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East Dorset and Purbeck
Mar 2022 Stakeholder Quarterly Update

Service

We are now open for drop-ins at our Wimborne office, Wareham office, Ferndown Library and The
Centre, Ferndown. From 1st April, Lytchett Matravers Library and 4th April, Herston Village Hall.
Swanage Town Council outreach remains unavailable. Our advisers continue to provide advice by phone,
email/online and face-to-face appointments. Telephone advice is provided Monday to Friday 10am-4pm
through Dorset Adviceline 0800 144 8848. 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 our
Fighting Fuel Poverty project remain very busy. We are already concerned how households that are on a
low income are managing to stay on supply and this seems set to worsen once prices rise from 1 April
2022. We have been able to make use of an ‘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 include Swanage, Wimborne, and
Ferndown.
Surviving Winter Grants - We have been processing 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 the local CA offices across Dorset and BCP to ensure that households
can access this grant.
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.
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

The cost of living crisis has grown in scale and impact over the last six months, with inflation reaching
generational highs and yet to peak. Energy bills could rise by £700 in April when the price cap increases,
pulling around two million people into fuel poverty overnight. Citizens Advice is most worried about those
on the lowest incomes - our advisers are already seeing people face desperate choices between heating
and eating. The scale of this crisis is unlike anything we’ve seen even in the pandemic. Strikingly we’re
helping more people with crisis support like food bank referrals and access to grants because they simply
can’t pay the bills or put food on the table. The average energy debt now stands at £1,450, up from £1,330
in 2020. We have specialist advice services available through our Dorset Energy Advice Unit, as well as our
Income Maximisation advisers.

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.
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Challenges

Develop new income streams in collaboration with the other Dorset Citizens Advice.
Ensure our Service meets the needs of our clients post-COVID.
Raise our profile and seek to develop new partnerships.
Sustain our project funding to enable us to continue provide a comprehensive service to our clients.
Implement the service developments identified in our Business Plan.

Carly's Story*
Carly’s husband died in 2021 and she remained in the family three-bedroom home,
which was rented from the council, as a carer for her three adult sons. Carly was on
Universal Credit including housing and carer element, plus Council Tax Reduction.
Carly was overwhelmed by everything she needed to do and had no idea who the
household energy account was with.

Outcome:
Benefit check was completed and Carly was advised on a potential benefit
increase; in particular, £75.53 a month increase on the housing element.
Carly was advised about full entitlement to bereavement support.
An appointment was arranged with third party organisation to apply for PIP.
We referred Carly’s sons for benefit advice and support with their consent.
Carly’s energy account was updated with meter readings, and Carly was advised
to provide regular readings.
Carly’s account debit was resolved with Surviving Winter Grant of £200; Summer
Support Grant of £200 and £60 credit from British Gas following a complaint.
Carly applied for and was awarded a Warm Home Discount of £140.
Tariff check completed and Carly was advised that the best tariff is to remain
with present supplier. Carly was provided with links for tools to check tariff
herself.
Provided with energy saving tips to reduce consumption which the whole
household is working towards.
Carly was advised to review expenditure, change insurances and review TV and
broadband packages. The whole household is working to reduce expenditure.
*Client name has been changed to protect identity
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1,527 people asked us for advice
with 4,564 issues

The top issues faced were:

1,418 benefits
issues

871 utilities/
comms issues

574 debt
issues

£575,517 income gained,
including Universal Credit,
other benefits and tax credits

221 consumer goods
issues

513 housing
issues

39% of all activity was by email
49% of all activity was by
telephone

We have over 50
volunteers and 34 paid
staff and help
approximately 5,000
clients each year

Clients spanned a
wide age range and
61% were between
30 and 59.

Clients say...
"A professional and patient service that has been greatly appreciated"
"I was diagnosed with advanced cancer and homeless. I now have a flat in
Christchurch and am currently undertaking radiotherapy. As I write this I feel so
grateful and tearful, S and Z helped me beyond measure."

"My adviser was amazing, she got me a new home and helped me sort out all my
Universal Credit and PIP which I didn't know where to start. Without her help my life
would be a complete mess."
"A HUGE thank you for L, she has been absolutely fantastic and faultless in her
support and actions helping me deal with British Gas mainly but with advice and help
in a difficult time. She is straightforward, knowledgeable, direct, reliable, consistent,
patient, dedicated and precise. A huge positive member of your team. During difficult
times she has been a constant and helpful member of your team. I am very very
grateful for everything she has done."

Contact us
New website:
Dorset Adviceline:

www.edpcitizensadvice.org.uk
freephone 0800 144 8848, textphone 0800 144 8884, Mon-Fri 10-4pm

@CitAdviceEDP

edpcitizensadvice

.... please follow and share!

