  

This is Ivan 

 
Ivan is an example of one of the  

people we helped.  
 

Last year, we saw 15,143 people  

about 66,957 issues.  
 

Ivan’s story shows how we help  

people solve their problems, and why  

this is important.  

  

 

 
 
 



 

 
 
 

What we do 

 

 

We help people with a range of  

problems including issues with  

housing, debt, benefits, employment,  

relationships and consumer rights. 

 

Sometimes people have more than  

one issue they need help with. 
 

 

 



 

 

How we help 

People access us in different ways:  

 

31% 

face-to-face 

49% 

telephone 

16% 

digital channels 



 
 
 

How we help 

 
 
 

People often come to us with  

multiple or complex problems. 
 

We can deal with most of the  

issues people come to us with,  

tailoring our advice to their needs. 

 

 



Our advice is effective  

 
Problems don’t happen in isolation  
and can have severe consequences.  
 
Solving them stops these situations  
escalating. 
 
We help thousands of people like Ivan. 

 

 
8 in 10 people 

said their problem was solved following 

advice, and 3 in 4 of them said they could 

not have resolved their problem without us 

9 out of 10 people 

said we helped them find a way forward 

 
 
 
 



 

The difference it  

makes  

 

The wider impact of advice – what we  

achieve as a result of solving problems  

and providing support – is just as  

important. 

 

86% 

said they felt less stress,  

depressed or anxious as  

a result of the help they  

received from us. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



Our impact  

             

Around 4 in 10              
had more money or control  

of their finances 
  

Over 4 in 10                        

had a more secure  

housing situation 
 

6 in 10  

felt less stressed,  

depressed or anxious 

 

 
                                                                  

Around 4 in 10  
found it easier to do their job or  

find a job  
 

Over 4 in 10 

felt they had better relationships 

with others 

6 in 10 

found it easier to manage  

day-to-day 

 



Why fixing problems matters 

If left unsolved, problems don’t just affect the individual – 

they affect this community.  Solving them creates considerable value to society. 
 

Over 9 in 10 

people we help 

say that their  problem 

negatively affected 

their life 

Around 1 in 5 

people are not 

confident using the 

internet, including to 

search for information 

online 

 

 

 

3 in 5 people 

Lack confidence in  

taking action to solve  

their issue  



    Our value to society  

 
 

For every £1 invested in our service in 2023/24, we generated: 

 

£3.42 
in savings to   

government and  

public services  

(fiscal benefits) 

 

Total:  
£3,690,040 

£27.15 
in wider 

economic and  

social benefits  

(public value)      
 

Total:       

£29,291,908        

£21.25 
in financial value  

to the people we  

help (specific  

outcomes to  

individuals) 

Total:  
£22,934,052 



    How we calculate our financial value 
 

 It’s impossible to put a financial value 

 on everything we do – but where we 

 can, we have.  

 

 We’ve used a Treasury-approved  

 model to do this. 

 

 From our robust management 

 information, we’ve also separately  

 considered the financial benefits to  

 the people we help. 

● Keeping people in employment 
or helping them back to work 
 

● Preventing housing evictions 
and statutory homelessness 

● Reducing demand for mental 
health and GP services 

● Improving mental wellbeing and 

positive functioning 

● Improved family relationships 



 Our value to this community 

 
 

 Our savings to the public purse 

 include:  

£412,838 

saved by local   

                     government, 

       through reducing 

       homelessness 
  

 Maximising the income for those 

 we help prevents more costly 

 intervention.  

This helps reduce financial difficulty, promotes 

inclusion and benefits the economy. 

This is only one fraction of our true value. We also: 

• help clients negotiate local processes, such 

as welfare reform changes 

• help local authority rent and council 

tax arrears to be rescheduled, and 

reduce the associated administrative 

costs

  
 



 

This is Amy 
 
 

The wider value of volunteering 

People like Amy give their time,  

skills and experience to enable us  

to reach as many people as we do. 

 

There are also has considerable  

benefits for them too, such as  

improved employability.  

 

This year our trained volunteers  

gave up £255,948 worth  

of volunteering hours to help  

deliver our services.



Helping people through the ongoing crisis.   

 

As the cost of living crisis continued to bite in 2023/24, Citizens Advice Hounslow helped 

thousands of residents in need of crisis intervention and long-term support.  

 

Citizens Advice Hounslow continued to serve residents by phone, email, webchat and face 

to face, to get them though challenging times.  

 

  

     100% of clients surveyed would recommend us. 

 

                

97% of clients are more aware of their rights. 

 



Local Delivery  
 

CORE Advice Services 

 
Our advice services are delivered by our amazing team of staff and volunteers including Assessors, Advisers, 

Caseworkers, IT support, Receptionists and Administrators. They are supported by Supervisors, Service Delivery 

Managers, the Office Manager and the Head of Advice Services.  

 

Most of our CORE work involves helping residents with welfare benefits, debt, housing and crisis support cases. 

We also help with relationship & family issues, employment, immigration, utilities and communication, and 

consumer law.  

 

Clients can access the service in person, by phone or through digital channels. We also receive direct referrals 

from local organisations with whom we collaborate to better support vulnerable residents.  

 



On their first contact with the service, all clients receive an initial assessment. The purpose of the assessment is 

to briefly explore the client's problem and find the best way forward suited to the case and the client’s capacity 

to take action. Following this, we may give clients information and advice, or we may book an appointment with 

one of our advisers.  

 

We regularly advocate for those who are vulnerable through physical or mental health issues, language barriers, 

digital exclusion or other adverse personal circumstances. However, sometimes we may require to signpost or 

refer clients to an external organisation better placed to deal with a specific issue or a particular area of the law.   

 

We offer phone, video and digital support in addition to face to face services at our offices in Chiswick and 

Feltham, as well as advice at outreach venues within the borough at various foodbanks and community centres. 

 

Since the costs of living crisis began, the demand for our services has dramatically intensified. Our intervention 

to maximise incomes and reduce debt, has been vital to thousands of Hounslow residents in hardship, and to 

those facing the risk of becoming homeless.  

  



Our Projects  
 

Trust for London 

The project stems from the increased demand for complex welfare rights casework and representation locally, 

which began with the cost of living crisis. The demand for help with welfare benefits claims has continued to 

soar, resulting in many negative decisions that require a legal challenge with the help of a specialist caseworker, 

who can look into the legislation and resolve complicated issues linked to immigration status, unfair 

assessments, incorrectly calculated benefit awards, sanctions and related issues.  

National Lottery  

 

The aim of the project is to support people with the cost of living crisis, through the provision of debt and 

welfare benefits specialist casework to manage problem debt and secure financial stability through successful 

income maximisation. Due to an increasing complexity of issues, our clients have been needing practical 

ongoing support in most of the cases we are presented with; however, our welfare benefits, debt and housing 

advice services are oversubscribed. The National Lottery project has enabled us to enhance our capacity to 



advocate for residents in negative budgets, unable to cope with rising costs, to avert the risk of homelessness, 

debt enforcement and disconnection of utilities.   

 

Core Services Donation Fund – Innovation 

 

Through this pot of funding from Citizens Advice, we purchased an Advice Mobile Unit to enhance our 

geographical presence in the borough and reach those who cannot come to us, serving in particular some of 

the more deprived and isolated areas in Hounslow where client engagement rates tend to be low.  

 

Universal Credit Help to Claim 

 

The project has been designed to assist residents make a first claim for Universal Credit, from their initial log in 

details up to when they receive the first payment. The project is delivered by phone and webchat.  People who 

need our help to claim UC can call the free national Help to Claim number 0800 144 8 444. Calls are routed to 

our internal phones and in case we are unable to take a call, we call back the client within 48 hours. 

 



Help Through Hardship 

We are part of the Help through Hardship initiative set up by Citizens Advice jointly with the Trussell Trust, 

thanks to which a national helpline was set up specifically to support people facing an immediate financial crisis. 

Our advisers working on the helpline can immediately issue foodbank vouchers coupled with to holistic advice, 

to help clients tackle the underlying causes of their crisis and restore some financial stability. 

 

Henry Smith Project 

This is a money advice project that specifically supports people with mental health issues, in recognition of the 

link between debt and mental health, and the fact that the number of people experiencing mental health 

problems has intensified with the cost of living crisis. The aim is to achieve more financial stability and wellbeing 

for clients, hence our work encompasses budgeting and debt advice, as well as looking at ways to increase 

income through benefits claims, charitable grants and discretionary payments made available by local 

authorities, trusts and charities. 

 

 



Greater London Authority (GLA) Project 

 

Working in particular with faith and community groups, this project is aimed at providing preventative crisis 

support to low income households in response to the cost of living crisis, reaching residents at risk of exclusion. 

The work involves helping clients identify and secure sources of financial support toward increased energy costs 

and other essential household expenditure. The project also raises awareness of cost of living support at events 

around the borough, as well as training frontline workers of other local partner organisations, like faith and 

community groups, to become Advice First Aiders, thus building local capacity to support more residents in 

need. 

 

Thames Water Debt & Digital Coaching 

 

Debt project funded by Thames Water Trust to support clients in financial difficulty, in particular those who are 

more vulnerable and unable to deal with the debts including water and sewerage arrears without support, 

targeting specifically some of the most deprived areas in the borough. Our Debt Adviser also offers income 

maximisation through grants applications, welfare benefits claims and practical assistance to access online 

services and navigate them.  
 



Examples of our work 
 

 

 

  

 

 

 

  

 

 

 

 

 

 



 

   

 

 

 

 

    

  

 

 

 

 

 

 

Managed Migration to Universal Credit 

Our Client, Ms P, had received a Migration Notice from the DWP. The deadline to claim Universal 

Credit (UC) was imminent and Ms P needed our help as she did not understand how this would 

affect her financially.  

Ms P is a lone parent and appointee for her disabled son. He is in receipt of UC and Personal 

Independence Payment (PIP), while Ms P is in receipt of legacy benefits such as Carer’s Allowance 

(CA), Income Support (IS) and Housing Benefit (HB). In addition, Ms P is getting PIP for herself 

and Council Tax Reduction (CTR), minus a small contribution.   

Having to change benefits to UC was giving Mrs P anxiety and sleepless nights.  

Our Help to Claim Adviser found that Ms P had missed out on the Severe Disability Premium, as 

both her and her son receive PIP ‘daily living’ and no one receives CA for her. Ms P was dismayed 

no one had told her this before.  

We helped her request an extension to maximise her legacy benefits, as she may not be able to 

recoup this ‘transitional protection amount’ later if she applied for UC now. We helped her 

request the SDP to be paid and backdated. We made sure she got two-weeks run on of IS and 

HB. We also secured for the client a charitable grant of £300.00, a DHP of £91.15 per month for 

a year, and full CTR after claiming UC.  

Thanks to our intervention, the client was better off by nearly £5,000, did not lose out 



   

 

 

 

 

    

  

 

 
 

 

 

   

 

 

 

 

 

  

Personal Independence Payment appeal  

Miss R approached CA Hounslow for help with appealing a PIP decision, where she had been 

awarded 6 points for Daily Living and 4 points for Mobility. She felt her health conditions affected 

her day to day living and was unable to work due to her limitations. We noticed a shortfall in her 

rent due to deductions in UC Housing Element for a non-dependant; therefore, her income was 

very low. A PIP award would remove the non-dependant deductions, which would also alleviate 

some of her financial difficulties. 

We assisted her by requesting medical evidence supporting statements and then drafting a PIP 

appeal submission to the First Tier Tribunal. (FtT). 

Miss R was awarded PIP standard rate Daily Living and standard rate Mobility component 

backdated to March 2023 and valid until March 2028 for a total of 5 years. The FtT attributed Ms 

R a score of more than 8 points in the ‘Moving around’ component, making her automatically 

eligible for a freedom pass and a blue badge. 

Miss R is financially better off by approximately £405 per month, and the total financial increase 

from PIP is worth £26,351 over five years until 2028, without counting future increases in rates.  PIP 

also lifted the non-dependant deduction from her UC award, another financial gain. Miss R was 

deeply grateful to CA Hounslow and our specialist caseworker. 

 

 



  
 

Debt Relief Order 

Mr S. is married, lives with his 5 dependant children in a three-bedroom property, is unemployed 

and receives Universal Credit, Child Benefit, and Council Tax Support. He had a deficit budget 

of -£1,825, rent arrears of £8,000, income tax arrears of £1,464 and credit card debts of £27,956, 

having to use credit cards and loans to pay his debts and his bills. 

Our debt caseworker did a benefits check to ensure that the client was getting the correct 

benefits entitlement, while exploring all the viable debt management options. Due to the level 

of debt and the unfeasibility of maintaining any long-term repayments, a Debt Relief Order was 

the most suitable option. Our caseworker submitted an application for a Debt Relief Order that 

was approved, writing off a total debt of £37,420. 

Even though the rent arrears were written off, Mr S. was still liable to make ongoing payments 

toward the shortfall on his rent not covered by Universal Credit, due to the Local Housing 

Allowance. Our caseworker assisted Mr S. with an application for a Discretionary Housing 

Payment to cover the £300 shortfall, which was also successful, preventing the risk for the client 

and his family of becoming homeless.  

Mr S. was overjoyed happy about the outcome, saying: “You have given me a new lease of life 

and I feel that both my mental health and my personal wellbeing are much better now”. 



Annual Report 

Impact of our Advice in 2023/24 
 

We have robust evidence of the effectiveness of our advice provision, showing that our service really works: 

15,143 unique clients helped with 66,957 problems 
 

• Welfare benefits 39,322 issues 

• Debt 4,407 issues  

• Housing 7,030  issues  

• Employment 1,309 issues 

• Charitable support & foodbanks 4,627 issues 

• Immigration 1,457 issues 

• Other issues 8,805 
 

£15,081,456 Financial gains - income gained through benefits/tax 

credit awarded, backdated or reinstated, debts written off or 

renegotiated, and discretionary payments. 
 

 

55% of our clients are either disabled or have long term health problems. 

49% of our clients are from BAME communities.   

 
 

  

Pro-bono advice = £600,000 

A large range of specialist providers 

help us in delivering ‘enhanced services’ 

Volunteering 

Our advice is delivered by 

volunteers in a variety of roles. During 

2023/24 the economic value of 

volunteering for Hounslow was worth 

£255,948 



   A huge thanks to:  
 

▪ All our Volunteers and Staff 

▪ Trustee Board members 

▪ Citizens Advice 

▪ London Borough of Hounslow 

▪ Trust for London 

▪ Thames Water Trust  

▪ National Lottery 

▪ Henry Smith Charity 

▪ Community Solutions Partners 

 

▪ Department for Work and Pension  

▪ Hounslow Community Food Box 

▪ Hope Church foodbank 

▪ Riverside Vineyard foodbank 

▪ Isleworth & Hounslow Charity 

▪ Local Solicitors for their support 

▪ GLA 

▪ Other Funders and Donors  

▪ Faith organisations and community groups 

that work with us  

  

 
 

 

 



 
 
 
 
 
 
 
 
 
 
 
 
 
 

              @CabHounslow  

 
  

Citizens Advice Hounslow 
      

    

   Hounslowcabs.org.uk 
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