
Results from our seventh annual Client Feedback Survey  (with 
a record 419 completed questionnaires) showed that the 
public’s satisfaction is the highest since our surveys began.  
 

99.4% were satisfied with the 
overall level of service and 
99% said they were ‘certain 
or likely to recommend our 
service to others’. 
 

Comments included: �
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Our Aims 

 

To provide the advice that people need  
for the problems they face and 

 
To improve the policies and practices  

that affect peoples lives 
 

Our Principles 
 

The Citizens Advice Service provides  
free, independent, confidential and impartial advice  

to everyone on their rights and responsibilities.   
We value diversity, promote equality and  

challenge discrimination. 
 
We would like to thank the following funders:- 
 
· London Borough of Hillingdon 
· Hillingdon Primary Care Trust 
· Paradigm Community Grants 
· Hillingdon Community Trust 
· Hillingdon Homes Ltd 
· London Councils 

 
 
 

 

Our client profile for 2008-2009 continues to show that our services 
are succeeding in reaching all sections of our  local community, 
with over 70 nationalities using our services, from young adults to 
85+ and with proportionate representation of disabled people. 
 

Our services are regularly 
audited by Citizens Advice, and 
we were  re-awarded the 
Quality Mark at general help 
level after our audit in 2008-9. 

 

We were also re-awarded the 
Quality Mark at ‘with casework’ 
level in the Debt and Welfare 
Benefits enquiry areas. 

 

Training played a key role in maintaining the high standards of the 
service with 43 staff and volunteers attending 244 days of training. 
 
 
 
   

HILLINGDON ADVICE & INFORMATION LINE: 0844  848 7903 
Tuesday, Wednesday, Thursday: 9.30am to 12.30pm and 1- 3pm. 

Automated information service at other times.  
(Calls cost 5p per minute from a BT landline) 

 
 

 
 

www. hillingdon cab.org.uk  
 

For opening times, up-to-date information, a debt self-help pack, 
project reports, volunteer recruitment application packs, frequently 

asked questions and how to support us, visit our website. 
 

Published by Citizens Advice, www. advice guide. org.uk  - 
 

· Puts reliable, up-to-date information at your fingertips 
· Points to reliable sources of advice on a wide range of topics 
· In English, Welsh, Bengali, Punjabi, Gujurati, Urdu and Chinese 
 
 
 

 
 

HAYES CAB OFFICE, Hayes One Stop,  
49 - 51 Station Road, Hayes, Middlesex UB3 4BE 

 

RUISLIP CAB OFFICE, 9 Eastcote Road, Ruislip, 
Middlesex HA4 8BD 

 

UXBRIDGE CAB OFFICE, Civic Centre, High Street,  
Uxbridge UB8 1UW 

 
Registered office: Hillingdon and Ealing Citizens Advice, 

Key House, 106 High Street, Yiewsley UB7 7BQ 
Charity Registration Number 1045991.  Company Limited by Guarantee.  

Registered number 3028957 

‘ 

WEBSITE INFORMATION  

ADDRESSES & CONTACT INFORMATION 

TELEPHONE ADVICE LINE  

Commitment to Quality and Equality  2008 - 2009 Client Feedback 

 

A twin aim of the CAB service is to exercise a responsible  
influence on social policy and to campaign for improvements in 
policies and services where the evidence from our clients’  
enquiries indicates that this is needed.  
 

In this way we hope to benefit many more people than come to 
use the CAB by helping to prevent recurring problems. For  
example, our statistics on trends in enquiry issues are helping 
Hillingdon Council plan its response to the ‘credit crunch’. 
 

Motivated by our volunteer Social Policy co-ordinator, Alison 
White, our advisers sent 400 Bureau Evidence Forms  to  
Citizens Advice in 2008-9 to assist with national lobbying.  
 

Our evidence on the problems facing local  
people has been included in various Citizens 
Advice Evidence Reports to Government, 
MPs and other policy-makers.  
 

We also produced a Social Policy newsletter 
and gave detailed evidence on private land-
lords and letting agents to the LBH Policy & 
Overview Committee review. 

Campaigning for Change  



 

 
 

 

For the period April 2008 to March 2009 Hillingdon and Ealing 
Citizens Advice dealt with 25,937 enquiry issues through its 
bureaux and various projects.  The breakdown is given below. 
 
 
 

Volunteers at the Uxbridge CAB  
 
Outcomes of our advice work:   
 

In this year the total additional income gained for all our clients 
as a direct result of the advice and assistance we gave reached 
a total of £1,131,871, 13% above our target of £1 million.  
 

A further 333 ‘non-financial’ positive outcomes were achieved, 
up 41% on 2007-8. Of these 280 were in connection with debt  
and others in relation to housing, immigration and employment. 
 

Money Advice  
 

 
 
 
 
 
 
 
 
 
 

The levels of problem debt rose substantially in each quarter of 
the year, particularly mortgage debt. Overall, advisers in HECA 
dealt with 5,688 debt issues and gave assistance to people 
owing a total of £11,535,419 (up 66% on 2007-8).  
 

Money Advice for Tenants 
 

Our successful ‘fast track’ service for tenants 
with rent arrears, continued for a third  year 
funded by Paradigm Community Grants and 
Hillingdon Homes Ltd.  
 

Advisers dealt with 1,922 issues raised by 
tenants who owed a total of £1,365,220 in 
debts and negotiated affordable repayment 
plans to reduce the risk of losing their homes.   

 

 
 

Welcome to our Annual Report for the year 
ending 31st  March 2009.  
 
This was a year in which the impact of the 
“credit crunch” became ever more apparent. 
Local needs for advice and information rose 
substantially as people struggled to deal with 
unmanageable debts, new benefit claims and 
very real threats of redundancy bankruptcy and homelessness. 
 

It was also the year in which HECA achieved its best ever positive 
feedback from clients after four years of focus on improving 
access. Results from our 7th annual Client Feedback Survey  
showed that the public’s satisfaction is at its highest level since our 
surveys began in 2002-3 with ‘overall satisfaction’ reaching 99.4%. 
 

The impact the Hillingdon CAB service is making loc ally has 
risen substantially with 58.5% of clients surveyed saying that the 
service they received had made ‘a great deal of difference’ to 
their situation (compared to 31.8% in 2007-8) and 36.7% that it 
had made ‘quite a lot’ of positive difference.   

 

Financial outcomes  of our advice work brought real benefits for 
people in vulnerable households living below the poverty line and 
for local businesses where much of this additional income is spent. 
 

I must thank our volunteers (54 compared with 36 in 2007-8) and 
the pro bono solicitors who worked with our staff to make all of this 
possible, and all our funders, especially the London Borough of 
Hillingdon and Hillingdon Community Trust, for their support. 
 

As the year progressed our main funders turned to us with offers of 
additional resources to respond to the impact of the economic 
downturn and we are delighted with their ‘vote of confidence’ in our 
ability to make a substantial difference to the lives of local people. 
 

Next year will be the 70 th anniversary of the CAB in Hillingdon 
and also one in which we demonstrate that the service is as 
relevant now as it ever was: not only recognised by all sections of 
the community as the ‘first port of call’ for high quality advice and 
information but also acknowledged for its unique social policy input 
and responsive, accessible, innovative and good value services. 
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� ���    ����Chair of the HECA Trustee Board 
 

Refugee and Somali Projects 
 

These Hayes-based projects continued to 
achieve excellent results in their final year. 
Advisers handled 1,680 enquiries from local 
refugees and asylum seekers. 
 

Overall they gained £117,016 in additional 
income for some of the most vulnerable people 
in Hillingdon and helped to promote social 
inclusion, self-confidence and wellbeing. 

 

 

Children’s Centres Outreach 
 

A new service was set up in December 
providing advice and assistance to 
parents of young children at four of the 
new Children’s Centres in Hillingdon.  
 

Responding to strong levels of demand, 
the adviser dealt with 501 enquiry issues 
and helped parents deal with £91,797 of 
problem debt in just four months. 
 

GP Surgeries Outreach Project 
 

Our advisers ran weekly advice sessions 
at the Harefield and Yiewsley Health 
Centres and The Belmont Medical Centre.  
 

In 2008-2009 they dealt with 1,486 
enquiry issues, bringing in £235,190 in 
additional income for users of the 
outreach service and helping them deal 
with over £295,000 of debt. 
 

Financial Capability 
 

As an active member of the West London Financial 
Capability Forum, HECA further developed its interest in 
preventative work by delivering Energy Best Deal and 
Saving for Christmas sessions to a range of organisations. 
 

Mental Health Outreach  
 

Started as a pilot in 2005, our part-time 
money advice service for users of mental 
health centres in Hillingdon continued to 
be in great demand and advice was given 
in response to 914 enquiry issues. 
 

Additional income of £135,134 was gained 
for clients as a result of casework and 
assistance was provided with record 
amounts of debt (£272,090, up 53%). 
 

Six Wards Access Project  
 

A dedicated one-year advice service for 
vulnerable, sick and disabled residents of 
the six wards in the south of Hillingdon 
continued to September 2008.  
  
Funded by Hillingdon Community Trust 
the service gained residents a total of  
£107,299 in additional income and gave 
assistance with £372,782 of  debt. 

2008 - 2009 Outcomes  Chair’s Letter HECA Projects 

Type of Enquiry: 
Benefits 9,068 
Debt 5,688 
Housing 1,698 
Employment 1,468 
Legal 4,009 
Immigration 511 
Relationships 713 
Consumer 356 
Other 2,426 
Total 25,937 
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