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x J%#.!*&D7*,!@#?&.!,%&!A1''&.,!)$$712,!,7!Bate of clients’ experience of receiving CAB advice across 
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x G?&2! ,%7.&! $'#&2,.! E#,%! %#@%&*! #2$78&! *&D7*,&B! ,%),! ,%&! D*76'&8! A7*! E%#$%! ,%&/! %)B! .71@%,!
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x A universal advice service is vital in ensuring that all clients’ issues can be!B&)',!E#,%!#2!)!%7'#.,#$!
way, managing the complexity of vulnerable people’s lives. Clients’ economic, social and health 
D*76'&8.!E&*&!7A,&2!#2,&**&'),&B!#2!$78D'&S!E)/.C!8)2/!$'#&2,.!E%7!.71@%,!)B?#$&!#2!72&!)*&)!
7*!B78)#2!c&F@F!6&2&A#,.d!)'.7!*&D7*,&B!B#AA#$1',#&.!#2!)27,%&*!c&F@F!B&6,^!%71.#2@dF!5,!'&).,!>\h!7A!
71*!.)8D'&!E&*&!B#.)6'&B!7*!%)B!'72@!,&*8!%&)',%!D*76'&8.i!E&*&!D&*8)2&2,'/!.#$4!

x ]&!A712B!)!*)2@&!7A!B#AA&*&2,!71,$78&.!$71'B!6&!),,*#61,&B!,7!,%&!-59!#2$'1B#2@!%78&'&..2&..!
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x K2!87.,!$).&.^!$'#&2,.! *&D7*,&B! .#@2#A#$)2,! *#.&.!#2!D&*.72)'!%&)',%!)2B!E&''6&#2@!).! )! *&.1',!7A!
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x Overall, taking into account financial outcomes and ‘softer’ outcomes such as improved health 
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provision of advice from adviser to individual.’; !
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6/!$'#&2,.!%)?&!,7!6&!*&A&**&B!,7!7,%&*!)@&2$#&.!61,!91*&)1S!)*&!.,#''!)6'&!,7!%&'D!E#,%!)!?&*/!E#B&!
*)2@&! 7A! #..1&.! A*78! &8D'7/8&2,! B#.D1,&.! ,%*71@%! %71.#2@! )2B! $72.18&*! 8),,&*.!,7! B&6,! )2B!
6&2&A#,! &2a1#*#&.F!-59S! %)?&! )! D*7,7$7'! A7*! $')..#A/#2@! )*&).! 7A! )B?#$&^! E%#$%! )*&! *&A&**&B! ,7! ).!
B78)#2.! 7A! )B?#$&F!K2! 9),%! )2B! 37*,%_G).,! 078&*.&,^! )'87.,! )''! )B?#$&! #.! @#?&2! 6/! ,*)#2&B!
?7'12,&&*.F!

-59 _953G0!E).!A7*8&B!#2!;<=<!6/!,%&!8&*@&*!7A!,E7!'72@!&.,)6'#.%&B!61*&)1S^!9),%!)2B!Q#.,*#$,!
-#,#`&2.! 5B?#$&! 91*&)1! )2B! 37*,%! G).,! 078&*.&,! -#,#`&2.! 5B?#$&! 91*&)1F!K,.! 6712B)*#&.! )*&!
$72,#@171.!E#,%!,%7.&!7A!,%&!12#,)*/!'7$)'!)1,%7*#,/!E%#$%!%).!)!D7D1'),#72!7A!)671,!=R[^<<<F!J%&!
61'4!7A! -59_953G0’ funding comes from a commission from the Banes and North G).,!078&*.&,!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

1  See, for example, the creation of the Inspiring Impact consortium at http://inspiringimpact.org/ 
2http://www.publications.parliament.uk/pa/cm201012/cmselect/cmpubadm/902/90208.htm#n178 
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Y7$)'! 51,%7*#,/F!5! ?)*#&,/! 7A! 7,%&*! A12B&*.! .1DD7*,! D)*,#$1')*! D*7U&$,.! )2B! #2$'1B&! ")$8#'')2^!
Children’s Centres, Wessex Water and The Big Lottery.!

J%&*&!)*&!,%*&&!7AA#$&.^!72&!&)$%!#2!9),%^!b&/2.%)8!)2B!"#B.78&*!37*,72̂!#2!)BB#,#72!.&*?#$&.!)*&!
D*7?#B&B! #2! -712$#'! B*7D_in centres, children’s centres, doctors’ surgeries, a mobi'&! 7AA#$&! )2B! )!
()8#'#&.!-'16F!K2!,%&!A#2)2$#)'!/&)*!;<=;i=W^!RVRV!$'#&2,.!E&*&!@#?&2!)B?#$&F!"7.,!7A!,%&.&!%)B!)2!
#2#,#)'!#2,&*?#&E!#2!)!@),&E)/!,*#)@&!./.,&8^!&#,%&*!A)$&_,7_A)$&!7*!72!,%&!,&'&D%72&F!!5671,!%)'A!7A!
,%&.&!*&a1#*&B!A1*,%&*!%&'D!#2!A)$&_,7_A)$&!&2@)@&8&2,!E#,%!)2!)B?#.&*^!7A,&2!2&&B#2@!87*&!,%)2!
72&!)DD7#2,8&2,F!-78D)*&B!E#,%!,%&!D7D1'),#72!7A!9),%!)2B!37*,%!G).,!078&*.&,!).!)!E%7'&^!,%&!
Bureau’s clients are poorer, more likely to be social housing tenants, homele..! 7*! #2! ,&8D7*)*/!
)$$7887B),#72^! '&..! '#4&'/! ,7!6&!#2!A1''_,#8&!&8D'7/8&2,! )2B!87*&! '#4&'/! ,7!6&!B#.)6'&B!7*!E#,%!
'72@_,&*8!%&)',%!$72B#,#72.F!

Most of the Bureau’s work is in the areas of benefit and debt but it also offers advice in other areas 
.1$%!).!&8D'7/8& 2,^!%71.#2@!)2B!B#.$*#8#2),#72F!J%&!)B?#$&!#.!@#?&2!6/!,*)#2&B!?7'12,&&*.!E%7!)*&!
.1D&*?#.&B!6/!D*7A&..#72)'!.,)AAF!

P1*!#2?&.,#@),#72!7A!,%&!)?)#')6'&!'#,&*),1*&!72!&?)'1),#2@!,%&!&$7278#$!#8D)$,!7A!,%&!E7*4!7A!.7$#)'!
D1*D7.&!7*@)2#.),#72.^!.D&$#A#$)''/!)B?#$&!7*@)2#.),#72.W^!.%7E.!,%),C!

x "7.,!7A!,%&!&AA7*,!%).!@72&!#2!,7!8&).1*#2@!)*/$01!such as volunteers’ time;!
x PA!,%7.&!.,1B#&.!,%),!&?)'1),&!71,D1,.!7*!71,$78&.^!,%&!8)U7*#,/!$72.#B&*!B&6,!)B?#$&!72'/g!
x "7.,!.,1B#&.!1.&!272_A#2)2$#)'!$'#&2,!&?)'1),#72.!7A!71,$78&.!7*!B#*&$,!A#2)2$#)'!6&2&A#,!,7!

$'#&2,.!).!,%&!8&).1*&.!7A!&AA&$,#?&2&..!7A!)B?#$&g!
x ]#,%!,E7!7*!,%*&&!&S$&D,#72.^!.,1B#&.!.%7E!72'/!,%&!.%7*,_,&*8!#8D)$,!7A!)B?#$&F!

!
]&! ,%&*&A7*&!#B&2,#A#&B!)!2&&B!A7*! )! .,1B/! '774#2@!.D&$#A#$)''/! ),! ,%&!71,$78&!7A!)B?#$&! .&*?#$&.!
)$*7..! )! *)2@&! 7A!B78)#2.^! 8&).1*#2@! 71,$78&.!A7''7E#2@!-59! #2,&*?&2,#72.^!)2B!),,&8D,#2@! ,7!
D*7?#B&!A#2)2$#)'!?)'1&.!A7*!,%&.&!71,$78&.F!
!
K2! *&$7@2#,#72!7A! ,%&!A)$,!,%),! $'#&2,.! .&&4#2@! )B?#$&! ,/D#$)''/!A)$&!81',#D'&!D*76'&8.!E%#$%!8)/!
.,*)BB'&!B78)#2.!7A! )B?#$&^!#,!E).! )'.7!#8D7*,)2,!,7!$)D,1*&! ).!A)*! ).!D7..#6'&! ,%&!$78D'&S#,/!7A!
clients’ situations #2!)2/!8&).1*&8&2,!7A!,%&!#8D)$,!7A!)B?#$&F!!
!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
3 See, for example, P.Pleasance et al, �$���+�H�O�S�L�Q�J���+�D�Q�G�����W�K�H���,�P�S�D�F�W���R�I���$�G�Y�L�F�H���R�Q���3�H�R�S�O�H�¶�V���/�L�Y�H�V, Legal Services Research 
Centre, 2006; T. Williams, Review of Research into the Impact of Debt Advice, Legal Services Research Centre, 2004; D. 
Wilkinson, Adding Value? Being Richer, Northern Rock Foundation, 2007; New Economics Foundation, Measuring 
Value, 2008;  Citizens Advice, National Outcomes Results 2009/10 Data, 2011; Karen Jones, Outcomes of a 
Longitudinal Study of Citizens Advice Service Clients in Wales, Bangor University and Citizens Advice Cymru, 2009. 
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:;'E'8%&%BD)F'GH%&$C"#'B#-'=IJ%)$CK%&'

J%&!&'(!)*+, -$', ."#$% !D*7U&$,!E). !)! ,E7 _/&)*! .,1B/! ,%),!.71@%,!,7!B&?&'7D!*761.,!#2B#$),7*.! ,7!
8&).1*&!,%&!#8D)$,!7A!-59!)B?#$&!),!'7$)'!'&?&'F!!K,!&8D'7/&B!)!8&,%7B7'7@/!A7*!,%&!8&).1*&8&2,!
7A! A#2)2$#)'! ?)'1&! E%#$%!*&$7@2#.&.! )! E#B&! *)2@&! A7*! @)#2.! A*78! )B?#$&! ,7! $'#&2,.! )2B! 7,%&*!
#8D7*,)2,!.,)4&%7'B&*.F!J%1.!,%&!D*7U&$,!.71@%,!to give a fuller delineation of the ‘value’ that the 
-59! )$%#&?&.! A7*! $'#&2,.F! K2! 7*B&*! ,7! B7! ,%),! ,%&! D*7U&$,!&'#$#,&B!#2A7*8),#72! A*78! $'#&2,.! c1.#2@!
#2,&*?#&E.d! 27,! U1.,! )671,! ,%&! B#*&$,! 71,$78&! 7A! )B?#$&! cA7*! &S)8D'&^! ,%&! *&2&@7,#),#72! 7A! B&6,!
*&D)/8&2,! .$%&B1'&.^! ,%&! )?7#B)2$&!7A!%71.&! *&D7..&..#72^!7*!E&'A)*&!6&2&A#,.!@)#2&Bd!61,! )'.7!
)671,!E%),!,%),!71,$78&!8&)2,!,7!,%&!#2B#?#B1)'!)2B!,%&#*!%71.&%7'BF!]%&*&).!&S#.,#2@!71,$78&.!
)*&!7A,&2!B#AA#$1',!A7*!,%&!-59!,7!#B&2,#A/!)2B!*&$7*B!)A,&*!,%&!)B?#$&!.&..#72^!,%&!D*7U&$,!.71@%,!,7!
#2?&.,#@),&!,%&! '72@&*! ,&*8! .7$#7_&$7278#$! #8D)$,! 7A! )B?#$&! ,7! $'#&2,.^! 6/!$72B1$,#2@! A7''7E_1D!
#2,&*?#&E.!,7!A7''7E!$'#&2,.!7?&*!,%&!,E7!/&)*.!7A!,%&!D*7U&$,^!).!A)*!).!D7..#6'&F!

"7.,! 61*&)1S! E#''! 6&! A)8#'#)*! E#,%! ,%&! 2&&B! ,7! D1,! )! A#2)2$#)'! ?)'1&! 72! ,%&! )B?#$&! ,%),! $'#&2,.!
*&$&#?&! .#2$&! ,%#.! #.! #2A7*8),#72! 7A! #8D7*,)2$&! ,7! A12B&*.F! ! X7E&?&*^! )'87.,! #2?)*#)6'/^! E%),! #.!
*&$7*B&B! #.! ,%&!2)'%30!A#2)2$#)'! 6&2&A#,! ,%),! $'#&2,.! *&$&#?&! .1$%! ).! E&'A)*&! 6&2&A#,!D)/8&2,.! 7*!
?)'1&!7A!B&6,!8)2)@&BF!!G.,#8),&B!7*!)$,1)'!B),)!*&@)*B#2@!,%&.&!A#2)2$#)'!6&2&A#,.!$)2!6&!&2,&*&B!
#2,7! ,%&!-59!$'#&2,!*&$7*B!./.,&8!),! ,%&!$'7.1*&!7A!)!$'#&2,!$).&!7*! .772!)A,&*E)*B.F! !J%&.&!B),)!
A7*8&B!,%&!.,)*,#2@!D7#2,!7A!71*!D*7U&$,F!

KA!,%#.!D*7D7.&B!D*7U&$,!E&*&!72'/!A712B&B!72!,%&!#88&B#),&!B#*&$,!A#2)2$#)'!6&2&A#,!7A!,%&.&!4#2B.^!
%7E&?&*^!#,!E71'B! .&*#71.'/!12B&*&.,#8),&!,%&!,7,)'!?)'1&!$72,*#61,&B!6/! -59!)B?#$&F!!J%#.!#.!A7*!
,E7! 8)#2! *&).72.F! ! (#*.,^! 81$%! 7A! ,%&! ?)'1&! 7A! )B?#$&! )$$*1&.!7?&*! )! D&*#7B! )2B! #.! 27,! )'E)/.!
*&)'#.&B!#88&B#),&'/! )A,&*!$'#&2,!#2,&*?#&E.! )*&!7?&*F! !0&$72B^! )2B!87*&!#8D7*,)2,^!81$%!7A! ,%&!
6&2&A#,!#.!)*2)'%30!)2B!B7&.!27,!$78&! ).! )!$).%! .18!B#*&$,'/! ,7! ,%&!$'#&2,!61,!8)/!$72,*#61,&! ,7!
#2B#?#B1)'!%&)',%!)2B!E&''_6&#2@^!A)8#'/!$7%&.#72!7*!,%&!D*&?&2,#72!7A!'7..!#2!,%&!A1,1*&F!!

Z#?&2!,%&!*)2@&!7A!)B?#$&!@#?&2!6/!-59S!)2B!,%&!$78D'&S#,/!)2B!?)*#&,/!7A!#2B#?#B1)'!$'#&2,. ’!'#?&.^!
,%&*&!E#''!6&!)!?&*/!')*@&!2186&*!7A!E)/.!#2!E%#$%!-59!)B?#$&!$72?&/.!6&2&A#,!E%#$%!$)2!6&!?)'1&BF!!
J7!$72.,*1$,!)!8)2)@&)6'&!?)'1),#72!87B&'^!E&!)B7D,&B!)!87B#A#&B!?&*.#72!7A!,%&!07$#)'!M&,1*2!72!
K2?&.,8&2,! c0MPKd! 8&,%7B7'7@/F>! ! K2! 6*#&A^! ).! )DD'#&B! ,7! 71*! D*7U&$,^! ,%&! 0MPK! 8&,%7B7'7@/!
D*7D7.&.! ,%),!&)$%!$).&!7A!)B?#$&!@#?&2!%).! )2!#8D)$,!8)D!$72.,*1$,&B!A7*!#,^!E%#$%!.%7E.!%7E!
#8D)$,.!)*#.&!A7*!&)$%!.#@2#A#$)2,!.,)4&%7'B&*F!!(7*!&S)8D'&^!&?&*/!6&2&A#,!E72!A7*!)!$'#&2,!%).!)2!
#8D)$,! 27,! 72'/! 72! ,%&! $'#&2,! 61,! )'.7! 72! 7,%&*! D&7D'&! )2B! 7*@)2#.),#72.^! 87.,! D)*,#$1')*'/! ,%&!
client’s family.  A potentia'!%71.#2@!&?#$,#72!%).!#8D)$,.!72!,%&!$'#&2,!)2B!%#.!7*!%&*!A)8#'/^!61,!)'.7!
72!,%&!')2B'7*B!)2B!72!,%&!$71*,.F!!K8D)$,.!$)2^!7A!$71*.&^!6&!67,%!%)*8A1'!)2B!6&2&A#$#)'F!!!

!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
4 See, for example, New Economics Foundation, The Socio-Economic Value of  Law Centres, 2004, and  Measuring 
Value: a guide to Social Return on Investment, 2008 
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P2$&!#8D)$,!8)D.! )*&!&.,)6'#.%&B^! )!A#2)2$#)'!6&2&A#,!$)2!6&!$)'$1'),&B! )2B!71*! .1*?&/!8&,%7B!
)''7E.!1.!,7!B&,&*8#2&!%7E!,%),!6&2&A#,!8#@%,!)$$*1&!7?&*!,#8&F!!(*78!,%),!D7#2,^!*&.1',.!$)2!6&!
D*&.&2,&B! #2! )! ?)*#&,/! 7A! A7*8.!–! ).! @*7..! 6&2&A#,^! ).! 6&2&A#,! 2&,! 7A! $7.,.^! 7*! ).! *&,1*2! 72!
#2?&.,8&2,F!!J%&!#8D)$,!8)D!8&,%7B^!D)*,#$1')*'/!E%&2!&.,)6'#.%&B!7?&*!)!/&)*^!)''7E &B!1.!,7!D#$4!
1D!$78D'&S!*&'),#72.%#D.!6&,E&&2!#2B#$),7*.!E%#$%!,%&!)?)#')6'&!a1)2,#,),#?&!B),)!$)227,!$)D,1*&^!
)2B!,%1.!,7!,&.,!,%&!*&'#)6#'#,/!7A!#2B#$),7*.!1.&B!#2!,%&!a1)2,#,),#?&!B),)F!P2&!A1*,%&*!)B?)2,)@&!7A!
,%&! 8&,%7B7'7@/! #.! ,%),! #,! )'.7! )''7E.! B),)! ,7! 6&! D*&.&2,&B! 72! .1$%! #8D7*,)2,! .7$#)'! D7'#$/!
a1&.,#72.!).!,%&!A#2)2$#)'!?)'1&!7A!/'%!%*0)(*!7A!%)*8.!7*!7A!)!B&8)2B!A7*!)B?#$&!)*#.#2@!A*78!,%&!
)$,#?#,#&.!7A!7,%&*!7*@)2#.),#72.^!.7_$)''&B!A)#'1*&!B&8)2BF!

]&!&2?#.)@&B!,%),!,%#.!D*7U&$,!$71'B!%)?&!,%&!)BB#,#72)'!6&2&A#,!7A!#B&2,#A/#2@!#8D*7?&8&2,.!,7!,%&!
)B?#$&! .&*?#$&^! ),! )! ,#8&! 7A! #2,&2.&! D*&..1*&! 72! .&*?#$&! 61B@&,.! 61,! )'.7! #2$*&).&B! B&8)2B! A7*!
.&*?#$&.F!!!

K2! )BB#,#72! ,7! ,%&.&! D*#8)*/! )#8.! ,%&!*&.&)*$%! .71@%,!,7! )$%#&?&! 7,%&*! 76U&$,#?&.! #2$'1B#2@! ,%&!
B&?&'7D8&2,!7A!)2!&AA&$,#?&!D)*,2&*.%#D!6&,E&&2!,%&!I2#?&*.#,/!7A!9),%!)2B!,%&!-59^!%&'D#2@!,7!
61#'B!)2!#2B&D&2B&2,!)2B!.1.,)#2)6'&!*&.&)*$%!$)D)$#,/!E#,%#2!-59 _953G0!c)2!76U&$,#?&!E%#$%!)'.7!
$7**&.D72B.!,7!-#,#`&2.!5B?#$&!2),#72)'!$72$&*2.dF!!!

:;L'(C/&'B#- '"IJ%)$CK%&''

K2! .188)*/^!E&! .71@%,!,7!8&&,! ,%&!76U&$,#?&!7A! ,%&!+*7?#2@!P1*!L)'1&!D*7U&$,!6/!12B&*,)4#2@!)!
.,1B/!E%#$%!)#8&B!,7C!

x Q&?&'7D!87*&!*761.,!#2B#$),7*.!,7!8&).1*&!,%&!#8D)$,!7A!)''!B78)#2.!7A!-59!)B?#$&g!

x G8D'7/! )! 8&,%7B7'7@/! A7*! ,%&! 8&).1*&8&2,! 7A! A#2)2$#)'! ?)'1&! E%#$%!*&$7@2#.&.! )! E#B&!
*)2@&!A7*!@)#2.!A*78!)B?#$&!,7!$'#&2,.!)2B!7,%&*!#8D7*,)2,!.,)4&%7'B&*.g!

x K2?&.,#@),&! ,%&! &AA&$,! 7A! ,#8&! 72! ,%&! .7$#7_&$7278#$! #8D)$,! 7A! )B?#$&! ,7! $'#&2,.^! 6/!
#2,&*?#&E#2@!)!.)8D'&!7A!$'#&2,.!#2!E)?&.!7?&*!,%&!,E7!/&)*.!7A!,%&!D*7U&$,F!

5,!,%&!.)8&!,#8&^!E&!%7D&B!,7!)$%#&?&!7,%&*!76U&$,#?&.C!

x J%&! $*&),#72! 7A! )! @&2&*)'#.)6'&! )2B! .1.,)#2)6'&! *&.&)*$%! #2.,*18&2,! A7*! .7$#)'! D1*D7.&!
7*@)2#.),#72.!#2!9),%!)2B!37*,%_G).,!078&*.&,g!

x J%&!B&?&'7D8&2,!7A!)2!&AA&$,#?&!D)*,2&*.%#D!6&,E&&2!,%&!I2#?&*.#,/!7A!9),%!)2B!,%&!-59!
)2B!7,%&*!,%#*B!.&$,7*!7*@)2#.),#72.!72!,%&!7,%&*^!,%),!#.^!,%&!61#'B#2@!7A!*&.&)*$%!$)D)$#,/!
),!'7$)'!'&?&'g!

x -72,*#61,#72! ,7! ,%&!$72.,*1$,#72! 7A! )! *&@#72)'! 2&,E7*4! 7A! )$)B&8#$.! )2B!D*)$,#,#72&*.! ,7!
&S$%)2@&!427E'&B@&!)2B!.4#''.^!E#,%!,%&!#2A*).,*1$,1*)'!.1DD7*,!7A!,%&!0](g!

x The production of a set of recommendations for the improvement of CAB’s service 
cA7*8),#?&!&?)'1),#72dF!

!

P1,$78&.!A*78!71*!A#2B#2@.!E#''!6&!B#AA&*&2,!A7*!B#AA&*&2,!.,)4&%7'B&*.C!
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x J%&!0](!E#''! 6&!%&'D&B! ,7!#2A'1&2$&! ,%&!B&?&'7D8&2,!7A! )! *&.&)*$%!$)D)$#,/! #2! ,%&! ,%#*B!
.&$,7*! #2! ,%&! 071,%_]&.,! )2B! ,%&! )6#'#,/! ,7! D*&.&2,! $7%&*&2,! $).&.! A7*!A12B#2@! 6).&B! 72!
*761.,!?)'1&_A7*_872&/!)*@18&2,.g!

x -59 _953G0!E#''!%)?&! B&?&'7D&B! #,.!*&.&)*$%! $)D)$#,/^!'&)B#2@! ,7! #8D*7?&8&2,.! #2! A1,1*&!
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P1*!D*7U&$,!E).!87B#A#&B!B1&!,7!7D&*),#72)'!)2B!8&,%7B7'7@#$)'!$%)''&2@&.!*)#.&B!#2!,%&!$71*.&!7A!
,%&! *&.&)*$%^! )',%71@%! #,.! 6*7)B! 76U&$,#?&.! )2B! 8&,%7B7'7@#$)'! )DD*7)$%! *&8)#2&B! $72.#.,&2,!
,%*71@%71,F! J%#.! .&$,#72! 71,'#2&.! ,%&! *&.&)*$%! B&.#@2! )2B! %#@%'#@%,.! $%)2@&.! 8)B&! B1*#2@! ,%&!
D*7$&..!7A!$72B1$,#2@!,%&!*&.&)*$%^!27,!'&).,!).!)!*&.1',!7A!)!D#'7,!D%).&F!

E;:' PD"J%)$'-%&C.#'

(*78!,%&!6&@#22#2@^!,%&!D*7U&$,!E).!B&.#@2&B!).!)!'72@#,1B#2)'!.1*?&/!,7@&,%&*!E#,%!)!07$#)'!M&,1*2!
72!K2?&.,8&2,! c0MPKd! )2)'/.#.^! ,%&!A7*8&*!D*7?#B#2@! ,%&!B),)!A7*! ,%&! '),,&*F! ! -59!953G0!%)B!A7*!
.78&!,#8&!6&&2!$72$&*2&B!,%),!#,!B#B!27,!427E!&271@%!)671,!%7E!#,.!$'#&2,.!6&2&A#,&B!A*78!,%&!
)B?#$&! ,%&/!%)B!6&&2!@#?&2!#2! ,%&!91*&)1!#2! ,%&! *&'),#?&'/! '72@! ,&*8F! !K,!E).^! ,%&*&A7*&^! )! '72@_
$%&*#.%&B^!61,!12*&)'#.&B^!)86#,#72!,7!6&!)6'&!,7!$72B1$,!.78&!4#2B!7A!'72@#,1B#2)'!D)2&'!.,1B/F!!5,!
the same time, Bath University’s Ba,%! 5*&)! M&.&)*$%! P6.&*?),7*/! %)B! 6&&2! '774#2@! A7*!
7DD7*,12#,#&.! ,7! $72B1$,! .78&! *&.&)*$%! 72! '7E_#2$78&! %71.&%7'B.! #2! 9),%! )2B! 37*,%_G).,!
078&*.&,F!!J%&!+*7?#2@!P1*!L)'1&!D*7@*)88&!A*78!,%&!071,%_]&.,!(7*18!D*7?#B&B!,%&!8&)2.!6/!
E%#$%!,%&.&!)86#,#72.!$71'B!6&!*&)'#.&B!E%#'&!)'.7!&SD'7*#2@!E)/.!#2!E%#$%!,%&!#8D)$,!7A!,%&!E7*4!
7A!-59!953G0!$71'B!6&!8&).1*&B!A#2)2$#)''/F!

J%&! D*7D7.&B! B&.#@2! 1.&B! )! '72@#,1B#2)'! D)2&'! .,1B/! ,7! 8)D! ,%&! $72.&a1&2$&.! A7*! $'#&2,.! 7A!
#2,&*?&2,#72.! 6/! ,%&! -59F! ! J%&! 1.&! 7A! )! $72,*7'! @*71D! E).! *&U&$,&B! &)*'/! 72! $7.,!)2B! &,%#$)'!
@*712B.FO!!!

J%&!D)2&'!E).!#2,&2B&B! ,7!$72.#.,!7A!=<<!$'#&2,.!E%7!%)B!6&&2!,%*71@%!,%&!)B?#$&!D*7$&..F!J%&!
-59!$')..#A#&.!$'#&2,.! 6/! ,%&! ,/D&!7A!D*76'&8!7*!D*76'&8.! ,%),!6*71@%,! ,%&8! ,7! ,%&! -59^!6/! ,%&!
‘domains’ of )B?#$&F! ! K2! 87.,! 61*&)1S! ,%&! #8D7*,)2,! B78)#2.! 7A! )B?#$&! )*&! B&6,^! 6&2&A#,.^!
&8D'7/8&2,! )2B! %71.#2@F! ! ]&! D')22&B! ,7! .&'&$,! D)2&'! 8&86&*.! .7! ,%),! ,%&! B#.,*#61,#72! 7A!
D*76'&8.!E#,%#2!,%&!D)2&'!8),$%&B! ,%),! )872@.,!61*&)1!$'#&2,.! ).! )!E%7'&F!K2!7,%&*!E7*B.^! ,%&!
D)2&'!E).!)!.)8D'&!7A!,%&!$'#&2,!67B/!E#,%!*&.D&$,!,7!,%&!D*&.&2,#2@!D*76'&8F!J%#.!.)8D'#2@!A*)8&!
E).!$%7.&2!6&$)1.&!B#AA&*&2,!D*76'&8.!B&8)2B!B#AA&*&2,!#2,&*?&2,#72.g!,%&*&!#.!27!.1$%!,%#2@!).!
@&2&*#$! )B?#$&F! ! -'&)*'/! )B?#$&! @#?&2! #2! *&.D72.&! ,7! )! B&6,!D*76'&8! E#''! 6&! ?&*/! B#AA&*&2,! A*78!
)B?#$&!,7!)!$'#&2,!E%7!#.!@7#2@!,7!)2!&8D'7/8&2,!,*#612)'F! !J%&!D)2&'!E71'B! ,%&*&A7*&!)''7E! ,%&!
*&.&)*$%!,&)8!,7!$)D,1*&!,%&!*)2@&!7A!6&2&A#,.!,%),!-59!)B?#$&!$)2!@&2&*),&!)2B!E71'B!D&*8#,!,%&!
B*)E#2@!7A!$72$'1.#72.!)671,!,%&!,7,)'!?)'1&!7A!6&2&A#,!@&2&*),&B!)$*7..!)''!$'#&2,.F!!

+)2&'!8&86&*.!E&*&!,7!6&!*&$*1#,&B!,7! ,%&!.,1B/!),! ,%&#*!A#*.,! )B?#$&!.&..#72!)2B!.78&!6).&'#2&!
#2A7*8),#72! $7''&$,&B! ,7@&,%&*! E#,%! )! A#*.,! )B8#2#.,*),#72! 7A! ,%&! .%7*,! ?&*.#72! 7A! ,%&! ])*E#$4_

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
5 This was not to be an experimental situation in which a randomly chosen control group that had not received advice was 
compared with an experimental group that had. It might have been possible to use a control group composed of 
individuals with characteristics matched to those in the experimental group but this procedure would have been very 
expensive and fraught with definitional sampling problems as well as operational (access) difficulties. Moreover the 
ethical implications of not offering the opportunity to seek advice to individuals in need of it run counter to CAB policy. 
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GB#261*@%!"&2,)'!]&''_6&#2@!.$)'&!c&S)8D'&!#2!5DD&2B#S!=dF!!J%&*&)A,&*!D)2&'!8&86&*.!E71'B!6&!
#2,&*?#&E&B!&?&*/! .#S!872,%.!#2! ,%*&&!E)?&.!7?&*!)! ,E7_/&)*!D&*#7B^!)''7E#2@!,%&!*&@#.,*),#72!7A!
changes in clients’ lives and of the accrual of benefits and dis_6&2&A#,.!A7*!)''!.,)4&%7'B&*.!–!$'#&2,.!
)2B!,%&#*!A)8#'#&.^!,%&!E#B&*!$78812#,/^!'7$)'!7*@)2#.),#72.!)2B!)@&2$#&.!7A!,%&!.,),&F!!

J%&*&!E&*&!*&'),#?&'/!A&E!'72@_,&*8!.,1B#&.!7A!-59!$'#&2,.!,7!E%#$%!,%&!*&.&)*$%!,&)8!$71'B!*&A&*F!!
P2&!7A!,%&!87.,!./.,&8),#$^!6/!b)*&2!:72&.[ ^!)'.7!&8D'7/&B!)!.1*?&/!B&.#@2!E%#$%!#2?7'?&B!E)?&.!
7A!#2,&*?#&E.^!72&!),!,%&!6).&'#2&^!)!.&$72B!),![!872,%.!)2B!)!,%#*B!),!=;!872,%.!)A,&*!,%&!#2#,#)'!
$72,)$,!E#,%!)!-59F!!:72&.!E).!)6'&! ,7!#B&2,#A/!$'&)*'/!6&2&A#$#)'!71,$78&.^!&.D&$#)''/!#2!A#2)2$#)'!
,&*8.^! )2B! #8D*7?&8&2,.! #2! %&)',%! )2B! E&''_6&#2@F! ! P2&! 8&,%7B7'7@#$)'! A&),1*&! #.! D)*,#$1')*'/!
*&'&?)2,F! ! :72&.!&SD&*#&2$&B! .16.,)2,#)'! ),,*#,#72!#2!%&*! .)8D'&!7?&*! ,#8&F! !0%&!#2,&*?#&E&B!=>V!
$'#&2,.!),!6).&'#2&^!R[!)A,&*!.#S!872,%.!)2B!>;!)A,&*!=;!872,%.F!!J%),!*&D*&.&2,.!)2!),,*#,#72!*),&!7A!
R;h!6&,E&&2!,%&!6&@#22#2@!7A!,%&!.,1B/!)2B!,%&!&2BF!!Y72@#,1B#2)'!.,1B#&.!)'E)/.!.1AA&*!),,*#,#72!
61,!27,!7A,&2!),!,%),!.$)'&F!!

J%&!D*7U&$,!)#8&B!,7!1.&!07$#)'!M&,1*2!72!K2?&.,8&2,!c0MPKd!,&$%2#a1&. !A7*!8&).1*#2@!,%&!?)'1&!7A!
,%&!.7$#)'!#8D)$,!7A!)2!7*@)2#. ),#72!#2!A#2)2$#)'!,&*8.F!!0MPK!%).!A7*!.78&!/&)*.!D*76)6'/!6&&2!,%&!
87.,! E#B&'/! *&$788&2B&B! )2B! 1.&B! 8&,%7B! A7*! 8&).1*#2@! #8D)$,! A7*! ,%&! ?7'12,)*/! )2B!
$78812#,/! .&$,7* !̂E%#$%!#.!E%/!E&!$%7.&!#,F!K,.!&2BD7#2,!#.! $1.,78)*#'/! )! *),#7^!E%#$%!#2B#$),&.!
%7E!81$%!?)'1&!#.!$*&),&B!A7*!&?&*/!D712B!#2?&.,&BF!!K2!B&.#@2#2@!71*!.,1B/!E&!E&*&!@1#B&B!6/!,%&!
8)2/!#2,*7B1$,#72.!,7!,%&!,&$%2#a1&R!)2B!6/!#,.!)DD'#$),#72!,7!)B?#$&!.&*?#$&.!6/!,%&!3&E!G$7278#$!
(712B),#72F\ !!!

0MPK!8&).1*&.!$%)2@&!8)B&!6/!)2!7*@)2#. ),#72!A*78!,%&!D&*.D&$,#?&!7A!,%&!D&7D'&!)2B!)@&2$#&.!
,%),! )*&! )AA&$,&B! 6/! #,F! ! J%#.! #.! E%/! ,%&! ,&$%2#a1&! #.! 7A,&2! 427E2! ).! $7.,_6&2&A#,! )2)'/.#.! D'1.!
.,)4&%7'B&*.F!!J%&!D7#2,!#.!,7!$)D,1*&!,%&!7?&*)''!1(3)"#!?)'1&!,7!)!E#B&*!@*71D!7A!.,)4&%7'B&*.!)2B!
27,!U1.,! ,%&!#2?&.,7*F! !K2! ,%&!$).&!7A! )! -#,#`&2.!5B?#$&!91*&)1^! ,%&!4&/! .,)4&%7'B&*!#.! ,%&!$'#&2,F!!
Other stakeholders include the client’s family, the local authority as the main investor and other 
'7$)'!7*@)2#`),#72.!.1$%!).!Z+!D*)$,#$&.!7*!%7.D#,)'.F!

! !

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
6 Karen Jones, Outcomes of a Longitudinal Study of Citizens Advice Bureau clients in Wales, Bangor University and 
Citizens Advice Cymru, 2009. 
7 See, especially, L. Heady and S. Keen, SROI for Funders, New Philanthropy Capital, 2010 and Cabinet Office, A Guide 
to Social return on Investment, 2009 
8 New Economics Foundation, Outcomes in Advice. London: New Economics Foundation and Advice UK, 2010 
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,%#.!D7,&2,#)''/! *)#.&B! )! B),)! @),%&*#2@! )2B!%)2B'#2@! #..1&.F! ! (#*.,^! E&! E71'B! %)?&! ,7! B&,&*8#2&!
?)'1),#72.!7A!)!')*@&!2186&*!7A!71,$78&.^!#2!#,.&'A!)!$72.#B&*)6'&!,).4F!!0&$72B^!,%&*&!.&&8&B!,7!6&!
27!E)/!7A!B&,&*8#2#2@!,%&!0(0"#!value of the CAB’s interventions except by adding up the value of 
each client’s unique outcomes.  Each client would have to have an impact map –!)2!)$$712,!7A!)''!
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1.1)'' /!&SD*&..&B!#2!D&*$&2,)@&.!)2B!E&*&!76,)#2&B!B1*#2@!,%&!$'#&2,!#2,&*?#&E.F!

J%&! A#2)'! .,)@&! #2?7'?&.! )BB#2@! 1D! )''! ,%&! D7.#,#?&! ?)'1&.! A7*! #2B#?#B1)'! $'#&2,.^! .16,*)$,#2@! )2/!
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B),)6).&!E).!')*@&'/!B&.#@2&B!6/!)!-59!?7'12,&&*!E#,%!)B?)2$&B!GS$&'!.4#''.^!,%#.!GS$&'!A*)8&E7*4!
E).!,%&2!1.&B!6/!,%&!I2#?&*.#,/!M&.&)*$%!PAA#$&*!,7!#2D1,!,%&!B&,)#'&B!#8D)$,!8)D.! &2)6'#2@!1.!,7!
$)'$1'),&!?)'1&!A7*!;[=!B#AA&*&2,!$'#&2,!71,$78&.F!!527,%&*!-59!?7'12,&&*!.71*$&B!D*7S/!?)'1&.!A7*!
,%&!71,$78&.!,%),!B#B!27,!%)?&!)2!)$,1)'!$'#&2,!?)'1&^!E%#$%!E&*&!,%&2!*&?#&E&B!6/!,%&!I2#?&*.#,/!
,&)8!)2B!.%)*&B!E#,%!0](F!!

K2!)BB#,#72!,7!,%&!0MPK!)2)'/.#.!̂)''!,*)2.$*#D,.!)2B!)2)'/.#.!,&8D'),&.!E&*&!1D'7)B&B!#2,7!3L#?7^!)2!
)2)'/,#$)'!.7A,E)*&!,77'F!J%&!I2#?&*.#,/!*&.&)*$%!,&)8!67,%!)1,7_$7B&B!)2B!.&'&$,#?&'/!7D&2_$7B&B!
,%&! )2)'/.#.! .%&&,.! )2B! ,*)2.$*#D,.! E%&*&! ,%&/! &S#.,&B! .&D)*),&'/^! E#,%! .78&! )..#.,)2$&! 6/! )!



=\ !

!

").,&*.! .,1B&2, !c)'.7! )! -59!?7'12,&&*d!E7*4#2@!12B&*! ,%&! .1D&*?#.#72!7A! ,%&! I2#?&*.#,/!*&.&)*$%!
,&)8F! 5BB#,#72)'! 7D&2_$7B#2@! 7A! )''! #2,&*?#&E! ,*)2.$*#D,.! E).! 27,! D7..#6'&! E#,%#2! ,%&! ,#8&! )2B!
*&.71*$&!$72.,*)#2,.!7A!,%&!D*&.&2,!D*7U&$,F!

E;L'6B/Q,%'QD"RC,%'

J%&!.)8D'&!E).!B*)E2!A*78!)!*)2B78!.&'&$,#72!7A!$'#&2,.!E%7!.71@%,!)2!)B?#$&!.&..#72!E#,%!)2!
)B?#.&*!A*78!)!.D&$#A#&B!B),&F!!J%&!$'#&2,.!E&*&!).4&B!#A!,%&/!E&*&!E#''#2@!,7!6&!)!D)*,!7A!,%&!D*7U&$,!
)2B!#2#,#)''/!=R[!)@*&&B!,7!,)4&!D)*,^!@)?&!1.!$72,)$,!B&,)#'.!)2B!$78D'&,&B!,%&!E&''_6&#2@!.1*?&/!),!
,%&!,#8&!7A!*&$*1#,8&2,F!!]%&2!A7''7E#2@!1D!,%&!*&$*1#,.!A7*!#2,&*?#&E^!#2,&*?#&E&*.!E&*&!@#?&2!)!
2186&*!7A!$'#&2,.! ,7!$72,)$,g!#2$'1.#72!#2! ,%&!A#2)'! .)8D'&! ,%&*&A7*&!B&D&2B&B! ')*@&'y on clients’ 
)?)#')6#'#,/!)2B!E#''#2@2&..!,7!6&!#2,&*?#&E&B^!61,!E&!)'.7!.71@%,!̂#2!)''7$),#2@!$'#&2,.!A7*!$72,)$,!̂,7!
&2.1*&!,%),!&)$%!B78)#2!7A!)B?#$&!E).!)B&a1),&'/!*&D*&.&2,&BF!

K2!,%#.!.&$,#72!E&!D*7?#B&!B&,)#'.!72!,%&!$%)*)$,&*#.,#$.!7A!$'#&2,.!#2!71*!A1''!.)8D'&^!*&A&**#2@!,7!,%&!
CAB’s records in Petra. We are unable to provide details for three clients whose details were 
*&$7*B&B!#2!)2!7'B&*^!B#AA&*&2,!B),)6).&!)2B!,%&*&A7*&!27,!B#*&$,'/!$78D)*)6'&F!W\!E&*&!8)'&!)2B!
WV!A&8)'&F!J%&!.)8D'&!E).!D*&B78#2)2,'/!E%#,&!Ib!cOVd^!6')$4!c>d^!5.#)2!c;d^!E%#,&!7,%&*!cWd!)2B!
8#S&B!c;d!E#,%!27!B&,)#'.!A7*!,%&!7,%&*!,&2!*&.D72B&2,.F!!!

J%&!A7''7E#2@!,)6'&!cJ)6'&!;F=d!.%7E.!,%&!B78)#2!A7*!E%#$%!,%&!$'#&2,.!.71@%,!)B?#$&C!

.+/,-( 0123(4,%-&56(%&(57-(8"#9-:5(6+;8,-<(/=(>#;+%&(#?(+>$%:-(

@>$%:-(%66)-(:#>-6(?#"(:,%-&56(%&5-"$%-A->( B#1(#?(:,%-&56(6--C%&'(
+>$%:-(%&(57%6(+"-+(

Q&6,!! W;!

9&2&A#,.!)2B!,)S!$*&B#,.! O=!

X71.#2@! ==!

G8D'7/8&2,! =; !

I,#'#,#&.!)2B!$78812#$),#72.! ; !

-72.18&*! c@77B.! )2B! .&*?#$&.^! &S$&D,!
A#2)2$#)'d!

O!

Y&@)'! O!

(#2)2$#)'!.&*?#$&.!)2B!$)D)6#'#,/! \ !

P,%&*! V!



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

=V!

!

K88#@*),#72!)2B!2),#72)'#,/! =!

M&'),#72.%#D.!)2B!A)8#'/! ; !

X&)',%!)2B!$78812#,/!$)*&! ; !

J)S! ; !

!

J%&!2186&*!7A!#..1&.!&S$&&B.!,%&!2186&*!7A!$'#&2,.^!.%7E#2@!,%),!$'#&2,.!,/D#$)''/!B#B!27,!D*&.&2,!
),! ,%&!-59!E#,%!72&! .#2@'&!#..1&!61,! ,%),!D*76'&8.!E&*&!7A,&2!*&'),&B!,7!7,%&*.F! -'#&2,.! .&&4#2@!
)B?#$&! 72! B&6,! $).&.! A7*! #2.,)2$&! 7A,&2! %)B! %71.&! A7*&$'7.1*&! %)2@#2@! 7?&*! ,%&8! ).! E&''! ).!
6&2&A#,.!)2B!7,%&*!A#2)2$#)'!E7**#&.F!!J%#.!$%)*)$,&*#.,#$!#.!27,!'#8#,&B!,7!71*!.)8D'&!61,!#.!76.&*?&B!
87*&!E#B&'/!#2!-59!)B?#$&F!5.!,%&!A7''7E#2@!,)6'&!cJ)6'&!;F;d!.%7E.^!72&!7A!,%&!.)8D'&!$)8&!E#,%!
.&?&2!*&'),&B!#..1&.!E%&*&!)..#.,)2$&!E).!2&&B&BF!

(

.+/,-(0 103(B);/-"(#?(8"-6-&5%&'(%66)-6(8-"(:,%-&5(%&(6+;8,-(

Number of primary 
advice issue codes 

1 2 3 4 5 6 7 

Number of clients 43 22 10 3 0 1 1 

]%),!#.!.,*#4#2@!)671,!,%&!D*7A#'&!7A!,%&!.)8D'&!#.!,%&!B&D,%!7A!B#.)B?)2,)@&!A)$&B!6/!,%&.&!$'#&2,.F!
5.!J)6'&!;FW!.%7E.^!2&)*'/!%)'A!7A!71*!.)8D'&!%)B!)!A7*8!7A!B#.)6#'#,/!c=Wd!7*!'72@!,&*8!%&)',%!#..1&!
c;OdF!!

!

.+/,-( 01D3(B);/-"(#?(:,%-&56(%&(6+;8,-(A%57(>%6+/%,%5=E(5=8-(#?(>%6+/%,%5=(

!

!

!

!

!

!

!

!

!

.=8-(#?(F%6+/%,%5=( &(

Y72@! ,&*8! X&)',%!
-72B#,#72!

=O!

"&2,)'!X&)',% ! [ !

"1',#D'&!
K8D)#*8&2,.!

; !

+%/.#$)'!!
K8D)#*8&2,.!

=>!

L#.1)'!K8D)#*8&2,! =!

G-+,57HF%6+/%,%5=
( (

&( I (

Q#.)6'&B! =W! =[ !

+&*8)2&2,! '72@!
,&*8!0#$4!

;O! W=!

372_Q#.)6'&B! W=! WV!

37!Q&,)#'.! ==! =>!



;< !

!

Such characteristics also impacted on the client’s ability to work, with only 19 of the sample in work 
$78D)*&B!,7!=\!D&*8)2&2,'/!12&8D'7/&B!,%*71@%!#''!%&)',%^![!12&8D'7/&B^!=<!*&,#*&B^!)2B!;!.&'A_
&8D'7/&B! cE#,%! 27! B&,)#'.! )?)#')6'&! A7*! =\dF! J%&! #2$78&! B#.,*#61,#72! 7A! ,%&! .)8D'&! )'.7! .%7E.!
cJ)6'&!;F>d! )! .#@2#A#$)2,! .4&E! ,7E)*B.! '7E&*! #2$78&.^! E#,%! ;<! 71,! 7A! O[! *&.D72B&2,.! A7*! E%78!
#2$78&!#.!*&$7*B&B!*&D7*,#2@!)2!#2$78&!7A!'&..!,%)2!f><<!D&*!872,%C!

(

.+/,-( 01J3(K&:#;-(>%65"%/)5%#&(#?(6+;8,-(

"72,%'/ !

#2$78&!

jf W<<<! f;<<< _
;VVV!

=O<<_
=VVV!

=<<<_
=>VV!

\<<_
VVV!

[<<_
RVV!

><<_
OVV!

kf ><<! 37!
B&,)#'.!

37F! 7A!
$'#&2,.!

; ! W! ; ! \ ! R! \ ! [ ! ;< ! ;= !

-)1,#72!8)/!6&!2&&B&B!%&*&!).!7A,&2!$'#&2,.!B#B!27,!.D&$#A/!E%&,%&*!,%&/!#2$'1B&B!%71.#2@!$*&B#,.!
7*!7,%&*!D)/8&2,.!,%),!)8&'#7*),&B!,%&#*!872,%'/!#2$78&F!X7E&?&*!#2,&*?#&E!,*)2.$*#D,.!$72A#*8!
,%),! )! .#@2#A#$)2,!2186&*!7A!$'#&2,.! .71@%,!)B?#$&!6&$)1.&!7A!#2.1AA#$#&2,!7*!?&*/! '7E!#2$78&!)2B!
A&)*.!)671,! ,%&!$72.&a1&2$&.!7A!?&*/! '7E!#2$78&!c27,)6'/!72! ,%&#*!)6#'#,/! ,7!8&&,!%71.#2@!$7.,.!
)2B!7,%&*!6).#$!%71.&%7'B!2&&B.dF!

(#2)''/^! ,%&! %71.&%7'B! D*7A#'&! #.! .%7E2! 6&'7E! cJ)6'&! Od^! #2B#$),#2@! )! D*&B78#2)2$&! #2! .#2@'&!
%71.&%7'B.^!E#,%!7*!E#,%71,!B&D&2B&2,.C!

!

.+/,-( 01L3(G#)6-7#,>(:7+"+:5-"%65%:6(#?(:,%-&56(%&(6+;8,-(

G#)6-7#,>(.=8-( &(

0#2@'&!! WR!

0#2@'&!E#,%!B&D&2B&2,.! =R!

-71D'&! =<!

-71D'&!E#,%!!B&D&2B&2,.! =\ !

"7.,!7A!,%&!\<!$'#&2,.!E%7!D)*,#$#D),&B!#2!,%#.!.,1B/!E&*&!A*78!E%),!#.!called the ‘core’ group of 
$'#&2,.^! ,%7.&!A12B&B! ,%*71@%! ,%&! '7$)'! )1,%7*#,/F! J%#.! $7*&! D7D1'),#72^! E%7! %)?&! *&$&#?&B! 67,%!
@),&E)/!)2B!)B?#$&!.&*?#$&.^!2186&*&B!;\R>!$'#&2,.!#2!;<=;_=W!cB#.$712,#2@!@),&E)/_72'/!$'#&2,.!
l2!e!>==\m!)2B!,%7.&!E%7!%)B!)B?#$&!7?&*!,%&!D%72&!,%*71@%!,%&!E7*4!a1&1&!l2e;WRm!).!2&#,%&*!7A!
,%&.&! @*71D.! E71'B! %)?&! %)B! 7DD7*,12#,#&.! ,7! 6&! *&$*1#,&B! 72,7! ,%&! .,1B/d^! )$$7*B#2@! ,7! -59!
953G0!*&$7*B.F!!!



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

;= !

!

P1*! .)8D'&! 7A! \<! $'#&2,.! ,%&*&A7*&! *&D*&.&2,.! )DD*7S#8),&'/! Wh! 7A! ,%#.! )221)'! $7*&! 91*&)1!
D7D1'),#72!@#?&2!)B?#$&F!J%&!.)8D'&!#.! .78&E%),! .4&E&B!,7E)*B.! '7E&*!#2$78&!$'#&2,.!c;Oh!A7*!
.)8D'&^!E#,%!;Oh!*&D7*,#2@!)2!#2$78&!7A!'&..!,%)2!f><<!D&*!872,%!$78D)*&B!,7!=Rh!A7*!,%&!$7*&!
D7D1'),#72dF!!5BB#,#72)''/!71*!*)2B78!.)8D'&!%).! .'#@%,'/!87*&!$'#&2,.!E%7!E&*&!B#.)6'&B!7*!%)B!
'72@!,&*8!%&)',%!#..1&.!c=[h!)2B!W=hd^!$78D)*&B!E#,%!,%&!$7*&!*),&.!7A!=>h!)2B!;Rh!*&.D&$,#?&'/g!
D*7D7*,#72)''/! %#@%&*! 2186&*.! 7A! $712$#'! ,&2)2,.^! %71.#2@! )..7$#),#72! ,&2)2,.! )2B! ,%7.&! 61/#2@!
,%&#*! 7E2! %78&^! E#,%! D*7D7*,#72)''/! '7E&*! 2186&*.! 7A! D*#?),&! ,&2)2,.g! )2B! )! *&'),#?&'/! ')*@&!
D*&D72B&*)2$&! 7A! .#2@'&! D&7D'&! 67,%! E#,%! )2B! E#,%71,! B&D&2B&2,.^! $78D)*&B! ,7! ,%&! $7*&!
D7D1'),#72F! P2! ,%&! 7,%&*! %)2B^! 71*! .)8D'&! 12B&*_*&D*&.&2,.! %78&'&..! $'#&2,.! 61,! %&*&! ,%&!
2186&*.!)*&!.8)''!)2B!)!.#2@'&!*&.D72B&2,!#2!,%&!.)8D'&!E71'B!)$$712,!A7*!,%&!B#AA&*&2$&F!!!!!

J%&!&SD')2),#72!A7*!,%&.&!B#AA&*&2$&.!8)/!6&!)$$712,&B!A7*!#2!,&*8.!7A!,%&!D&*#7B!7A!.,1B/!E%#$%!
E).!#2B&&B!8)*4&B!6/!.#@2#A#$)2,!D7'#$/!$%)2@&.!#2!,%&!A#&'B!7A!E&'A)*&!)2B!&8D'7/8&2,!6&2&A#,.!
)2B! ,%&! ,#@%,&2#2@! 7A! *1'&.! *&@)*B#2@!%71.#2@^! QY5! )2B! G05! &2,#,'&8&2,.F! ! J%#.! 8)/! )$$712,! A7*!
.78&!7A!,%&!B#.$*&D)2$#&.!#2!,%&!2186&*.!)2B!&.D&$#)''/!E%/!)!%#@%&*!2186&*!7A!.#2@'&!)2B!?&*/!
'7E!#2$78&!$'#&2,.^!).!E&''!).!.7$#)'!%71.#2@!,&2)2,.^!E&*&!.&&4#2@!)B?#$&!B1*#2@!,%&!,#8&!D&*#7B!7A!
,%&!.,1B/F!

E;S'0$FC)&'

M&.D72B&2,.! E&*&! B*)E2! A*78! ,%&! $1**&2,! A#'&.! 7A! ,%&! -59F! ! ]*#,,&2! 7*! ?&*6)'! $72.&2,! ,7! ,%&!
project, to recording of interviews, to use of data, and to researchers’ access to CAB files was 
*&$7*B&B!A7*!)''!$'#&2,!#2,&*?#&E&&.F!J%&!#2A7*8),#72!.%&&,!)2B!$72.&2,!A7*8!1.&B!A7*!,%#.!D*7$&..!
)*&!D*7?#B&B!#2!5DD&2B#S!=F!

+)*,#$#D)2,.! E&*&! )..1*&B! 7A!A1''! )272/8#,/! )2B! )! D'&B@&! ,7! .,7*&!B),)! #2! )$$7*B)2$&! E#,%! B),)!
D*7,&$,#72!'&@#.'),#72!)2B!905iG0M-!@1#B&'#2&.F!]&!7D&*),&B!E#,%#2!,%&!)86#,!7A!#2A7*8&B!$72.&2,!
E%&*&!&)$%!.,&D!#2!,%&!D*7$&..!7A!,%&!*&.&)*$%!#.!71,'#2&B!)2B!)@*&&B^!)2B!&)$%!*&.D72B&2,!E).!
8)B&! )E)*&! ,%),! ,%&/! )*&! A*&&! ,7! &S#,! ,%&! D*7U&$,! ),! )2/! D7#2,F! ! ]%&*&! D7..#6'&! )2B! E#,%! ,%&!
$72.&2,!7A!,%&!*&.D72B&2,.!,%&!#2,&*?#&E.!E&*&!)1B#7_*&$7*B&B!)2B!A1''!7*!D)*,#)'!,*)2.$*#D,.!8)B&!
7A!,%&!#2,&*?#&E.F!!

The project adhered to the University of Bath’s guidelines for research ethics, which are monitored 
6/! #,.! &,%#$.! $788#,,&&! ),! A)$1',/! )2B! 12#?&*.#,/! '&?&'F! J%&! D*7U&$,! )'.7! $78D'#&B! A1''/! E#,%! -59!
$72A#B&2,#)'#,/! D*7$&B1*&.! )2B! $7B&.! 7A! $72B1$,^! #2$'1B#2@!Q#.$'7.1*&! )2B! 9)**#2@! 0&*?#$&! cQ90d!
$%&$4.!A7*!7A!)''!*&.&)*$%&*.!%)?#2@!)$$&..!,7!$'#&2,!#2A7*8),#72!)2Bi7*!$72,)$,!E#,%!$'#&2,.F!

0,)2B)*B! $7B&.! 7A! $72B1$,! E&*&! A7''7E&B!#2! )''! #2,&*?#&E.F! 5''! #2,&*?#&E! B&,)#'.! E&*&! '7@@&B! #2!
)B?)2$&F!]&!7AA&*&B!,E7!$%7#$&.!A7*!#2,&*?#&E^!&#,%&*!#2!,%&!-59!7*!,%*71@%!,&'&D%72&!#2,&*?#&E.!
c)''!-59!0,)AA!)*&!,*)#2&B!#2!,&'&D%72&!#2,&*?#&E!,&$%2#a1&.dF!"7.,!#2,&*?#&E.!,774!D')$&!6/!D%72&^!
). !*&a1&.,&B!6/!#2,&*?#&E&&.^!61,!.78&!,774!D')$&!#2!-59!7AA#$&.g!27!A)$&_,7_A)$&!#2,&*?#&E.!,774!
D')$&!71,.#B&!-59!D*&8#.&.F!]&!D*7?#B&B!A1''!,*)#2#2@!72!.)A&,/!)2B!&,%#$.!,7!)''!#2,&*?#&E&*.F!!

(#2)''/^!$78D'&S!D*7$&B1*&.!E&*&!B&?&'7D&B!A7*!B),)! .,7*)@&^!#2!)$$7*B)2$&!E#,%! I2#?&*.#,/! )2B!
-59!D7'#$/!)2B!#2!7*B&*!,7!&2.1*&!A1''!)272/8#,/!7A!)''!8),&*#)'!.,7*&BF!+*7U&$,!8),&*#)'!E).!.,7*&B!
on the University’s computer system, with access restricted to named members of the University 



;; !

!

D*7U&$,!,&)8F!5!.&D)*),&!.,7*)@&!./.,&8!E).!%&'B!72!,%&!-59!$78D1,&*!./.,&8!A7*!)''!#2,&*?#&E.!
conducted by CAB volunteers; this was managed according to the CAB’s internal security 
procedures, with external access restricted to the project’s RO. University researchers had 
*&.,*#$,&B!)$$&..!,7!-59!$'#&2,!B),)!A#'&.^!72'/!72!-59!D*&8#.&.!)2B!12B&*!,%&!B#*&$,!.1D&*?#.#72!7A!
-59!D&*.722&'F!

E;T'U"D*C#.'+C$F'$F%'!(AV'K",H#$%%D&'B#-'QD")%&&%&'$"'%#&HD%'C#-%Q%#-%#)%'

J%&!D*7U&$,!E).!'&B!6/!,%&!I2#?&*.#,/!,&)8!E%7!7*#@#2)''/!$72$&#?&B!,%&!D*7U&$,!)2B!D*7D7.&B!#,!,7!
,%&!0](F!X7E&?&*̂!A*78!#2$&D,#72!̂72&!7A!,%),!,&)8!%)B!&SD&*#&2$&!).!)!'7$)'!-59!67)*B!8&86&*!
)2B!E).!)'.7!)!?#.#,#2@!M&.&)*$%!(&''7E!),!,%&!I2#?&*.#,/F!!J%#.!&2.1*&B!,%),!̂E%#'.,!,%&!*&.&)*$%!E).!
)$)B&8#$)''/! .71*$&B!)2B!#2B&D&2B&2,!̂#,!6&2&A#,,&B! .,*72@'/!A*78!&SD&*,! -59!#2D1,.F! !J%&!$'7.&!
$7'')67*),#72!$72,#21&B!E#,%#2! ,%&!&)*'/!B&?&'7D8&2,!7A! ,%&!D*7U&$,!E%&*&! )!A7*8)'! )@*&&8&2,^!
12B&*! ,%&! B#*&$,#72! 7A! ,%&! 0](^! E).! .#@2&B! 6&,E&&2! ,%&! I2#?&*.#,/! )2B! -59_953G0^! ,%&! '),,&*!
%)?#2@!)!$'&)*!$788#,8&2,!,7!)#B!)2B!A7.,&*!,%&!*&.&)*$%F!

J%#.!D*#7*!.&,!7A!)@*&&8&2,.!&2.1*&B!,%),!#..1&.!.1$%!).!$'#&2,!$72A#B&2,#)'#,/^!&,%#$)'!$72$&*2.^!1.&!
of CAB volunteers and the minimisation of disruption to the CAB could be settled to all parties’ 
.),#.A)$,#72F!P2&!7A!,%&!27?&'!)*&).!7A!,%&!*&.&)*$%!8&,%7B7'7@/!E).!,%&!#2,&2,#72!,7!1.&^!E%&*&!
D7..#6'&^! -59! ?7'12,&&*.! ,7! 12B&*,)4&! &'&8&2,.! 7A! ,%&! *&.&)*$%! D*7$&..^! 27,! U1.,! A7*! D*)$,#$)'!
*&).72.! c,%&! D*7U&$,! E).! .#@2#A#$)2,'/! 12B&*_*&.71*$&B! A7*! .,)AA! ,#8&d! 61,! )'.7! ).! )! 8&)2.! 7A!
61#'B#2@! *&.&)*$%! $)D)$#,/! E#,%#2! ,%&! '7$)'! 91*&)1F! ! K2B&&B! E%&2! ,%&!2&E.! 7A! ,%&!D*7U&$,! E).!
*&')/&B!,7!,%&!'7$)'!7*@)2#.),#72!,%&*&!E).!)!@*&),!B&)'!7A!&2,%1.#).8!)2B!E#''#2@2&..!72!,%&!D)*,!7A!
E7*4&*.! )2B! ?7'12,&&*!)B?#.&*.! ,7! 6&$78&! #2?7'?&BF! 52! )BB#,#72)'! )B?)2,)@&! E).! ,%&! .D&$#)'#.,!
427E'&B@&!$72,*#61,&B!6/!,%&!?7'12,&&*!)B?#.&*.F!

J%&! -59!)B?#.&*.! *&D*&.&2,&B! )! ')*@&! D77'! 7A! &SD&*,#.&C! ,%&/! %)B! @77B! #2,&*D&*.72)'! .4#''.! )2B!
12B&*,774!#2,&*?#&E#2@!72!)!*71,#2&!6).#.!).!D)*,!7A!,%&#*!D*7A&..#72)'!,*)#2#2@!)2B!-59!)$,#?#,/^!)2B!
E&*&!427E'&B@&)6'&!)671,!,%&!$'#&2,.!)2B!,%&#*!D*76'&8.!).!E&''!).!-59!D*)$,#$&.!)2B!D*7$&B1*&.F!
078&!?7'12,&&*.!%)B!D*7A&..#72)'!6)$4@*712B.!#2!KJ^!B),)!%)2B'#2@!)2B!)2)'/.#.F!J%#.^!,7@&,%&*!E#,%!
)!%#@%!'&?&'!7A!E#''#2@2&..!,7!%&'D^!8)B&!,%#.!D77'!7A!D&7D'&!)!1.&A1'!*&.71*$&!,%&!*&.&)*$%!,&)8!,7!
B*)E!1D72!),!)''! .,)@&.!#2!,%&!*&.&)*$%!D*7$&..F!!!(7*!&S)8D'&^!,%&!I2#?&*.#,/!,&)8!%)B!7*#@#2)''/!
,%71@%,! ,%),!)B?#.&*.! $71'B! #2,&*?#&E! ,%&#*! 7E2! $'#&2,.^! 61,!)B?#.&*. ! .,),&B! ),! 72&! 7A! ,%&! &)*'/!
#2B1$,#72! 8&&,#2@.! ,%),! ,%#.! $71'B! $)1.&! $72A1.#72! )671,! ,%&#*! *7'&^! )2B! $72.&a1&2,'/! )! D7'#$/!
B&$#.#72!E).!,)4&2!,7!&2.1*&!,%),!27!$'#&2,!E).!#2,&*?#&E&B!6/!)2/!-59!.,)AA!7*!?7'12,&&*.!E%7!%)B!
@#?&2! 7*! E).! @#?#2@! ,%&8! )B?#$&F! 527,%&*! &S)8D'&! $72$&*2.! ,%&! 1.&! 7A! ,%&! E&''_6&#2@! .$)'&C!
)B?#.&*.!.1@@&.,&B!,%),!#,!E71'B!6&!1.&A1'!,7!8&).1*&!E&''_6&#2@!#2B#$),7*.!),!,%&!,#8&!7A!,%&!A#*.,!
)B?#$&!.&..#72!c#F&F!),!*&$*1#,8&2,d!).!E&''!).!),!A#*.,!#2,&*?#&EF!

X7E&?&*!,%&!?&*/!$'7.&2&..! ,7!$'#&2,.!)2B!,%&#*!$72$&*2.!8&)2,! ,%),!#..1&.!7A!#2B&D&2B&2$&!)2B!
$72.#.,&2$/!E&*&!*)#.&BF!!KA!?7'12,&&*.!E&*&!,7!D)*,#$#D),&!#2!,%&!@&2&*),#72!7A!B),)!,%&*&!%)B!,7!6&!
$'&)*!*1'&.!*&@)*B#2@!%7E!#2,&*?#&E.!E&*&!,7!6&!$72B1$,&B^!%7E!$'#&2,!B),)!E).!%)2B'&B^!,7!E%),!
&S,&2,! #2,&*?#&E&*.! $71'B! D*78D,^! )2B! ,7! &2.1*&! )! .&D)*),#72! 6&,E&&2! ,%&! ?7'12,&&*.! *7'&! ).!
)B?#.&*!)2B!,%),!7A!*&.&)*$%&*F!J%&!.,*#$,2&..!7A!-59!$72A#B&2,#)'#,/!D*7$&B1*&.!)2B!,%&!I2#?&*.#,/!
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research team’s adherence to professional codes of practi$&! &2.1*&B! ,%),! .1$%! #..1&.! E&*&! ,%&!
.16U&$,! 7A! *&A'&$,#72! )2B! *&.D72.#?&! )$,#72! ,%*71@%71,F! 5''! #2,&*?#&E! *&$7*B#2@.! )2B! ,*)2.$*#D,.!
E&*&!$%&$4&B!6/! ,%&!M&.&)*$%!PAA#$&*! )2B!),! '&).,!72&!7,%&*!8&86&*!7A!,%&! I2#?&*.#,/!*&.&)*$%!
,&)8^!E%7!)'.7!$%&$4&B!A7*!$72.#.,&2$/!)2B!)B%&*&2$&!,7!,%&!#2,&*?#&E!,7D#$!.$%&B1'&.!).!E&''!).!)!
E*#,,&2! .&,!7A!#2.,*1$,#72.!A7*! ,%&!$72B1$,!7A!#2,&*?#&E.F!5.!E&''! ).!#2B1$,#72! .&..#72.! '&B!6/! ,%&!
I2#?&*.#,/!*&.&)*$%!,&)8!)2B!),,&2B&B!6/!)''!?7'12,&&*!#2,&*?#&E&*.^!)!.&*#&.!7A!B&6*#&A#2@!.&..#72.!
E&*&! %&'B! E%&*&! ,%&! #..1&.! 7A! #2B&D&2B&2$&! )2B! $72.#.,&2$/! E&*&! B#.$1..&B! )2B! )B%&*&2$&! ,7!
D*7$&B1*&.!E).!?&*#A#&BF!

K2! .188)*/! ,%&*&! E).!B#.,#2$,! .&D)*),#72!7A! ,%&!)B?#.&*.! *7'&! )2B! ,%&!#2,&*?#&E#2@! B1,#&.^! $'&)*!
*1'&.!)2B!D*7,7$7'.!E&*&!)@*&&B!)2B!,*)#2#2@!)2B!.1DD7*,!E).!D*7?#B&B!,%*71@%71,F!!!!

J%&!*7'&!7A!?7'12,&&*.!&S,&2B&B!6&/72B!#2,&*?#&E#2@!)2B!E).!&.D&$#)''/!1.&A1'!#2!,%&!$72.,*1$,#72!
7A!a1)2,#,),#?&!B),)!.&,.^!,%&!B),)_8#2#2@!7A!,%&!-59!B),)6).&!)2B!,%&!$72.,*1$,#72!7A!D*7S#&.!,7!
?)'1&!71,$78&.F! ! ]%&*&! ?7'12,&&*.! E&*&! &2@)@&B! 72! ,%#.! #,! E).! 12B&*! .,*#$,! 7?&*.#@%,! A*78! )!
8&86&*!7A!,%&!I2#?&*.#,/!,&)8!)2B!,%#.!)'.7!E&2,!A7*!)2/!7A!,%&!&?)'1),#72.!7A!#8D)$,.!8)B&!6/!
?7'12,&&*.! ).! ,%&! A#2)'! &?)'1),#72F! 52)'/.#.! E).! )'E)/.! $%&$4&B! )2B! ?)'#B),&B! 6/! ,%&! I2#?&*.#,/!
*&.&)*$%!,&)8!,7!&2.1*&!$72.#.,&2$/!7A!*&.1',.!)$*7..!,%&!.)8D'&F!K2!)BB#,#72^!)''!B),)!&2,*/!#2,7!,%&!
0MPK!B),)6).&!E).!$72B1$,&B!)2B!?)'#B),&B!6/!,%&!I2#?&*.#,/!*&.&)*$%!,&)8F!

J%&! 71,$78&! 7A! ,%#.! $7'')67*),#?&! )DD*7)$%! %).! &2)6'&B! )! 81',#D'#$),#72! 7A! ,%&! *&.&)*$%! &AA7*,!
)?)#')6'&!,7! ,%&! D*7U&$,! ).! #,! %).! 6&2&A#,&B! @*&),'/! A*78! ,%&! &2*#$%8&2,! ,%),!)B?#.&*.! )2B! -59!
E7*4&*.!%)?&!6*71@%,!,7!,%&!.,1B/F!!K,!%).!)'.7!D*7?#B&B!)!$'&)*!.&,!7A!D*7$&B1*&.!,%),!%)?&!)''7E&B!
1.!,7!&.,)6'#.%!#2B&D&2B&2,!)2B!A)#*!&?)'1),#72!D*7$&..&.!,7!8&).1*&!$'#&2,!71,$78&.^!,7!D*7?#B&!
*761.,! #2B#$),7*.! )2B! &?)'1),#72! ,&$%2#a1&.F! ! J%&.&! 8)/! 6&! 1.&A1'! 6&/72B! ,%&! '#A&,#8&! 7A! ,%#.!
D)*,#$1')*!D*7U&$,!)2B!@1#B&!7,%&*.!.&&4#2@!,7!D*7?&!?)'1&!#2!.#8#')*!.&$,7*.^!)',%71@%!E71'B!2&&B!
B&?&'7D8&2,!A7*!@&2&*#$!)DD'#$),#72!).!,%&/!E&*&!E*#,,&2!.D&$#A#$)''/!A7*!,%&!953G0!-59!7AA#$&F!(7*!
&S)8D'&^!,%&/!#2$'1B&B!B&,)#'.!7A!D%/.#$)'!'7$),#72.!7A!A7*8.^!B7$18&2,.^!D&,,/!$).%!A7*!,%&!D*7U&$,!
&,$F!

E;W'(QQ,XC#.'68=4'

J%&! 8)U7*! 8&)2.!7A! $)'$1'),#2@! ,%&! #8D)$,! 7A! -59! )B?#$&! 72! $'#&2,.! E).! ,%&! 0MPK! *),#7^! E%#$%!
#2B#$),&.! ,%&!A#2)2$#)'!@)#2! ),,*#61,)6'&! ,7! )B?#$&!A*78!&?&*/!D712B!7A! ,%&!$7.,!7A!D*7?#B#2@!,%),!
)B?#$&F! J%&! 8&,%7B7'7@/! 7A! 07$#)'! M&,1*2! 72! K2?&.,8&2,! #.! .,#''! 6&#2@! B&6),&B! )2B! #,! *&a1#*&.!
$)*&A1'! %)2B'#2@F! X7E&?&*^! 0MPK! E).! .&'&$,&B! A7*! ,%#.! D*7U&$,! 6&$)1.&! #,! D*7?#B&.! )2! &S,&*2)''/!
?&*#A#)6'&! )2B!$78D)*)6'&!A*)8&E7*4!A7*!71*!A#2B#2@.^! )2B!6&$)1.&!#,.!1.&!#2! ,%&!$%)*#,)6'&! )2B!
?7'12,)*/! .&$,7*! #.! E#B&.D*&)BFV! J%#.! .&$,#72! $7?&*.! ,%&! 4&/! )*&).! 7A! 7D&*),#72)'#.#2@! ,%&! 0MPK!
8&,%7B7'7@/!E#,%!*&.D&$,!,7!)B?#$&!.&*?#$&.F!(1*,%&*!,&$%2#$)'!B&,)#'.!$)2!6&!A712B!#2!5DD&2B#S!;!
c'#.,!7A!D*7S#&.!1.&Bd^!>!c0MPK!)..18D,#72.!)2B!*1'&.!8)B&d!)2B!O!c.&2.#,#?#,/!)2)'/.#.!7A!,%&!0MPK!
*),#7dF!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
9 See Cabinet Office (2009) A Guide to Social Return on Investment. London: Cabinet Office. 
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5.! E&! B#.$1..! A1*,%&*! 6&'7E! #2! *&'),#72! ,7! ,%&! A#2B#2@.^! 71*! D*7U&$,! 87B#A#&.! )2B! 61#'B.! 72!
$72?&2,#72)'!0MPK!#2! ,%&!4&/! *&.D&$,! ,%),!E&!%)?&! .71@%,! ).!A)*! ).!D7..#6'&! ,7!1.&!*&)'!A#2)2$#)'!
B),)! *),%&*! ,%)2! *&'/#2@! 72! D*7S#&.F! ] &! %)?&! 1.&B! D*7S#&.! E%&*&! *&)'! A#2)2$#)'! 71,$78&.! E&*&!
D)*,#)''/!8#..#2@!7*!,%&!71,$78&.!8&)2,! ,%),! )2! )$,1)'!A#2)2$#)'!?)'1&!$71'B!27,!6&! .71*$&B!&F@F!
#2$78&! @)#2&B! $71'B! 6&! .71*$&B!A*78! )$,1)'! B),)! 61,! ,%&! &AA&$,! 7A! 8&2,)'!%&)',%! #8D*7?&8&2,!
2&&B&B!,7!6&!&?#B&2$&B!,%*71@%!)!D*7S/F!5.!E&!B#.$1..!#2!87*&!B&,)#'!#2!*&'),#72!,7!71*!A#2B#2@.^!
E&! $72,&2B! ,%),! 71*! A#2B#2@.! 1.&! 0MPK! #2! ,%&! 87.,! *761.,! D7..#6'&! E)/F! 3&?&*,%&'&..^! 0MPK!
8&,%7B7'7@/! #.! 7D&2! ,7! $*#,#$#.8! 6&$)1.&! #,! *&'#&.! 72! %/D7,%&,#$)'! .#,1),#72.! c.#2$&! #,! 2&&B.! ,7!
$)'$1'),&! ,%&! $7.,! 7A! $712,&*_A)$,1)'! .#,1),#72.^! A7*! &S)8D'&! ,%&! $7.,! 7A! 6)#'#AA.! )2B! $71*,!
D*7$&&B#2@.!E%&*&!*&D7..&..#72.!)*&!)?7#B&B!B1&!,7!B&6,!.&,,'&8&2,!)@*&&8&2,.dF!0MPK!.D&$#)'#.,.!
%)?&!.71@%,!,7!8#,#@),&!,%&.&!D*76'&8.!).!71,'#2&B!%&*&!6&'7EF!K2!)BB#,#72^!71*!A#2B#2@.!)*&!7D&2!
to the criticism that ‘realist’ SROI calculations of value apply only to a sample group of individuals 
)2B!,%),!,%&!*),#7!8)/!B#AA&*!E#,%!)!B#AA&*&2,!.)8D'&F!]&!%)?&!.71@%,!#2!71*!D*7U&$,!,7!*&.D72B!).!
A)*! ).! D7..#6'&! ,7! ,%&.&! $72$&*2.! 6/!c)d! &2.1*#2@! ).! A)*! ).! D7..#6'&! ,%),! 71*! .)8D'&! #.! 6*7)B'/!
representative of the CAB’s wider core population and seeking to identify and eliminate where 
D7..#6'&!.71*$&.!7A!.)8D'&!6#).g!c6d!1.#2@!)''!)?)#')6'&!.71*$&.!7A!#2A7*8),#72!,7!$%&$4!B),)!@#?&2!6/!
$'#&2,.g! )2B! c$d! )B%&*#2@! ,7! ,%&! D*#2$#D'&.! 7A! 0MPK! )2B! ,%&! B&,)#'! 7A! D*7$&B1*&.^! A*78! E%#$%! E&!
B&D)*,&B! 72'/! E%&*&! ,%&.&! $72A'#$,&B! E#,%! ,%&! .D&$#A#$! $72B#,#72.! 7A! ,%&! 71,$78&! cA7*! &S)8D'&^!
E%&*&! ,%&! '&2@,%!7A!&2,#,'&8&2,! ,7! )! .D&$#A#$!6&2&A#,!E).! .%7*,&*!,%)2! ,%&!D&*#7B!$72?&2,#72)''/!
)..18&B!A7*!D1*D7.&.!7A!$)'$1'),#2@!,%&!?)'1&!7?&*!,#8&C!.&&!6&'7E!)2B!5DD&2B#S!>dF!

K2! )BB#,#72^! E&! 12B&*,774! )! .&2.#,#?#,/! )2)'/.#.! ,7! ,&.,! ?)*#71.! )..18D,#72.! 8)B&! ,%*71@%! ,%&!
)DD'#$),#72!7A!0MPK!D*#2$#D'&.!c.&&!5DD&2B#S!OdF!!

J%&!A7''7E#2@!.&$,#72!D*&.&2,.!,%&!4&/!0MPK!D*#2$#D'&.!)2B!71,'#2&.!%7E!,%&/!E&*&!7D&*),#72)'#.&B!
#2!,%#.!D*7U&$,F!!

($$DCIH$C"#'

X7E!81$%!$*&B#,!$)2!-59!,)4&!A7*!71,$78&.!@&2&*),&Bn!-)'$1'),#72!7A!0MPK!2&&B.!,7!A#2B!)!E)/!7A!
,)4#2@!)$$712,!7A!,%&!&S,&2,!,7!E%#$%!)!@#?&2!71,$78&!E).!$)1.&B!6/!,%&!#2,&*?&2,#72!7A!,%&!.7$#)'!
D1*D7.&!7*@)2#.),#72^!)2B!%7E!81$%!6/!7,%&*!7*@)2#.),#72.!7*!D&7D'&F!

]&! ).4&B! $'#&2,.! %7E! 81$%! 7A! ,%&! $%)2@&! @&2&*),&B! $)2! ),,*#61,&B! ,7! ,%&! -59! #2,&*?&2,#72!
ca1&.,#72!R!#2!#2,&*?#&E!,7D#$!@1#B&^!5DD&2B#S!=d!#2!,&*8.!E%#$%!A7''7E!)!.#8#')*!a1&.,#72!.,*1$,1*&!
,7! 7,%&*! 0MPK! *&D7*,.! #2! )B?#$&F=<! -'#&2,.! @)?&! 1.! ,%&#*! 12B&*.,)2B#2@! 7A! ),,*#61,#72! 61,! E%&*&!
$'#&2,.!A&',!12)6'&!,7!@#?&!)!D&*$&2,)@&!E&!%)?&!%)B!,7!#2A&*!,%#.!A*78!67,%!#2,&*?#&E!B&.$*#D,#72.!
)2B!-59!27,&.!72!,%&!D)*,#$1')*!)B?#$&!.&..#72.F!J%#.!*&.&)*$%!D*7$&..!8)/!%)?&!$)1.&B!)!D7.#,#?&!
6#).!,7E)*B!,%&!-59!E%&*&!$'#&2,.!)*&!6&#2@!).4&B!,%&.&!a1&.,#72.^!.78&,#8&.!6/!-59!?7'12,&&*.^!
.7!,%&*&!8)/!6&!)!,&2B&2$/!,7!#2A'),&!,%&!),,*#61,#72!D&*$&2,)@&F!X7E&?&*^!#,!#.!E7*,%!27,#2@!,%),!
,%&*&!#.!27!&?#B&2$&!#2! ,%&! ,*)2.$*#D,.! 7A! )2/! )..7$#),#72!6&,E&&2! ,%&! )AA#'#),#72!7A!#2,&*?#&E&*.!
c-59! 7*! I2#?&*.#,/d! )2B! ,%&! '#4&'#%77B! 7A! ),,*#61,#2@! 71,$78&.! ,7! -59^! 7*! ,%&! D&*$&2,)@&! 7A!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
10 See New Economics Foundation (2010) Outcomes in Advice. London: New Economics Foundation and Advice UK. 
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to see clients’ interrelated issues over a period of time rather than focussing on just one advice 

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
11 Cabinet Office (2009) A Guide to Social Return on Investment. London: Cabinet Office. 
12 See New Economics Foundation (2010) Outcomes in Advice. London: New Economics Foundation and Advice UK. 

�:�R�P�H�Q�V�¶�� �6�X�S�S�R�U�W�� �1�H�W�Z�R�U�N�� ������������ Social Return on Investment Pilot Reports. Northern Ireland: Gauge and �:�R�P�H�Q�¶�V��
Support Network (WSN). 
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!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
13 Cabinet Office (2009) A Guide to Social Return on Investment. London: Cabinet Office. 
14 Action for Children (2010) �7�K�H�� �H�F�R�Q�R�P�L�F�� �D�Q�G�� �V�R�F�L�D�O�� �U�H�W�X�U�Q�� �R�I�� �$�F�W�L�R�Q�� �I�R�U�� �&�K�L�O�G�U�H�Q�¶�V�� �)�D�P�L�O�\�� �,�Q�W�H�U�Y�H�Q�W�L�R�Q�� �3�U�R�M�H�F�W. 
Northamptonshire: Action for Children and More than Outputs. 
15 CAB BANES operates a Gateway system for access to the Bureau.  At Gateway, clients are seen for a short triage 
interview and some are referred to other agencies or to written sources of advice.  The remainder move on to full advice 
in a face-to-face advice session.  In order to calculate the average cost per head of full advice, we first estimated, 
�I�R�O�O�R�Z�L�Q�J���D�G�Y�L�F�H���I�U�R�P���W�K�H���%�X�U�H�D�X�¶�V���7�U�H�D�V�X�U�H�U�����W�K�H���F�R�V�W���R�I���R�S�H�U�D�W�L�Q�J���W�K�H���*�D�W�H�Z�D�\���V�H�U�Y�L�F�H���I�R�U���D�O�O���F�O�L�H�Q�W�V�����…�������������������7�K�D�W�����L�Q��
turn, gives the average cost per head of Gateway (£12). In order to estimate the cost of full advice, Gateway costs were 
subtracted from total Bureau costs, giving a total of £350,811.  That gives an average cost of full advice by itself for 
those clients going on to that stage (£72).  However, those clients have also been through Gateway at an average cost of 
£12.  Hence the total average cost of those clients from which our sample is drawn of £84. 
16 Using the 2012-13 data about the difference between the costs of the gateway and advice clients we have estimated the 
cost of clients who have received advice over an 18 month period. 
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!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
17 We used 2012-13 data here as we do not have 2013-14 costs. 
18 Cabinet Office (2009) A Guide to Social Return on Investment. London: Cabinet Office. 
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6&,E&&2!B78)#2.!7A!)B?#$&F!J%#*B^!E&!)1@8&2,&B!0MPK!,&$%2#a1&.!,7!#''1.,*),&!%7E!B#AA&*&2,!,/D&.!
7A!?)'1&!)*&!$*&),&B!A7*!B#AA&*&2,!.,)4&%7'B&*.F!J%&!$786#2&B!*&.1',!7A!,%&.&!87B#A#$),#72.^!).!E&''!
).!&2.1*#2@!?)'#B#,/!7A!*&.1',.!E#,%!*&.D&$,!,7!*&)'!71,$78&.^!%).!6&&2!,7!*&A#2&!0MPK!#2!*&.D&$,!7A!
*&)'!71,$78&.!cA7*!&S)8D'&^!#2!*&$7@2#,#72!7A!,%&!A)$,!,%),!B*7D_7AA!)2B!6&2&A#,!7?&*!,#8&!E#''!?)*/!
)$$7*B#2@!,7!,%&!2),1*&!7A!,%&!71,$78&d^!,%),!#.^!A#2&_,12#2@!)2B!?)'#B),#2@!)$,1)'!*&.1',.F!

K,!#.!E7*,%!27,#2@!,%),!,%&!$78D'&S#,/!@&2&*),&B!6/!71*!B),)!@7&.!.#@2#A#$)2,'/!6&/72B!87.,!&S#.,#2@!
0MPK!$)'$1'),#72.^!E%#$%!@&2&*),&!#2B#?#B1)'!#8D)$,!8)D.!A7*!72'/!)!?&*/!.8)''!2186&*!7A!71,$78&.!
7*! #2B#?#B1)'! $).&.F! 5.! 27,&B^! E&! @&2&*),&B! \<! )$,1)'! #8D)$,! 8)D.! B&*#?&B! A*78! )! 2186&*! 7A!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
19 Cabinet Office (2009) A Guide to Social Return on Investment. London: Cabinet Office. 
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.71*$&.!E%#$%!E&!,*#)2@1'),&B!c$'#&2,!2)**),#?&.^!-59!*&D7*,#2@!B),)^!)2B!E&''_6&#2@!.&'A_*&D7*,#2@!
1.#2@!&.,)6'#.%&B!.$)'&.d!)'72@.#B&!?&*#A#)6'&!D*7S#&.F!!

(#2)''/^! ).! 71,'#2&B! #2! ,%#.! ').,! .&$,#72^! E&! )DD'#&B! 0MPK! D*#2$#D'&.! )2B! )..18D,#72.! 72! )! ?&*/!
$)1,#71.!6).#.^!12B&*,)4#2@!.&2.#,#?#,/!)2)'/.#.!,7!8#,#@),&!,%&!*#.4!7A!7?&*_),,*#61,#72F!]&!)'.7!1.&B!
-59!A#2)2$#)'!*&D7*,#2@!$),&@7*#&.!,7!B#.)@@*&@),&!,%&!A#2)2$#)'!71,$78&.!)2B!0MPK!*),#7!,7!&SD')#2!
%7E! ,%&! .18! #.! $72.,#,1,&B! 7A! B#AA&*&2,! ,/D&.! 7A! A#2)2$#)'! ?)'1&! ,7! D*7?#B&! @*&),&*! $')*#,/! )2B!
,*)2.D)*&2$/F!

! '
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L;'8060(8!M'Z4<>4<O6 '
5.!71,'#2&B!)67?&^! ,%#.!*&.&)*$%!E).!6).&B!72! )! *)2@&!7A!B),)! .71*$&B!#2!$7'')67*),#72!E#,%! ,%&!
-59F! P1*! .)8D'&! E).! 7A! \<! $'#&2,.^! &SD'7*#2@! ,%&! D*7$&..! 7A! *&$&#?#2@! )B?#$&! )2B! ,%&! 71,$78&.!
@&2&*),&B!A*78!,%#.!7?&*!)2!=\!872,%!D&*#7BF!

M&.&)*$%!B),)!#2$'1B&BC!

x \<!A#*.,!#2,&*?#&E.!E#,%!-59 _953G0!$'#&2,.!

x W\ !.&$72B!#2,&*?#&E.!E#,%!)!.8)''&*!.16_.&$,#72!7A!,%&!)67?&!.)8D'&!

x 52)'/.#.!7A!B),)!%&'B!6/!,%&!-59!)671,!,%&!)B?#$&!.&..#72.!7A!,%&.&!\<!$'#&2,.!7?&*!)!D&*#7B!7A!
&#@%,&&2!872,%., with clients’ permissionF!

x 52)'/.#.!7A!-59!B),)!)671,!,%&!$%)*)$,&*#.,#$.!7A!71*!.)8D'&!D7D1'),#72!#2!$72,*).,!E#,%!,%&!A1''!
D7D1'),#72!7A!-59_953G0!$'#&2,.!

x T1)2,#,),#?&!B),)!1.#2@!,%&!])*E#$4 _GB#261*@%!"&2,)'!]&''_6&#2@!.$)'&F!J%#.!a1)2,#,),#?&!B),)!
$78D*#.&B!,%&!=R=!$'#&2,.!E%7!#2B#$),&B!#2#,#)'!E#''#2@2&..!,7!6&!#2?7'?&B!#2!,%&!*&.&)*$%^![R!7A!
,%&!\<!$'#&2,.!E%7!12B&*,774!,%&!A#*.,!#2,&*?#&E!c27,!)''!7A!,%&8!$%7.&!,7!A#''!#2!,%&!A7*8.d^!)2B!
W;!*&.D72.&.!A*78!,%&!A#2)'!#2,&*?#&E!D%).&F!JE7!)BB#,#72)'!.%7*,!a1&.,#72.!72!,%&!&AA&$,#?&2&..!
7A! )B?#$&! E&*&! )'.7! ).4&B^! )'72@.#B&! ,%&! 2186&*! 7A! ?#.#,.! ,%),!$'#&2,.! %)B! 8)B&! ,7! ,%&#*! Z+!
c&S)8D'&!A7*8!#2!5DD&2B#S!=dF!

J%&!A#*.,!)2B!.&$72B!#2,&*?#&E.!&'#$#,&B!#2A7*8),#72!A*78!$'#&2,.!)671,!%7E!,%&/!%)B!&SD&*#&2$&B!
,%&!D*7$&..!7A! *&$&#?#2@!)B?#$&!A*78! -59! )2B!E%),!B#AA&*&2$&! ,%#.! )B?#$&!8)B&! ,7! ,%&8!#2! ,%&#*!
.D&$#A#$!$#*$18.,)2$&.^!).!E&''!).!)671,!E%&,%&*!7,%&*!)@&2$#&.!%)B!$72,*#61,&B!,7!)2/!71,$78&.F!
We were interested in finding out how advice contributed to any change in those clients’ personal 
$#*$18.,)2$&.^!#2$'1B#2@!,%&#*!%&)',%!)2B!E&''_6&#2@F!!

K,!#.!#8D7*,)2,!,7!27,&!%&*&!,%),!,%&!D*#8)*/!)#8!7A!,%&!D*7U&$,!E).!,7!8&).1*&!#8D)$,!1.#2@!0MPK!
8&,%7B7'7@/^!).!,%#.!#.!E#B&'/!1.&B!#2!,%&!.&$,7*!)2B!#.!&S,&*2)''/!?&*#A#)6'&^!)',%71@%!).!B#.$1..&B!
)67?&!E&!)B)D,&B!,%&!8&,%7B7'7@/!,7!.1#,!,%&!.D&$#A#$!D*7$&B1*&.!7A!-59!71,$78&.!*&D7*,#2@F!J%&!
D*7U&$,! @&2&*),&B! *#$%! B),)! A*78! ,%&! #2,&*?#&E.! )2B! ,%&! E&''_6&#2@! .&'A_)..&..8&2,.^! E%#$%! E&!
E&*&! )6'&! ,7! $7**767*),&! )2B! $78D'&,&!1.#2@! -59_953G0! *&$7*B.F!J%&*&! #.! D7,&2,#)'! ,7!B&?&'7D!
)2)'/.#.! 7 A! ,%&.&!B),)F!X7E&?&*^! A7*! ,%&!D1*D7.&.! 7A! ,%#.! D*7U&$,^! E&! A7$1.&B!72!1.#2@! ,%&!B),)!
@),%&*&B!#2!7*B&*!,7!61#'B!#8D)$,!8)D.!)2B!)**#?&!),!71*!$)'$1'),#72.!7A!?)'1&!)$$7*B#2@!,7!,%&!0MPK!
8&,%7B7'7@/F! J%&/! E&*&! 1.&B! ,7! ,*#)2@1'),&! 872&,)*/! ?)'1&.! )2B!#2A7*8! ,%&! )..18D,#72.!
12B&*'/#2@!,%&8F!

J%&!B),)! )'.7!@&2&*),&B!A#2B#2@.!72! ,%&!E)/! ,%),!$'#&2,.!1.&! )2B!&SD&*#&2$&! -59! .&*?#$&.!E%#$%!
8)/! 6&! 7A! 1.&! ,7! -59! #2! A1,1*&! B&?&'7D8&2,! 7A! .&*?#$&! B&'#?&*/F! (7*! ,%#.! *&).72! E&! %)?&! )'.7!
#2$'1B&B!.78&!7A!,%&.&!$72,&S,1)'!B&,)#'.!#2!,%&!A7''7E#2@!.&$,#72!WF=̂!E%#$%!D*&.&2,.!.78&!#2#,#)'!
A#2B#2@.!A*78!,%&!#2,&*?#&E.F!

!
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]&! )'.7!D*&.&2,! '),&*!#2! ,%#.! .&$,#72!cWF>d!7A! ,%&! *&D7*,!,%&!0MPK! *),#7!E%#$%!&8&*@&B!A*78!71*!
$)'$1'),#72.! 7A! ,%&! ?)'1&! 7A! 71,$78&.F! 91#'B#2@! 72! ,%&! B#.$1..#72! #2! ,%&! D*&?#71.! .&$,#72! c;F[!
)67?&d^! E&! D*&.&2,! #2B#?#B1)'! #8D)$,! 8)D.!c.&$,#72! WF;d!E#,%! *&A&*&2$&!,7! .D&$#A#$! $).&.F! J%#.!
.&$,#72^! )'72@.#B&! .&$,#72! WFW!.%7E.! %7E! 71*! 8&,%7B7'7@/! E).! 7D&*),#72)'#.&B! 1.#2@! ,%&!
,*#)2@1'),&B!B),)!A*78!,%&!#2,&*?#&E.^!-59!)B?#$&!27,&.!)2B!71,$78&.!*&$7*B.^!)2B!E&''_6&#2@!.&'A_
)..&..8&2,.^!).!E&''!).!&S,&*2)''/!?&*#A#)6'&!D*7S#&.!E%&*&!)DD*7D*#),&F!

L;: '4#C$CB,'RC#-C#.&'RD"/'$F%'C#$%DKC%+&''

K2!'#2&!E#,%!,%&!8&,%7B7'7@#$)'!)DD*7)$%!$%7.&2!A7*!,%#.!.,1B/^!,%&!#2,&*?#&E.!E&*&!.,*1$,1*&B!#2!
7*B&*!,7!&'#$#,!#2A7*8),#72!)671,!,%&!2),1*&!7A!,%&!D*76'&8!A7*!E%#$%!$'#&2,.!%)B!.71@%,!)B?#$&g!,%&!
)B?#$&!D*7$&..!#,.&'Ag!,%&!71,$78&!7A!)B?#$&g!),,*#61,#72!7A!71,$78&.!)2B!#,.!#8D)$,!72!$'#&2,.F!J%#.!
.&$,#72!D*&.&2,.!.78&!#2#,#)'!A#2B#2@.!A*78!,%&!#2,&*?#&E.!)2B!E%),!,%&/!,7'B!1.!)671,!,%&!2),1*&!7A!
-59!.&*?#$&.!)2B!,%&!E)/!$'#&2,.!1.&!-59!.&*?#$&.^!)2B!E%),!-59!8&)2,! ,7!,%&8!D&*.72)''/F!J%&!
B&,)#'!7A!#2B#?#B1)'!$#*$18.,)2$&.!#.!,)4&2!1D!#2!,%&!#8D)$,!8)D.!c#2!.&$,#72!WF;_>!6&'7EdF!

J%&!A#2B#2@.!D*&.&2,&B!6&'7E!)*&!B#.$1..&B!%&*&!A7*!#''1.,*),#?&!D1*D7.&.F!Q),)!)*&!,)4&2!A*78!,%&!
67B/!7A!#2,&*?#&E!,*)2.$*#D,.!E%#$%!E&*&!)2)'/.&B!1.#2@!3L#?7!.7A,E)*&F!52/!A#@1*&.!@#?&2!%&*&!)*&!
A7*!#''1.,*),#?&!D1*D7.&.!6&$)1.&! ,%&/!B7!27,! ,&''! ,%&!A1''! .,7*/C!#2,&*?#&E!8),&*#)'!E).! 72'/! 72&!
.71*$&^! )'6&#,! )2!#8D7*,)2,!72&^!A7*! ,%&!$72.,*1$,#72!7A! ,%&!0MPK!?)'1&.F!5!A1*,%&*!D7#2,! ,7!27,&!
%&*&^! E%#$%! '#8#,.! ,%&!3L#?7!)2)'/.#.! A7*! ,%&! D1*D7.&.! 7A! ,%&! D*&.&2,! *&D7*,^! #.! ,%),! E#,%#2! ,%&!
,#8&.$)'&! 7A! ,%&! D*7U&$,! )''!,%&! #2,&*?#&E.! E&*&! )1,78),#$)''/! $7B&B! c1.#2@! ,%&! #2,&*?#&E! ,7D#$!
@1#B&! .,*1$,1*&d! 61,!8)21)'! $7B#2@! E).! 27,! $78D'&,&B! ,%*71@%! 3L#?7g! ,%&*&A7*&! *&.D72.&.!
#2$'1B&B!#2!.&$,#72!WF=!8)/!27,!2&$&..)*#'/!@#?&!)!A1''!)$$712,F!(7*!,%#.!*&).72^!)2/!A#@1*&.!@#?&2!#2!
,%#.!.&$,#72!)*&!A7*!#''1.,*),#?&!D1*D7.&.F;< !

())%&&'$"'!(A YA(<06 '

5.4&B!E%/!,%&/!)$$&..&B!,%&!-59!)671,!,%&#*!D*76'&8^!87.,!$'#&2,.!*&D7*,&B!,%),!-59!.&*?#$&.!)*&!
widely known or were told about them by friends or ‘word of mouth’: ‘9!%':(*%,5*(41,";($0,<= >’. 
5! .8)''&*! 2186&*! *&D7*,&B! D#$4#2@! 1D! '&)A'&,.! ),! .7'#$#,7*.! 7*! %71.#2@! )..7$#),#72.F! 0&?&2! .)#B!
&SD'#$#,'/!,%),!A*#&2B.!7*!A)8#'/!%)B!1.&B!-59!.&*?#$&.!6&A7*&F!

;>!.)#B!,%&/!$)8&!,7!,%&!-59!6&$)1.&!,%&/!%)B!)'*&)B/!1.&B!#,.!.&*?#$&.!6&A7*&g!%7E&?&*!,%#.!A#@1*&!
12B&*.,),&.! ,%&! 2186&*! 7A! D*&?#71.! 7*! 72_@7#2@! $'#&2,.^! ).! A1*,%&*! &?#B&2$&! 7A! D*&?#71.! )$$&..!
&8&*@&B!#2!#2,&*?#&E.^!)2B!#2!-59!*&D7*,#2@!B),)F!!

3#2&! *&D7*,&B! ,%),! ,%&/!E&*&! *&A&**&B! 6/! 7,%&*! )@&2$#&.! cQ]+^! U76! $&2,*&^! Z+^! 8&2,)'! %&)',%!
E7*4&*^!0E)2^!%71.#2@!)..7$#),#72^!)2B!,%*&&!6/!,%&#*!6)24dF!!

!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
20 As far as possible, however, care has been taken to check through all transcripts manually where figures have been 
given, to ensure that as full a picture as possible is presented. In addition all the transcripts were manually analysed in 
considerable detail to apply SROI principles and create the impact maps as illustrated in section 3.2.  
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5!4&/!A#2B#2@!A*78!71*!#2,&*?#&E.!#.!,%),!$'#&2,.!,&2B!,7!A&&'!?&*/!#.7'),&B!E#,%!,%&#*!D*76'&8!)2B!
E#,%71,!-59!%&'D!,%&/!E71'B!27,!427E!%7E!,7!B&)'!E#,%!#,F!J%*&&!a1)*,&*.!7A!$'#&2,.!#2!71*!.)8D'&!
.,),& B!&SD'#$#,'/! ,%),! ,%&/!%)B!*&$&#?&B!27!%&'D!7*! )B?#$&!A*78! )2/!7,%&*! )@&2$/F!P2'/!=V!$'#&2,.!
*&D7*,&B!,%),!,%&/!%)B!*&$&#?&B!%&'D!A*78!7,%&*!)@&2$#&.^!61,!#2!8)2/!7A!,%&.&!$).&.!,%&/!)'.7!.)#B!
,%),!-59!)B?#$&!%)B!6&&2!87.,!#8D7*,)2,!7*!B&$#.#?&F!X&'D!A*78!7,%&*!7*@)2#.),#72.!8)#2'/! ,774!
,%&!A7*8!7A!%&'D!E#,%!A#''#2@!A7*8.!7*!E*#,#2@!'&,,&*.^!7*!#2!)!.8)''!2186&*!7A!$).&.!)$$&..#2@!@*)2,.!
7*!A1*,%&*!.1DD7*,!#2!&8D'7/8&2,!$).&.F!

X&)',%!)@&2$#&.!A7*8&B!,%&!6#@@&.,!.71*$&!7A!%&'D!71,.#B&!,%&!-59!c21*.&!#2!,E7!$).&.^!Z+^!%7.D#,)'!
.,)AA^!3X0!$712.&''7*^!5$,#72!A7*!"G^!Q*1@.!5B?#.&*/!0&*?#$&d^!).!E&''!).!%71.#2@!)@&2$#&.!c$712$#'^!
%71.#2@! .1DD7*,! E7*4&*^! %71.#2@! B&D)*,8&2,^! Z*).D! )! $%)*#,/! E%#$%! B&)'.! E#,%! )$$&..! ,7! .7$#)'!
%71.#2@^!)2B!#2B&D&2B&2,!'#?#2@!$&2,*&.!7*!$%)*#,#&.!c,%*&&!$).&.dF!(71*!$'#&2,.!$#,&B!D*#?),&!.71*$&.!
7A!.1DD7*,!c.7'#$#,7*^!6)24^!,)S!)B?#.&*^!27!E#2!27!A&&!)@&2$/dF!(#?&!$'#&2,.!8&2,#72&B!#2A7*8)'!7*!
D&*.72)'! .1DD7*,!2&,E7*4.!c$%1*$%^!A*#&2B.dF!JE7!$'#&2,.!8&2,#72&B!0E)2^! )! '7$)'! )B?#$&!$%)*#,/^!
)2B!,E7!8&2,#72&B!0,!:7%2.!X7.D#,)'^!)!'7$)'!$%)*#,/!@#?#2@!)'8.%71.&!)$$7887B),#72!)2B!.1DD7*,!
@*)2,.! )2B!72&!%)B!1.&B!5-50F!P2&!$'#&2,!%)B!6&&2!%&'D&B!6/! )!A)8#'/! .1DD7*,!E7*4&*! ),! ,%&#*!
child’s school. One client was referred to Bristol law centre by -59F!

0&?&*)'!$'#&2,.!.,*&..&B!,%),!,%&/!A&',!'&,!B7E2!6/!7,%&*!)@&2$#&.!)2B!-59!E).!,%&!72'/!7*@)2#.),#72!
,%&/!$71'B!,1*2!,7C!�^���}�u�]�v�P���š�}���š�Z�������������]�š���Á���•���i�µ�•�š���o�]�l�����/���Á���•���]�v�������À���Œ�Ç�������Œ�l���š�µ�v�v���o�����v�����š�Z�������������Á���•��
0?%,#)+?0,"0,0?%,%*2,(@,0?%,0$**%#A,;%3"$1%A,"1,B,1")2A,;:,6:1%#@,B,4($#2,*(0,?"!%,;%%*,";#%,0(,2(,
���v�Ç�š�Z�]�v�P�_�X,

�^�/�š�[�•�� �u�������� ���� �À���•�š�� ���]�(�(���Œ���v������ �i�µ�•�š�� �š�}�� �Z���À���� �š�Z���� �‰���������� �}�(�� �u�]�v���� �š�}�� �l�v�}�Á�� �š�Z���š�� �š�Z�]�v�P�•�� �Z���À���� �������v�� �•�}�Œ�š������
�}�µ�š�U�� �/�� ���}�µ�o���v�[�š�� �Z���À���� ���}�v���� �]�š�� �u�Ç�•���o�(�U�� �Á�Z���v�� �/�� �Á���•�� �]�o�o�X�� �/�š�[�•�� �u�������� ���Œ���•�š�]���� ���]�(�(���Œ���v�����U�� �P�]�À�]�v�P�� �u���� �š�Z����
(/ �‰�}�Œ�š�µ�v�]�š�Ç���š�}�������������o�����š�}���(�����o���/�[�u���]�v�����}�v�š�Œ�}�o�������o�]�š�š�o�������]�š���}�(���u�Ç���(�]�v���v���]���o���•�]�š�µ���š�]�}�v�����µ�š�����o�•�}���Z���o�‰�������u�����š�}��
�Œ�����}�À���Œ���(�Œ�}�u�������]�v�P���u���v�š���o�o�Ç���]�o�o�����•���Á���o�o�_,

���Ž�‹�‡�•�–�•�ï���’�‡�”�…�‡�’�–�‹�‘�•�•���‘�ˆ���ƒ�–�–�”�‹�„�—�–�‹�‘�•'

]&!).4&B!%7E!$'#&2,.!D&*$&#?&B!,%&!#8D)$,!7A!-59!)B?#$&!72!,%&!71,$78&.!,%),!7$$1**&B^!*),%&*!
,%)2!)2!&?)'1),#72!7A!71,$78&.!).!.1$%F!

0&?&2!$'#&2,.!.)#B!,%),!,%&!.)8&!71,$78&!E71'B!%)?&!7$$1**&B^!E#,%71,!,%&!%&'D!7A!,%&!-59F!J%*&&!
$'#&2,.!.)#B!,%&/!E71'B!%)?&!6&&2!@72&!)%&)B!E#,%!,%&#*!)DD&)'!7*!%&)*#2@!61,!,%&!-59!&8D7E&*&B!
,%&m to act: e.g. ‘B,?"!%,?"2,0?%,3(*@)2%*3%,0(,2%"#,4)0?,0?%6,;%3"$1%,B,?"!%,@%#0,0?"0,B,?"!%,;%%*,
1$//('0%2,"*2,?"!%,?"2,B,0?)*5,!%':,+((2,"2!)3%’.!

J%&!*&8)#2#2@!$'#&2,.!&#,%&*!),,*#61,&B!)!D7.#,#?&!71,$78&!&2,#*&'/!7*!7?&*E%&'8#2@'/!,7!,%&!-59^!
7*!.)#B!,%)t things would have got worse without the CAB’s intervention, e.g.: ‘�/���Á�}�µ�o���v�[�š�������������o�����š�}��
2(,"*:0?)*+C,B,"#4":1,3(6%,0(,0?%,<=>,@(',0?)*+1,#)5%,0?)1’; �Z�š�Z�����•�]�š�µ���š�]�}�v���Á�}�µ�o�����Z���À�����•�‰�]�Œ���o�o�������}�µ�š���}�(��
3(*0'(#’; ‘B, 4($#2, ?"!%, #(10, 0?%, "//%"#’; ‘�/�� �Á�}�µ�o���v�[�š�� �Z���À���� �Z��2, 0?%, *%'!%, 0(, 6"5%, "*, "//%"#’, ‘B@, B,
�Á�}�µ�o���v�[�š�����}�u�����š�}���P���š�������À�]�������(�Œ�}�u���Ç�}�µ�U���/���Á�}�µ�o���v�[�š���l�v�}�Á���Á�Z���š���š�}�����}���t,���•���•�]�u�‰�o�������•���š�Z���š�V���Z�/���Á�}�µ�o�����Z���À����
�o�}�•�š���š�Z�����u�}�v���Ç�[�V���Z�/���Á�}�µ�o�����Z���À�������v���������µ�‰���Á�]�š�Z���š�Z�����•�Z���Œ�l�•�����v�����������v�����À���v���Á�}�Œ�•�����}�(�(�[�V���Z�/���Á�}�µ�o�����P�}���š�Z����
4'(*+,4": �[�V�� �Z�š�Z���Ç�� �Á�}�µ�o���v�[�š�� �š���l���� �u���� �•���Œ�]�}�µ�•�o�Ç�[�V�� �Z�t�]�š�Z�}�µ�š�� �š�Z���� �����À�]������ �/�� �Œ�������]�À������ �(�Œ�}�u�� �������� �]�š�� �Á�}�µ�o����
�Z���À�����������v�����o�u�}�•�š���]�u�‰�}�•�•�]���o�����(�}�Œ���u���U�����•�������(�}�Œ���]�P�v���Œ�U���š�}���P���š�����v�Ç���(�µ�Œ�š�Z���Œ���Á�]�š�Z���u�Ç�����o���]�u�[g!�Z�/�����}�v�[�š���Œ�����o�o�Ç��



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

WW!

!

�l�v�}�Á���Á�Z���š���/���Á�}�µ�o�����Z���À�������}�v�����]�(���/���Z�����v�[�š�����}�u�����š�}���š�Z�����������X���D�Ç���•�]�š�µ���š�]�}�v���Á�}�µ�o���v�[0,;%,!%':,+((2A,/$0,)0,
�š�Z���š���Á���Ç�[�X,

5,! ,%&#*!A#*.,!#2,&*?#&E^!RW!$'#&2,.!*&D7*,&B!A&&'#2@.!7A! .,*&..^! .,*&..! )@@*)?),#2@! '72@_,&*8!#''2&..^!
B&D*&..#72!)2B!)2S#&,/^!#2)6#'#,/! ,7! .'&&D!)2B!#**#,)6#'#,/!E#,%!A)8#'/!8&86&*.F!PA!,%&.&!R>h!E%7!
%)B!,%&#*!D*76'&8.!.7'?&B!7*!8#,#@),&B!*&D7*,&B!.16.,)2,#)'!#8D*7?&8&2,!#2!,%&#*!&87,#72)'!.,),&F!
P1,! 7A! ,%&.&! D&7D'&! E%7! *&D7*,&B! #8D*7?&8&2,.! #2! ,%&#*! E&''_6&#2@^! ORh! %)B! 6&&2! )$$&..#2@!
%&)',%! .&*?#$&.F!078&! $'#&2,.!&SD'#$#,'/! .,),&B! ,%),! ,%&#*! 8&2,)'! %&)',%! E71'B! %)?&! B&,&*#7*),&B!
without help from the CAB: ‘1#%%/#%11*%11,4($#2,?"!%,+(0,4('1%’; ‘6('%,10'%11’; ‘B,@%#0,"#(*%,4)0?,6:,
/'(;#%6 ’; ‘B,4($#2,?"!%,%*2%2,$/,)*,0?%,6%*0"#,4"'2’; ‘4%,4($#2,;%,)*,2%1/")',DCCCE,�t,*(4,0?%'%,)1,
�•�}�u�����Z�}�‰���[�V��72&!.)#B!.i%&!E71'B!%)?&!$788#,,&B!.1#$#B&F!(71*!$'#&2,.!*&D7*,&B!&SD'#$#,'/!,%),!,%&/!
E71'B! %)?&! 6&$78&! %78&'&..! ‘B, 4($#2, ?"!%! #(10, 6:, ?($1%’F! K,! $)2! 6&! .&&2! A*78! &SD'7*#2@!
$712,&*A)$,1)'.!)2B!$'#&2,!,*)U&$,7*#&.!,%),!-59!)$,#?#,/!D*&?&2,&B!'72@!,&*8!%78&'&..2&..!A7*!)2!
)BB#,#72)'!O!$'#&2,.F!5!A1*,%&*!.#S!.)#B!,%&#*!B&6,!D*76'&8.!E71'B!%)?&!6&&2!E7*.&F!!

J%#.!8&)2.!,%),!U1.,!12B&*!,%*&&!a1)*,&*.!7A!,%&!$'#&2,.!#2!,%&!.)8D'&!),,*#61,&B!71,$78&.!&2,#*&'/!
7*!7?&*E%&'8#2@'/!,7!,%&!-59F!J%#.!#2B#?#B1)'!a1)'#,),#?&!#2,&*?#&E!B),)!#2A7*8&B!71*!B&$#.#72.!72!
),,*#61,#72! )2B! B&)BE&#@%,^! ).! E&! 71,'#2&B! )67?&! c.&$,#72! ;F[dF! X7E&?&*^! ).! E&! 27,&B! )67?&^!
clients’ attributions were weighted to take into account other factors we could identify: for 
&S)8D'&^!E&!B#.$1..!)67?&!%7E!E&!E&#@%,&B!),,*#61,#72!7A!*&'#&A!7A!8&2,)'!%&)',%!D*76'&8.^!E%#$%!
$'#&2,.!),,*#61,&B!,7!-59!#2,&*?&2,#72!#2!?&*/!%#@%!D*7D7*,#72.F!

L;E'!B&%&V'KC.#%$$%&'B#-'C/QB)$'/BQ&'

J%#.!.&$,#72!D*7?#B&.!B&,)#'.!7A!%7E!#2B#?#B1)'!#8D)$,!8)D.!E&*&!$*&),&B!)2B!%7E!D*&.&2,!?)'1&.!
E&*&! $)'$1'),&B^! A7''7E#2@! ,%&! 0MPK! 8&,%7B.! 71,'#2&B! #2! .&$,#72! ;F[F!J7! #''1.,*),&! ,%#.! D*7$&..^!
B#AA&*&2,!$).&.!%)?&!6&&2!B&.$*#6&B!,7!#''1.,*),&!%7E!?)'1&. !%)?&!6&&2!B&?&'7D&B!)2B!$)'$1'),&B!
A*78!,%&!*&.&)*$%!8),&*#)'^!)DD'/#2@!)2B!1.#2@!,%&!0MPK!)..18D,#72.!).!71,'#2&B!#2!.&$,#72!;F[ !)2B!
5DD&2B#$&.! ;! )2B!>F!J%#.!)2)'/.#.! D*7$&..! E).! A7''7E&B! E#,%! )''! \<!$'#&2,.F! (7*! ,%&! D1*D7.&.! 7A!
6*&?#,/! )2B! $')*#,/^! ,%*&&! &S)8D'&.! )*&! B&.$*#6&B! %&*&! ,7! A1''/! &SD')#2! ,%&! 0MPK! )2)'/.#.! )2B!
)DD'#$),#72!7A!)..18D,#72.!)2B!*1'&.F!J%&.&!,%*&&!$).&.!$72$&*2!E&'A)*&!6&2&A#,.^!B&6,!)2B!%71.#2@!
61,!.%7E!,%&!$78D'&S#,/!7A!D*&.&2,#2@!#..1&.^!).!B#.$1..&B!&)*'#&*!#2!,%#.!*&D7*,F!

078&! D&*.72)'! A#2)2$#)'! ?)'1&.! %)?&! 6&&2! &B#,&B! #2! ,%&! 0MPK! ,)6'&.! 6&'7E! ,7! D*7,&$,! $'#&2,!
$72A#B&2,#)'#,/^! ).! ,%&! D1*D7.&! 7A!,%&.&! #''1.,*),#72.! #.! ,7! B&872.,*),&! %7E! 0MPK!E). ! )DD'#&B! #2!
D)*,#$1')*!$).&.̂ !6).&B!72!,%&!*&.&)*$%!&?#B&2$&F!

4,%-&5(0S(

-'#&2,!;<!%)B!%&*!7E2!61.#2&..!61,!.1AA&*&B!A*78!)!B&@&2&*),#?&!'72@!,&*8!%&)',%!$72B#,#72F!0%&!
$71'B!27!'72@&*!E7*4^!%&*!61.#2&..!$&ased trading, and she had no income “B,?"2,*(,6(*%:A,B,0')%2,
0(,1$'!)!%,@(',04(,:%"'1”. The client identified through the interview that she didn’t know what she 
was entitled to and had been turned down for DLA because “B,6"2%,",6%11” of the forms. The CAB!
.1DD7*,&B! %&*! #2! )DD'#$),#72.! 7A! )2B! )DD&)'.! A7*! QY5! )2B! G05^! )2B! .1DD7*,! E#,%! -712$#'! J)S!
D)/8&2,.F!J%&!-59!)'.7!%&'D&B!%&*!,7!8)2)@&!)2B!*&.$%&B1'&!%&*!B&6,.!,%),!.%&!%)B!)$$181'),&B!



W>!

!

,%*71@%!,%&!D&*#7B!7A!27!#2$78&F!J%&!#2$*&).&!#2!#2$78&!.%&!*&$&#?&B!,%*71@%!,%&!6&2&A#,!)DD&)'.!
%&'D&B!%&*!,7!6&!)6'&!,7!$72,#21&!D)/#2@!%&*!87*,@)@&F!!

5!81',#,1B&!7A!71,$78&.!7$$1**&B!A*78!,%#.!$).&!)2B!,%&!#8D)$,!8)D!#.!.%7E2!#2!J)6'&!WF=F!P2'/!
,%&!71,$78&.!@&2&*),&B!#2!,%&!D&*#7B!7A!)2)'/.#.!A*78!")*$%!;<=;!,7!51@1.,!;<=W!)*&!#2$'1B&B!#2!
,%&!0MPK!)2)'/.#.F!

4,%-&5(0S(#)5:#;-6(O6--(.+/,-(D12T(

x 52!#2$*&).&!#2!G05!#.!#2$'1B&B!#2!,%&!0MPK!6&$)1.&!,%#.!71,$78&!7$$1**&B!#2!,%&!)2)'/.#.!D&*#7BF!
5$,1)'!A#@1*&.!A*78!+&,*)!)*&!1.&B!).!A#2)2$#)'!?)'1&.F!J%#.!71,$78&!#.!),,*#61,&B!),!=<<h!).!,%&!
$'#&2,!E).!,7,)''/!B&D&2B&2,!72!-59!)$,#72.F!5!;Oh!B*7D!7AA!*),&!E).!)DD'#&B!,7!,%#.!71,$78&!).!
71,'#2&B!#2!5DD&2B#S!>F!!

x J%&! -59! .1DD7*,&B! ,%&! $'#&2,! #2! E#22#2@! )2! )DD&)'! A7*! )! %#@%&*! *),&! 7A! QY5^! )2! 71,$78&!
@&2&*),&B!,%*71@%!,%&!D&*#7B!7A!)2)'/.#.!)2B!,%&*&A7*&!#2$'1B&B!#2!,%&!0MPKF!5$,1)'!A#@1*&.!A*78!
+&,*)!)*&!1.&B!).!A#2)2$#)'!?)'1&.F!J%#.!#.!),,*#61,&B!),!=<<h!).!,%&!$'#&2,!E).!,7,)''/!B&D&2B&2,!
72!-59!)$,#72.F!5!Oh!B*7D!7AA!*),&!E).!)DD'#&B!,7!,%#.!71,$78&!).!71,'#2&B!#2!5DD&2B#S!>F!!

x J%&!-59!.1DD7*,&B!,%&!$'#&2,!#2!*&$&#?#2@!A#2)2$#)'!.1DD7*,!A7*!$712$#'!,)S!D)/8&2,.!,%*71@%!,%&!
D&*#7B!7A!)2)'/.#.!E%#$%!#.!),,*#61,&B!),!=<<h!E#,%!)!B*7D!7AA!7A!;Wh^!A7''7E#2@!5DD&2B#S!>F!5!
'7$)'!D*7S/!A7*!9)2B!9!$712$#'!,)S!#.!1.&BF!

x J%&!$'#&2,!*&D7*,&B!)2!#2$*&).&!#2!E&''_6&#2@!&?#B&2$&B!,%*71@%!$788&2,.!.1$%!).C!

,�^�/�����}�µ�o���v�[�š���Z���À�����•�µ�Œ�À�]�À�������Á�]�š�Z�}�µ�š���š�Z�������������Z���o�‰�]�v�P���u���X�_,c;<d!

�^�d�Z���Ç�[�À�����Z���o�‰�������u�����]�u�u���v�•���o�Ç�X���D�Ç���‹�µ���o�]�š�Ç���}�(���o�]�(�����v�}�Á�Y���/�����}�v�[�š���Á�}�Œ�Œ�Ç���v�}�Á�����������µ�•�����š�Z���Ç���Z���À����
?%#/%2,6%A,0?%:,?"!%,(/%*%2,0?%,2(('1,"*2,1?(4*,6%,0?%,2)'%30)(*,0?"0,B,1?($#2,?"!%,4%*0,
�]�v�š�}�_�X!c;<d!

J%&!$7.,!7A!.,*&..!$712.&''#2@!#.!1.&B!).!)!D*7S/!%&*&!cA1*,%&*!B&,)#'.!72!D*7S/!#2!5DD&2B#S!
;dF!5,,*#61,#72!)2B!B&)BE&#@%,!)*&!67,%!)DD'#&B!),!O<h!B1&!,7!7,%&*!D7..#6'&!$78D712B#2@!
A)$,7*.!E#,%!B1*),#72!),!72'/!72&!/&)*F!!

x 52!#8D*7?&8&2,!#2!)!A)8#'/!*&'),#72.%#D!%). !occurred as the client says that “6:,1(*,4($#2,?"!%,
?"2, 0(, ?"!%, +)!%*, $/, ", F(;, 0?"0, ?%, #(!%1, )*, G(*2(*” to support her if it hadn’t been for! ,%&!
.1DD7*,!7A!,%&!-59F!K,!#.!27,!D7..#6'&! ,7!$')*#A/! ,%#.!A*78!%#.!D&*.D&$,#?&^!61,! ,%&!$'#&2,!$'&)*'/!
?#&E.!,%),!,%&!*&'),#72.%#D!%).!6&2&A#,,&B!A*78!-59!#2,&*?&2,#72F!J%&*&A7*&!)2!#8D*7?&B!A)8#'/!
*&'),#72.%#D! D*7S/! %).! 6&&2! 1.&B! E#,%! =<<h! ),,*#61,#72! cA*78! ,%&! $'#&2,d! 61,! )2! )BB#,#72)'!
B&)BE&#@%,!7A!O<h!)DD'#&B!).!7,%&*!A)$,7*.!)*&!)'.7!'#4&'/!,7!6&!D*&.&2,F!!

x X78&'&..2&..! %).! 6&&2! D*&?&2,&BF! J%&! 6&2&A#,! D)/8&2,.! E&*&! 1.&B! ,7! $72,#21&! D)/#2@! ,%&!
mortgage bills and the client says that without the CAB “B,4($#2,?"!%,;%%*,)*,2)'%,10'")01A,B,4($#2,
?"!%,#(10,6:,�Z�}�µ�•���_�X��5,,*#61,#72!#.!),!=<<h!%&*&!)2B!,%&!$7.,!7A!%78&'&..2&..!#.!1.&B!).!)!D*7S/!
c5DD&2B#S!;dF,

x J%&! *&B1$,#72! #2! .,*&..! %).! )! 6&2&A#$#)'! &AA&$,! 67,%! ,7! ,%&! $'#&2,! cD7#2,! >d! )2B! ,7! ,%&! .,),&!
6&$)1.&! ,%&!$'#&2,!%).! )! '72@!,&*8!%&)',%!D*76'&8F!+77*!8&2,)'! %&)',%!#2$*&).&.!,%&! )?&*)@&!



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

WO!

!

$7.,!7A!3X0!.&*?#$&.!A7*!'72@!,&*8!%&)',%!$72B#,#72.!by £1,760 as identified by the King’s Fund 
c;<=;dF!(1*,%&*!D*7S/!B&,)#'.!)*&!)?)#')6'&!#2!5DD&2B#S!;F!97,%!),,*#61,#72!)2B!B&)BE&#@%,!%)?&!
6&&2! )DD'#&B! ),! O<h! 6&$)1.&! 7A! 7,%&*! D7..#6'&! $78D712B#2@! 8&B#$)'! A)$,7*.^! a1)2,#,/! #.!
)..18&B!),!)!'7E&*!*),&!7A!<FO!).!E&''^!).!,%&!$'#&2,!8)/!.,#''!6&!&SD&*#&2$#2@!.78&!.,*&..!'&?&'.F!!

x J7,)''#2@!,%&.&!,7@&,%&*!1.#2@!0MPK!$)'$1'),#72.!@#?&.!)!,7,)'!?)'1&!7A!f;<^[=O!,7!,%&!$'#&2,!)2B!
f >^O[<!,7!,%&!.,),&F!

X57-"(#)5:#;-6(&#5(%&:,)>->(%&(57-(RWXK(

J%&!A1''!?)'1&!7A!G05!6&2&A#,.!*&$&#?&B!)*&!27,!#2$'1B&B!).!.78&!7A!,%&.&!7$$1**&B!D*&?#71.'/!6&A7*&!
,%&!)2)'/.#.!D&*#7BF!J%&!-59!)'.7!%&'D&B!,%&!$'#&2,!,7!8)2)@&!)2B!*&.$%&B1'&!%&*!B&6,.! ,%),! .%&!
%)B! )$$181'),&B! ,%*71@%! ,%&! D&*#7B! 7A! 27! #2$78&^! ,%&.&! 71,$78&.! )*&! 27,! #2$'1B&B! ).! ,%&/!
7$$1**&B!6&A7*&!,%&!D&*#7B!7A!,%&!)2)'/.#.F!! !



W[!

!

.+/,-(D12(RWXK(+&>(%;8+:5(;+8(?#"(:,%-&5(0S(
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(#2)2$#)'! @)#2! cK2$78&! @)#2&B! &F@F! 6&2&A#,.^! ,)S! $*&B#,.^! ,*#612)'! )E)*B.^!
$78D&2.),#72^!*&B1$&B!6#''.d!

f;<O^[=O!

(#2)2$#)'!@)#2!cK2$78&!@)#2!A7''7E#2@!*&D)/8&2,.!*&.$%&B1'&B!&F@F!*&2&@7,#),&B!
D)/8&2,.!d!

f>=^[O>!

(#2)2$#)'!@)#2!cQ&6,.!E*72@'/!$%)*@&Bd! f;^;O>!

(#2)2$#)'!@)#2!cM&_#861*.&8&2,!7*! .&*?#$&!7*! '7)2!&F@F! '7)2.^! .&*?#$&.!D*7?#B&B!
A7*!A*&&^!A&&.!*&,1*2&B!7*!D)#B!6/!&'.&E%&*&d!

fRR^[[[ !

P,%&*! c#8D*7?&B! *&'),#72.%#D^! %71.#2@^! .'&&D^! &8D'7/8&2,! 7*! ?7'12,&&*#2@!
@)#2&Bd!

f;V^RW=!

+*&?&2,#72! c7A! B&D*&..#72^! %78&'&..2&..^! 6)#'#AA.^! 1,#'#,#&.! B#.$722&$,&B^!
%7.D#,)'#.),#72d!

f><^OWW!

Z*)2B!J7,)' ! fO<\^<[[ !

( (



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

O=!

!

Z%')"-(D123(X)5:#;-($+,)-6(/=(:+5-'#"= (

!

K2!$)'$1'),#2@! ,%&.&!71,$78&.^! )$,1)'!a1)2,#,#&.!E&*&! .71*$&B!A*78!&#,%&*!$'#&2,.!7*! ,%&!+&,*)! *&D7*,#2@!
./.,&8g !&.,#8),&.!E&*&!#2$'1B&B!E%&*&!,%&*&!E).!.78&!12$&*,)#2,/!)671,!,%&!)$,1)'!A#2)2$#)'!?)'1&!)2B!
D*7S#&.!E&*&!1.&B!#2!7,%&*!$).&.^!).!J)6'&!WF=O!.%7E.F!

(

(

(#2)2$#)'!@)#2!cQ&6,.!
E*#,,&2!7AAd!

;;h !

(#2)2$#)'!@)#2!
cK2$78&!@)#2&Bd!

>=h!

(#2)2$#)'!@)#2!
cK2$78&!@)#2!

A7''7E#2@!*&D)/8&2,.!
*&.$%&B1'&Bd!

\h !

(#2)2$#)'!@)#2!cQ&6,.!
E*72@'/!$%)*@&Bd!

<F<<>h!

(#2)2$#)'!@)#2!cM&_
#861*.&8&2,!7*!
.&*?#$&!7*!'7)2d!

=Oh!

P,%&*!c#8D*7?&B!
*&'),#72.%#D^!%71.#2@^!
.'&&D^!&8D'7/8&2,!7*!
?7'12,&&*#2@!@)#2&Bd!!!

[h !

+*&?&2,#72!c7A!
B&D*&..#72^!

%78&'&..2&..^!
6)#'#AA.^!1,#'#,#&.!
B#.$722&$,&B^!

%7.D#,)'#.),#72d!!!
\h !

F%??-"-&5%+5%&'(/-5A--&(>%??-"-&5(#)5:#;-6(



O;!

!

.+/,-(D12L3(R#)":-6(#?(:+,:),+5%#&(#?($+,)-(#?(#)5:#;-6(

X"%'%&+,(?%&+&:%+,($+,)-(6#)":-( R);(#?($+,)- (

-'#&2,!)$,1)'!! W;R^[<;!

-'#&2,!&.,#8),&! [\^>=>!

+*7S/!)?&*)@&!'7$)'!c953G0d! =V^\\=!

+*7S/!)?&*)@&!2),#72)'! R>^VWV!

+*7S/!I2#,!6).&B! =R^;W=!

Z*)2B!J7,)' ! O<\^<[[!

!

(7''7E#2@! ,%&! '7@#$! 71,'#2&B! #2! ,%&! D*&?#71.! .&$,#72^!E&! )'.7! B#.)@@*&@),&B! 71,$78&! ?)'1&.! 6/! ,/D&! 7A!
6&2&A#$#)*/!c.&&!J)6'&!WF=[dF!

!

.+/,-(D12M3(* +,)-(#?(#)5:#;-6(/=(/-&-?%:%+"=(:+5-'#"=(

R5+C-7#,>-"( *+,)- (

K2B#?#B1)'!J7,)'! f>WO^=>[!

0,),&!J7,)' ! f[V^;V; !

X71.&%7'B!J7,)'! fW^ORV!

G8D'7/&*!J7,)'! f>V!

Z*)2B!J7,)' ! fO<\^<[[ !

J%#.!6*&)4B7E2!)''7E.!1.!,7!D*&.&2,!71,$78&.!)$$7*B#2@!,7!,%&!)8712,!7A!.)?#2@.!,7!,%&!.,),&!12B&*!&)$%!
$),&@7*/!7A!71,$78&!cJ)6'&!WF=RdF!

( (



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

OW!

!

.+/,-(D12V3(R+$%&'6(5#(57-(65+5-(/=(:+5-'#"=(#?(#)5:#;- (

R5+5-("-,+5->(#)5:#;-6(
B#1(#?(5%;-6(

#::)""-> ( !"-6- &5(*+,)-(

3X0! 0)?#2@.! cB&D*&..#72! 7*! .,*&..!
*&'#&?&B^! D*&?&2,#72! 7A! )$1,&!
D./$%#),*#$!$)*&d!

W<! !

f;W^[=\ !

!

X78&'&..2&..!D*&?&2,&B! V! f=O^;=R!

+)/#2@!6)$4!X"M-!)2!7?&*D)/8&2,! =! f=O[!

-'#&2,!.,)*,&B!?7'12,&&*#2@! =! f=W^RWV!

5DD'#$),#72! A7*! D7E&*! 7A! ),,7*2&/!
.)? &B!.7$#)'! .&*?#$&.!*&.#B&2,#)'!%78&!
$7.,. !

=!

f=[^O[; !

! ! !

0,),&!D*&.&2,!?)'1&!,7,)'! ! f[V^;V; !

K2!,%&.&!$)'$1'),#72.^!#,!#.!#8D7*,)2,!,7!27,&!,%),!8)2/! 7A!,%&!D*7S#&.!c.&&!5DD&2B#S!;d!,%),!E&*&!1.&B!,7!
$)'$1'),&!.)?#2@.!,7!,%&!.,),&!E&*&!,)4&2!A*78!'7E&*!*),%&*!,%)2!%#@%&*!A#@1*&.!E%&*&!,%&*&!E).!)!*)2@&!7A!
D*7S/!?)'1&.!c&F@F!)!8#2#818!%78&'&..2&..!$7.,!E).!1.&B!E%&*&!,%&*&!E&*&!)!*)2@&!7A!A#@1*&.!,7!D*7?#B&!
)!$72.&*?),#?&!&.,#8),&dF!37*!E&*&!)2/!.,),&!$71*,!$7.,.!#2$'1B&B!).!#,!E).!27,!D7..#6'&!,7!.71*$&!)!$71*,!
$7.,! A7*! ,%&! .,),&! #2! .8)''! $')#8.! $).&.F! K2! )BB#,#72! ,7! ,%#.! 87.,! .,),&! $7.,! D*7S#&.! E&*&! .16U&$,! ,7!
),,*#61,#72! )2B! B&)BE&#@%,! .$7*&.! c27! 87*&! ,%)2! O<h! ),,*#61,#72! A7*! B&D*&..#72! )2B! D*&?&2,#72! 7A!
D./$%#),*#$!$)*&!).!7,%&*!A)$,7*.!E71'B!%)?&!$78D712B&B!,%&.&!#..1&.dF!!

!B,)H,B$C#.'$F%'68=4'DB$C"'

0&$,#72!;F[ !D*7?#B&B!B&,)#'.!7A!,%&!#2D1,!$7.,.!E%#$%!E&!$)'$1'),&B!1.#2@!)?&*)@&.!,7!6&!f=<^=[<!A7*!71*!\<!
$'#&2,.! ,%*71@%! ,%&! D&*#7B! 7A! )2)'/.#.! A*78! ")*$%! ;<=;! ,7! 51@1.,! ;<=WF!I.#2@! ,%&! A1''! D*&.&2,! ?)'1&!
$)'$1'),&B!A*78!,%&!\<!$'#&2,!#8D)$,!8)D.^!&S&8D'#A#&B!#2!.&$,#72!WFWF;!E&!)**#?&B!),!,%&!D*&.&2,!?)'1&!7A!
fO<\^<[[F!

KA!E&!$)'$1'),&!,%&!2&,!D*&.&2,!?)'1&!,%#.!#.!B&*#?&B!6/!.16,*)$,#2@!,%&!#2D1,!$7.,.!A*78!,%&!D*&.&2,!?)'1&F!
J%#.!3+L!e!fO<\^<[[!_!f=<^=[<!e!f>VR^V<[!

J%#.!D*7B1$&.!)2!0MPK!*),#7!7A!=CO<!7?&*!)!O!/&)*!D&*#7B^!6).&B!72!,%&!8)S#818!.&,!7A!)..18D,#72.!8)B&F!
J%&!2&,!0MPK!*),#7!1.#2@!,%&!2&,!D*&.&2,!?)'1&!7?&*!,%&!?)'1&!7A!#2D1,.!#.!=C>V!7?&*!)!O!/&)*!D&*#7BF!



O>!

!

J%&! 8#2#818! .&,! 7A! )..18D,#72.! ,%*71@%! ,%&! .&2.#,#?#,/! )2)'/.#.! $72B1$,&B! #2! 5DD&2B#S! O! *&B1$&.! )''!
$'#&2,! )''7$),&B!)2B!&.,#8),&B!),,*#61,#72! '&?&'.!6/! ;Oh! ,7! )$$712,!A7*!7?&*_),,*#61,#72!)2B!6#).! ,7E)*B!
,%&!-59F!J%#.!8)/!'&)B!,7!)2!12B&*&.,#8),&!7A!,%&!?)'1&!7A!71,$78&.!).!)!218 6&*!7A!$'#&2,.^!E%&2!#2?#,&B!
,7!*&A'&$,!72!%7E!,%&!-59!$71'B!%)?&!#8D*7?&B!#,.! .&*?#$&^!%#@%'#@%,&B!)*&).!E%&*&!,%&/!A&',!)B?#$&!E).!
'&..! 1.&A1'! ,7! ,%&8̂! 61,! #2! 87.,! $).&.! ,%&/! &SD*&..&B! )! E#.%! A7*! 87*&! .1.,)#2&B! )B?#$&! )2B! .E#A,&*!
*&.D72.&!,#8&.!*),%&*!,%)2!a1&.,#72#2@!,%&!$72,&2,!7*!1.&A1'2&..!7A!)B?#$&!).!.1$%F!K2!)BB#,#72^!).!E&!%)?&!
.&&2!)67?&^!A7*!8)2/!$'#&2,.!,%&!-59!E).!,%&!72'/!7*@)2#.),#72!#2?7'?&B!#2!.1DD7*,#2@!,%&8F!J%&!D*&.&2,!
?)'1&!A7*!*&B1$&B!),,*#61,#72!6/!;Oh!#.!fWWO^[OOF!J%#.!*&.1',.!#2!)!0MPK!*),#7!7A!=CWWF!J%#.!#.!,%&!'7E&.,!.&,!
7A!)..18D,#72.!)2B!,%&!'7E&.,!0MPK!*),#7F!!

L;T'U%,,YI%C#.'B#B,X&C&'

P2&! 4&/! $72.#B&*),#72! A7*! ,%&! D*7U&$,! E).! ,7! )..&..! ,%&! #8D)$,! ,%),! ,%&! -59! )B?#$&! %)B! 72! ,%&!
E&''6&#2@! 7A! $'#&2,.F! ! J%#.! #..1&! E).! )! D7,&2,#)''/! B#AA#$1',! 72&! ).! #,! B&)',! E#,%! .16U&$,#?&! A&&'#2@.! 7A!
D&7D'&!)2B!E).!).4#2@!$'#&2,.!,7!)..&..!,%&#*!&87,#72)'!.,),&!),!$*#,#$)'!,#8&.!A7*!,%&8F!K2!7*B&*!A7*!,%&!
*&.&)*$%!,7!D*7$&&B!E&!2&&B&B!,7!$%77.&!)!*761.,!8&).1*&!7A!E&''6&#2@!,%),!E).!&S,&*2)''/!,*#&B!)2B!
,&.,&BF! ! J%&! 72&! ,%),! A#,,&B! 71*! *&a1#*&8&2,.! E).! ,%&! ])*E#$4! GB#261*@%! "&2,)'! ]&''! 9&#2@! 0$)'&!
c]G"]90d!,%),!%)B!6&&2!B&?&'7D&B!)2B!,&.,&B!E#B&'/!)$*7..!G2@')2B!)2B!#2!2),#72)'!$7%7*,.!#2!])'&.!
)2B!'),&*!#2!0$7,')2B!cXG+0dF;= !!(71*,&&2!Y#4&*,!.$)'&!a1&.,#72.!E&*&!1.&B!#2!,%&!'72@!A7*8!?&*.#72!$1,!,7!
.&?&2!#2!,%&!.%7*,!A7*8!1.&B!#2!,%&!XG+0!D*7U&$,!E%&*&!,%&!A7''7E#2@!.&?&2!a1&.,#72.!E&*&!1.&B!c.&&!
5DD&2B#S!=dC!

=!–!Ko?&!6&&2!A&&'#2@!7D,#8#.,#$!)671,!,%&!A1,1*&!

;! –!Ko?&!6&&2!A&&'#2@!1.&A1'!

W!–!Ko?&!6&&2!A&&'#2@!*&')S&B!

>–!Ko?&!6&&2!B&)'#2@!E#,%!D*76'&8.!E&''!

O!–!Ko?&!6&&2!,%#24#2@!$'&)*'/!

[! –!Ko?&!6&&2!A&&'#2@!$'7.&!,7!D&7D'&!

R!–!Ko?&!6&&2!)6'&!,7!8)4&!1D!8/!7E2!8#2B!)671,!,%#2@.F!

! !

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
21 The WEMWBS questionnaire has been used in other research to identify changes in well-being pre and post intervention. 
Please see:  

Lindsay, G. et al (2008) Parenting Early Intervention Pathfinder Evaluation. Research Report DCSF-RW054. Warwick: 
University of Warwick 

Donnelly, M. et al (2011). Patient outcomes: what are the best methods for measuring recovery from mental illness and capturing 
feedback from patients in order to inform service improvement? �%�H�O�I�D�V�W�����4�X�H�H�Q�¶�V���8�Q�L�Y�H�U�V�L�W�\���%�H�O�I�D�V�W�� 

Collins, J., Gibson,A., Parkin, S., Parkinson, R., Shave, D. & Dyer, C. (2012) Counselling in the workplace: How time-limited 
counselling can effect change in well-being, Counselling and Psychotherapy Research, 19. 



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

OO!

!

J%&!*&.D72B&2,.!E&*&!).4&B!,7!*),&!%7E!,%&/!A&',!72!)!.$)'&!7A!72&!,7!A#?&!E%#$%!#2B#$),&Bg!!

=!_!372&!7A!,%&!,#8&!!!

;! –!M)*&'/!!!

W!_!078&!7A!,%&!,#8&!!!

>_!PA,&2!!!

O!_!5''!7A!,%&!,#8&F!

J%&.&!.&?&2!a1&.,#72.!E&*&!,%&2!).4&B!6/!,%&!*&.&)*$%&*.!),!,%*&&!D7#2,.!B1*#2@!,%&!*&.&)*$%!D*7$&..C!),!
A#*.,!$72,)$,!E%&2!$'#&2,.!E&*&!).4&B!#A!,%&/!E&*&!E#''#2@!,7!,)4&!D)*,^!#A!,%&/!@)?&!)!D7.#,#?&!*&.D72.&!,%&2!
,%&!a1&.,#722)#*&!E).!$78D'&,&BF!!J%&!.&$72B!D7#2,!E).! )A,&*!$78D'&,#72!7A!,%&!A#*.,!#2,&*?#&E!E%&2!)!
time period of some weeks had elapsed in order that a change in the client’s circumstances might h)?&!
7$$1**&B!).! )! *&.1',!7A!-59! )B?#$&F!J%&! ,%#*B!D7#2,!E).! ),! ,%&!A#2)'!#2,&*?#&E!E%&*&! ,%&!8)S#818! ,#8&!
B#.,)2$&! ,%&! D*7U&$,! $71'B! 8)2)@&! )DD'#&B! )@)#2! ,7! @#?&! )! '72@#,1B#2)'! ).D&$,! ,7! ,%&! *&.&)*$%! )2B! #,.!
A#2B#2@.F!!!

J%&!A#2B#2@.!D*&.&2,&B!%&*&!)*&!6).&B!72!71*!.)8D'&!).!7A!51@1.,!;<=WF!J%#.!#.!$78D*#.&B!,%&!=R=!$'#&2,.!
E%7!#2B#$),&B!#2#,#)'!E#''#2@2&..!,7!6&!#2?7'?&B!#2!,%&!*&.&)*$%^![R!7A!,%&!\<!$'#&2,.!E%7!12B&*,774!,%&!A#*.,!
#2,&*?#&E!c27,!)''!7A!,%&8!$%7.&!,7!A#''!#2!,%&!A7*8.!)2B!.78&!E&*&!,77!1D.&,!,7!B7!.7d^!)2B!W;!*&.D72.&.!
A*78!,%&!A#2)'!#2,&*?#&E!D%).&F!

X&*&!E&!D*&.&2,!')*@&'/!B&.$*#D,#?&!.,),#.,#$.!.%7E#2@!,%&!*&.1',.!A*78!,%&!,%*&&!$7%7*,.!a1&.,#72&B!7?&*!
,%&! '#A&! 7A! ,%&! D*7U&$,F! !J%&.&! .%7E!)! B&A#2#,&! )2B!.1.,)#2&B! #2$*&).&! #2! E&''6&#2@!)872 @!,%&! .)8D'&B!
$'#&2,&'&F!!Y774#2@!),!,%&!A#*.,!$72,)$,!E&!.&&!')*@&!2186&*.!7A!$'#&2,.!$'1.,&*ed in the ‘none of the time’ or!
‘rarely’ grouping expr&..#2@! 2&@),#?&! 71,'774.F! ! J%&! A7''7E#2@! ,)6'&! B#.D')/.! ,%&!$786#2&B! .$7*&.! A7*!
#2B#$),7*.!7A!'7E!E&''6&#2@!=!)2B!;!)2B!#2B#$),7*.!7A!%#@%&*!E&''6&#2@!>!)2B!Ô!),!#2#,#)'!$72,)$,F!

!

.+/,-(D12a3([-,,/-%&'(R-,? P@66-66;-&5(#&(K&%5%+,(4#&5+:5(

( B-$-"((#"("+"-,=( X?5-&(#"(+,A+=6(

I’m  optimistic about the future! >>h! ;Rh !

I’ve been feeling useful! ><h! ;Oh!

I’ve been feeli2@!*&')S&B! O\h ! =\h !

I’ve been dealing with problems well! ><h! ;\h !

I’ve been thinking clearly! ;Vh ! WOh!

I’ve been feeling close to people! W=h! WRh!

I’ve been able to make my own mind up about things( ;<h ! >Rh!

2!e!=R=!



O[!

!

-'#&2,.! *&D7*,&B!#2!D)*,#$1')*! 2&@),#?&! '&?&'.! 7A! E&''6&#2@! #2! *&'),#72! ,7! *&')S),#72^! '&?&'.! 7A! 7D,#8#.8^!
D&*.72)'!E7*,%!)2B!,%&#*!)6#'#,/!,7!B&)'!E#,%!D*76'&8.F!!M&D&),#2@!,%&!.1*?&/!),!,E7!7,%&*!D7#2,.!)A,&*!-59!
)B?#$&!.&..#72.!&2)6'&.!1.! ,7!,*)$4!)!2186&*!7A!,%7.&!.)8&!$'#&2,.!)2B!.&&!,7!E%),!&S,&2,!#2B#$),7*.!7A!
E&''6&#2@!'&?&'.!$%)2@&BF!!J%&!A7''7E#2@!,)6'&!cWF=Vd!@#?&.!,%&!D&*$&2,)@&!$%)2@&.!#2!,%&.&!,E7!$786#2&B!
$),&@7*#&.!)$*7..!,%&!W!D%).&.F!

!

.+/,-(D12`3([-,,/-%&'(R-,? P@66-66;-&5(#$-"(57-(!7+6-6(#?(57-(!"#9-:53(

!-":-&5+'-(#?("-68#&6-6(?#"(:#;/%&->(%&>%:+5#"6!cA#@1*&!#2!6*)$4&,.!.%7E.!#2$*&).&!72!D*&?#71.!D%).&d!

( !7+6-(2(

4#;/%&->(D^J(

!7+6-(0(

4#;/%&->(D^J(

!7+6-(D(

4#;/%&->(D^J(

I’m  optimistic about the future! ;Rh ! W>h!!cpRhd! >\h!!cp;=hd!

I’ve been feeling useful! ;Oh ! W=h!!cp[hd! O\h!!cpWWhd!

I’?&!6&&2!A&&'#2@!*&')S&B! =\h ! ;\h!cp=<hd! >Oh!!cp;Rhd!

I’ve been dealing with problems well! ;\h ! W\h!cp=<hd! [=h!!cpWWhd!

I’ve been thinking clearly! WOh! O;h!!cp=Rhd! [Oh!!cpW<hd!

I’ve been feeling close to people! WRh! ><h!!!cpWhd! >\h!!cp==hd!

I’ve been able to ma4&! 8/! 7E2! 8#2B! 1D!
)671,!,%#2@.(

>Rh! [;h!!cp=Ohd! [;h!cp=Ohd!

! 2e!=R=! 2e[R! 2eW;!

J%#.!,)6'&!B&872.,*),&.!)!$'&)*!D),,&*2!7A!87B&.,!#2$*&).&.!#2!E&''6&#2@!)$*7..!,%&!67)*B!),!D%).&!;!E%&2!
$'#&2,.! %)?&! 8)B&! ,%&! $788#,8&2,! ,7! @7! )2B! @&,! )B?#$&! A*78! ,%&! -59F! ! X7E&?&*! ,%#.! #2$*&).&.!
.#@2#A#$)2,'/!#2!,%&!A#2)'!#2,&*?#&E!D%).&!D)*,#$1')*'/!#2!*&'),#72!,7!,%7.&!a1&.,#72.!7A!D&*.72)'!E7*,%!%&*&!
)2 !#2$*&).&!7A!WWh!E).!*&$7*B&B^!*&')S),#72!1D!;Rh^!)6#'#,/!,7!B&)'!E#,%!D*76'&8.!#8D*7?&B!#2!6/!WWh!)2B!
$'&)*2&..!7A!,%71@%,!.%7E&B!)!W<h!D7.#,#?&!87?&8&2,F!!!

527,%&*!E)/!7A! '774#2@!),! ,%&!B),)!#.! ,7! '774!)$*7..! ,%&!,%*&&!D%).&.! )2B!.&&!,7!E%),!&S,&2,!,%&!8&)2!
7?&*)''!.$7*&!7A!$'#&2,.!A7*!&)$%!#2B#$),7*!$%)2@&.!)2B!#2!E%),!B#*&$,#72F!K2!,%&!A7''7E#2@!,)6'&!cWF;<d!E&!
$)2!)@)#2!.&&!,%&!.)8&!D7.#,#?&!D),,&*2!*&D&),&B!)$*7..! ,%&!E%7'&!7A!,%&!.&?&2!#2B#$),7*.!7A!E&''6&#2@^!
E#,%!)!87*&!.#@2#A#$)2,!#2$*&).&!),!+%).&!W!c,%#*B!#2,&*?#&EdF!

(

( (



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

OR!

!

.+/,-(D10S3([-,,/-%&'(R-,?P@66-66;-&5(#$-"(57-(!7+6-6(#?(57-(!"#9-:53(

\-+&(R:#"-(+5(-+:7(!7+6- (

[Q\ [NR((\-+&(R:#"-6 ( !7+6-(2( !7+6-(0( !7+6-(D(

I’m  optimistic about the future! ;FR=! WF=\! WF>\!

I’ve been feeling useful! ;FRR! ;FV>! WF[O!

I’ve been feeling relaxed! ;F>=! ;F\>! WF;W!

I’ve been dealing with problems well! ;F\; ! WF;O! WF[\!

I’ve been thinking clearly! WF<O! WF>R! WF\>!

I’ve been feeling close to people! WF=<! WFW=! WFWO!

I’ve been able to make my own mind up 
)671,!,%#2@.(

WF>=! WF\R! WFR>!

! 2e!=R=! 2e[R! 2eW;!

5!27,&!7A!$)1,#72!#.!*&a1#*&B!%&*&^!).!,%&!B),)!%)?&!27,!6&&2!.16U&$,&B!,7!B&,)#'&B!.,),#.,#$)'!)2)'/.#.!B1&!
,7!,%&!.8)''!2186&*!7A!*&.D72.&.!#2!,%&!A#2)'!D%).&F!!P2!,%&!7,%&*!%)2B^!,%&!A#2B#2@.!D*&.&2,&B!%&*&!)*&!
.1@@&.,#?&!7A!)!.#@2#A#$)2,!#2$*&).&!#2!E&''6&#2@!B1&!,7!,%&!*&.7'1,#72!7A!D*76'&8.!A7*!E%#$%!$'#&2,.!.71@%,!
-59! )B?#$&! )2B! E%#$%! ,%&/! ),,*#61,&! .,*72@'/! ,7! -59! #2,&*?&2,#72F!P1*! a1)'#,),#?&! #2,&*?#&E! B),)! c.&&!
.&$,#72!WF=!)67?&d!$7**767*),&!)2B!$72,&S,1)'#.&!,%&!E&''6&#2@!.1*?&/!A#2B#2@.F!

!
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S;'>46!2664=<'(<>' !=<!N264=< '
J%&!A#2B#2@.!D*&.&2,&B!#2!.&$,#72!W!)67?&!.%7E!,%),!,%&!8)U7*#,/!7A!$'#&2,.!#2,&*?#&E&B!*&D7*,&B!D7.#,#?&!
71,$78&.!7A!-59!)B?#$&!)2B!),,*#61,&B!,%&.&!71,$78&.!,7!)!?&*/!%#@%!B&@*&&!,7!-59!#2,&*?&2,#72F!J%&.&!
$'#&2,.!E&*&!)6'&!,7!*&D7*,!A#2)2$#)'!?)'1&.!A7*!,%&.&!71,$78&.!61,!)'.7!*&D7*,&B!7,%&*!71,$78&.!.1$%!).!
#8D*7?&B!D%/.#$)'!7*!8&2,)'!%&)',%!)2B!E&''6&#2@F!]&!E&*&!)6'&!,7!$7**767*),&!,%&.&!*&D7*,.!6/!*&A&**#2@!
to the CAB’s own records and by asking clients to complete a standard set of questions about their health 
)2B!E&''6&#2@F!!

P1*!*&.&)*$%!'&B!1.!,7!$72.,*1$,!#2B#?#B1)'!#8D)$,!8)D.!A7*!)''!$'#&2,.!#2!,%&!.)8D'&F!]&!%)?&!D*7?#B&B!#2!
,%#.!*&D7*,!,%*&&!B&,)#'&B!#2B#?#B1)'!#8D)$,!8)D.!E%#$%!67,%!.%7E!,%&!D*7$&..!A7''7E&B!#2!,%&!D*7U&$,^!)2B!
illustrate ‘typical’ pathways of clients seeking advice on debt, housing and benefits. Throughout!,%#.!*&D7*,!
E&!%)?&!%#@%'#@%,&B!,%&!$78D'&S#,/! )2B!#2,&**&'),&B2&..!7A!D*76'&8.! ,/D#$)''/!A)$&B!6/!-59!$'#&2,.^! )2B!
,%&!&S)8D'&.!$#,&B!#2!,%&!*&D7*,!)67?&!B&872.,*),&!,%#.!A#2B#2@!E#,%!*&A&*&2$&!,7!.D&$#A#$!$).&.F!

9/!,*#)2@1'),#2@!B),)!)2B!1.#2@!D*7S#&.!67,%!,7!$72A#*8!)2B!A#''!#2!)2/!#2A7*8),#72)'!@)D.^!E&!E&*&!)6'&!,7!
$)'$1'),&!)2!0MPK!*),#7!7A!=CO<!7?&*!A#?&!/&)*.F!K2!7,%&*!E7*B.^!A7*!&?&*/!f=!.D&2,!72!-59!.&*?#$&.!c6).&B!72!
)!$)'$1'),#72!7A!)?&*)@&!#2D1,!$7.,.d!,%&*&!#.!)!6&2&A#,!,7!#2B#?#B1)'.!)2Bi7*!.,),& _*&'),&B!.,)4&%7'B&*.!7A!
fO<F!J%#.!#.!)!%#@%!*),#7!61,!#,!#.!6).&B!72!B&,)#'&B!&?#B&2$&!).!71,'#2&B!#2!,%#.!*&D7*,F!

K2! 7*B&*! ,7! &'#8#2),&! ).! A)*! ).! D7..#6'&! )2/! 6#).! #2,*7B1$&B! 6/! )..18D,#72.! 8)B&^! E&! )'.7! $72B1$,&B!
.&2.#,#?#,/! )2)'/.&.!72! .D&$#A#$!&'ements of the SROI ratio where we had to infer from clients’ interview 
,&.,#872#&.!c&F@F!*&'),#2@!,7!),,*#61,#72d^!).!E&!71,'#2&B!)2B!B#.$1..&B!)67?&!#2!.&$,#72!;F[!)2B!#2!5DD&2B#S!
>F!

5.!71,'#2&B!)67?&!#2!.&$,#72!WF>^!E&!)'.7!.16U&$,&B!,%&!&2,#*&!.&,!7A!$)'$1'),#72.!,7!)!A1*,%&*!.&2.#,#?#,/!,&.,!
E%#$%!*&B1$&B!,%&!*),#7!,7!=CWW!72!,%&!6).#.!7A!,%&!87.,!$)1,#71.!.&,!7A!)..18D,#72.F!

G?&2! ,%#.! 87.,! $)1,#71.! $)'$1'),#72! *&D*&.&2,.! )! .16.,)2,#)'! .)?#2@! ,7! #2B#?#B1)'.! )2B! )! *)2@&! 7A!
.,)4&%7'B&*.!8)B&!6/!,%&!D*7?#.#72!7A!-59!.&*?#$&.F!]&!.&&!,%#.!).! ,%&!87.,!#8D7*,)2,! .#2@'&!A#2B#2@!7A!
,%&!D*7U&$,F!J%&!)8712,!.)?&B!#.!@*&),&*!,%)2!.1@@&.,&B!6/!87.,!D*&?#71.!.,1B#&.^!)2B!E&!$72,&2B!,%),!
,%#.! #.! 6&$)1.&! E&! %)?&! )$%#&?&B! 71*! 76U&$,#?&! 7A! D*&.&2,#2@! ).! A1''! ).! D7..#6'&!)2! )$$712,! 7A! ,%&!
71,$78&.F!

PA! $71*.&^! )! *)2@&! 7A! #..1&.! )*#.&! A*78! ,%#.! .,1B/! )2B! #,.! A#2B#2@.^! 67,%! A7*! )$)B&8#$.! cD*#2$#D)''/!
8&,%7B7'7@#$)'d!)2B!D*)$,#,#72&*.!c)B?#$&!D*7?#B&*.^!7,%&*!7*@)2#.),#72.!#2!,%&!.&$,7*!.&&4#2@!,7!8&).1*&!
71,$78&.d!)2B!.,)4&%7'B&*.!cA12B&*.! )2B!7,%&*! .,),&!)2B!.,),&_*&'),&B!67B#&.dF!]&!B#.$1..! ,%&.&!#..1&.!
A1*,%&*!#2!,%&!$72$'1B#2@!.&$,#72!7A!,%&!*&D7*,F!

S;: 'P",C)X'C/Q,C)B$C"#&'''

P1*!*&.&)*$%!,774!D')$&!),!)!,#8&!7A!8)U7*!1D%&)?)'!#2!,%&!&$7278#$!)2B!E&'A)*&!D7'#$/!&2?#*728&2,F!J%&!
&$7278#$!B7E2,1*2!%).! #2$*&).&B! ,%&!D*7D7*,#72!7A!D&7D'&! .,*1@@'#2@!E#,%!B&6,C!#2! ;<<[^! ,%&! (#2)2$#)'!
0&*?#$&.! 51,%7*#,/! &.,#8),&B! ,%),! )*712B! Vh! 7A! ,%&! D7D1'),#72! .,*1@@'&B! ,7! 4&&D! 1D! E#,%! %71.&%7'B!
D)/8&2,.^!)2B!6/!;<=<!,%#.!D*7D7*,#72!%)B!*#.&2!,7!==h!)2B!#,!#.!%).!$72,#21&B!,7!*#.&!).!D&*.72)'!B&6,!
*&)$%&.!12D*&$&B&2,&B!'&?&'.F!!

!



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

OV!

!

-%)2@&.!,7!E&'A)*&!#2$'1B&B!D*#8)*#'/!,%&!.%#A,!,7!G8D'7/8&2,!01DD7*,!)2B!5''7E)2$&!cG05d^!E%#$%!8&)2,!
)''! ,%7.&!D*&?#71.'/! $')#8#2@!#2$78&!6&2&A#,!7*!#2$)D)$#,/!6&2&A#,!%)B! ,7! *&_)DD'/^! )2B!E).! #2,&2B&B! ,7!
bring in tougher conditions for access to benefits. Other changes, particularly benefit recipients’ payment 
7A!$712$#'!,)S!72!.&$72B!6&B*778.^!$)8&!#2,7!A7*$&!),!)! '),&*! .,)@&!#2!71*!D*7U&$,!61,!)'*&)B/!-59!.,)AA!
E&*&! )2,#$#D),#2@! )! $72.&a1&2,! *#.&! #2! 2&E! *&a1&.,.! A7*! )B?#$&F! !K2! ,%&! 8&B#18! ,7! '72@! ,&*8^! A1*,%&*!
*&B1$,#72.!#2! ,%&!E&'A)*&!61B@&,! )*&!D*7D7.&B!)2B!,%&!#2,*7B1$,#72!7A!I2#?&*.)'! -*&B#,!E#''!%)?&!)!?&*/!
.#@2#A#$)2,!#8D)$,!'7$)''/^!&.D&$#)''/!).!9),%!)2B!37*,%_G).,!078&*.&,!#.!)!D#'7,!)*&)F!

P?&*)''!E&!E71'B!&SD&$,!.1$%!$%)2@&.!,7!#2$*&).&!.#@2#A#$)2,'/!,%&!$).&'7)B!7A!-59!)B?#$&!.,)AA^!@#?&2!,%),!
B&6,!)2B!E&'A)*&!6&2&A#,.!)*&!7?&*)''!,%&!87.,!$78872!B78)#2.!7A!)B?#$&F!!

J%&!#8D)$,!7A!.1$%!$%)2@&.!&8&*@&B!#2!$'#&2,s’ accounts of the problems for which they had sought CAB 
)B?#$&^!&.D&$#)''/!̂).!E&!%)?&!27,&B̂!@#?&2!,%&!$'7.&!*&'),#72.%#D!6&,E&&2!6&2&A#,.!)2B!7,%&*!D*&.&2,#2@!
#..1&.!.1$%!).!%71.#2@!7*!B&6,F!!

0#S,&&2!$'#&2,.!71,!7A!71*!.)8D'&!c;< h!7A!,%&!,7,)'d!,7'B!1.!,%&/!%)B!.71@%,!)B?#$&!A*78!-59!&#,%&*!6&$)1.&!
,%&/!2&&B&B!%&'D!#2!$')#8#2@!G05!̂,%&/!2&&B&B! ,7! )DD&)'! )@)#2.,! ,%&! *&.1',.! 7A! )! 8&B#$)'! ,&.,!7*!7,%&*!
B&$#.#72!7*!6&$)1.&!,%&#*!)''7E)2$&!%)B!&2B&B!)2B!,%&#*!$')#8!A7*!A1*,%&*!6&2&A#,.!%)B!6&&2!*&U&$,&BF!PA!
,%&.&^!&'&?&2!%)B!?&*/! '7E!#2$78&! '&?&'.!)2B!E&*&!$')..&B!).!6&#2@!#2!D7?&*,/!cE#,%!)2!)BB#,#72)'! ,%*&&!
D&7D'&!E%7.&!#2$78&.!E&*&!27,!427E2dF!K2!,%&!Ib^!,%&!'#24!6&,E&&2!B#.)6#'#,/!)2B!D7?&*,/!#.!D)*,#$1')*'/!
D*72712$&B^!E#,%!B#.)6'&B!D&7D'&!,E#$&!).!'#4&'/!,7!'#?&!#2!)!'7E_#2$78&!%71.&%7'B!).!272_B#.)6'&B!)B1',.F!

J/D#$)''/^! )B?#$&! A7*! B#.)6#'#,/! 6&2&A#,.! #.! $78D'&S! )2B! #2?7'?&.! %&'D! E#,%! A7*8_A#''#2@^! )$$&..#2@! 8&B#$)'!
$&*,#A#$),#72^! )2B! .78&,#8&.! )$$78D)2/#2@!$'#&2,.! ,%*71@%!,%&!)DD&)'!D*7$&..!E%#$%^! ,%&/!,7'B!1.^! ,%&/!
found confusing and sometimes alienating, demoralising and belittling: clients spoke of feeling ‘!)30)6)1%2’, 
‘;$##)%2’ and ‘/)35%2, (*’. It is also complex because clients’ medical condition (often involving mental 
%&)',%!#..1&.d!8)4&.!#,!&.D&$#)''/!B#AA#$1',!A7*!,%&8!,7!A)$&!1D!,7!,%&!D*7$&..!7A!$%)''&2@#2@!Q]+!B&$#.#72.F!
At the same time, this means that successful outcomes make a very big difference to clients’ lives. In the 
.#S,&&2!$).&.!E&!&S)8#2&B^!A71*!$'#&2,.!.1$$&..A1''/!)DD'#&B!A7*!G05^!2#2&!%)B!.1$$&..A1'!G05!)DD&)'.^!,E7!
$'#&2,.!'7.,!,%&#*!)DD&)'^!)2B!72&!)DD&)'!E).!.,#''!D&2B#2@F!

(7*!&S)8D'&^!$'#&2,!<W>!E).!)!'72@_,&*8!$)*&*!A7*!%&*!B)1@%,&*^!E%7!%)B!8&2,)'!%&)',%!D*76'&8.!8)4#2@!
%&*!$78D'&,&'/!B&D&2B&2,!72!7,%&*.F!0%&!E).!*&A&**&B!,7!-59!6/!%&*!8&2,)'!%&)',%!.1DD7*,!E7*4&*!)2B!
E).!)6'&!E#,%!-59!%&'D!,7!)$$&..!Q#.)6#'#,/!Y#?#2@!5''7E)2$&!E%#$%!D*7?#B&B!$)*&!)2B!'#?#2@!.1DD7*,!A7*!%&*!
B)1@%,&*F!5.!)!*&.1',^!.%&!.)#B!,%),!%&*!B)1@%,&*!%)B!@)#2&B!.78&!#2B&D&2B&2$&!)2B!.%&!%&*.&'A!%)B!6&&2!
)6'&!,7!B&?&'7D!.78&!#2B&D&2B&2,!)$,#?#,/!c?7'12,)*/!E7*4dF!]#,%71,!-59!%&'D^!,%&!$'#&2,!.)#B!,%&/!E71'B!
have somehow managed to ‘/#(2, "#(*+,#)5%, ;%@('%’, but their situation had been causing both of them 
)BB#,#72)'!.,*&..!)2B!)2@1#.%F!

-'#&2,! <VR! %)B!*&$&2,'/! 87?&B! #2,7! )! 2&E! )BB*&..! E#,%! %#.! D)*,2&*! )2B! A712B! %#.! 6&2&A#,.! .1BB&2'/!
stopped, leading to seven and a half months on virtually no income: ‘)0,3($#2,*(0,?"!%,?"//%*%2,"0,",4('1%,
0)6%’, with the risk of losing their new home. This client had a c%*72#$!D%/.#$)'!%&)',%!D*76'&8!61,! )'.7!
.D74&!7A!,%&!.,*&..!#2B1$&B!6/!,%&!)DD&)'!D*7$&..^!E%#$%!)@@*)?),&B!%#.!%&)',%!D*76'&8F!X#.!)DD&)'!E).!
successful, which he attributed mainly to CAB help with forms: ‘�/���u�����v���]�(���]�š���Á���•�v�[�š���(�}�Œ���€�š�Z������������"2!)1%'E,B,
���}�v�[�š,5*(4,4?%0?%',B,4($#2,?"!%,%!%*,0?($+?0,";($0,2()*+,?"#@,0?%,10$@@,0(,0%##,:($,0?%,0'$0?C,B,5*(4,0?%,
#"4,0(,"*,%H0%*0,"*2,10$@@,;$0,(;!)($1#:,/%(/#%,"0,<=>,"'%,0'")*%2,0(,5*(4,",2"6*,1)+?0,6('%,)*@('6"0)(*,
�š�Z���v���š�Z�����P���v���Œ���o���‰�µ���o�]�����]�•���P�]�À���v�X���/�š�[�•���������v�������Œ�����o�o�Ç���P�}�}�����Z���o�‰�X���/���‰���Œ�•�}�v���o�o�Ç���š�Z�]�v�l���]�(���]�š���Á���•�v�[�š���(�}�Œ���������U���/�����}�v�[�š��
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�l�v�}�Á�U���/���u���Ç���v�}�š���Z���À�����P�}�š���u�Ç���u�}�v���Ç���������l�X���d�Z���Œ�����Á���•�������o�}�š���}�(���š�Z�]�v�P�•���/�����]���v�[�š���l�v�}�Á���•�}�Œ�š���}�(���o�]�l�����P���š�š�]�v�P���o���š�š���Œ�•��
(@@,0?%,?(1/)0"#,"*2,10$@@.’!

J%&! 1D%&'B! )DD&)'.! $).&.! E&! #2?&.,#@),&B!%)?&! )'.7! 6&&2!*&A&**&B! ,7! ).! A)#'1*&! B&8)2B;; !E%&*&6/!)2!
)@&2$/!%).!A)#'&B! ,7!$7**&$,'/! )..&..! )!$'#&2,!A7*! ,%&! )DD*7D*#),&!6&2&A#,! )8712,F!01$%! ./.,&8#$!A)#'1*&.!
%)?&!6&&2!%&)B'#2&!2&E.!*&$&2,'/!E#,%!5JP0!X&)',%$)*&!6&#2@!,7'B!6/!,%&!Q]+!,7!#8D*7?&!#,.!D*7$&..&.!
E#,%!1D!,7!><h!7A!#,.!*&D7*,.!6&#2@!.16.,)2B)*BF!5JP0!A)#'1*&.! ,%&8.&'?&.!%)?&!$7.,! ,%&!,)SD)/&*!87*&!
,%)2! f[>! 8#''#72F;W! " 72&/! B1&! ,7! ,%&! $'#&2,! #.! )! '&@)'! &2,#,'&8&2,^! E%#$%! &2.1*&.! &a1#,/! E#,%#2! D16'#$!
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In the course of our research, the CAB moved its gateway service to new premises within a ‘one_stop shop’ 
')12$%&B!6/!,%&!'7$)'!)1,%7*#,/F!J%#.!'&B!,7!87*&!&AA#$#&2,!D*7$&..#2@!7A!#2#,#)'!a1&*#&.!)2B!6774#2@!7A!#2#,#)'!
)B?#$&!.&..#72.F!-'#&2,.!.D74&!#2!#2,&*?#&E.!7A!,%&!#8D*7?&8&2,!,%#.!8)B&!,7!-59!D*7?#.#72F!X7E&?&*^!),!
,%&!,#8&!7A!E*#,#2@!,%#.!*&D7*,^!,%&!'7$)'!)1,%7*#,/!)22712$&B!)!A1,1*&!*&B1$,#72!7A!)B?#$&!.&*?#$&.!A12B#2@!
6/!7?&*!%)'A^!A7''7E#2@!)2!&)*'#&*!$1,F!J%#.^!,7@&,%&*!E#,%!,%&!#2$*&).&B!$).&'7)B!$)1.&B!6/!&$7278#$!)2B!
D7'#$/! $%)2@&.!̂*#.4! $*&),#2@! )!81',#D'&! $*#.&.!E%&*&6/! )! @*7E#2@! 2186&*! 7A! ?1'2&*)6'&! D&7D'&! )*&! '&A,!
E#,%71,!)$$&..!,7!%&'D!)2B!.1DD7*,!),!)!,#8&!E%&2!,%#.!#.!87.,!2&&B&BF!

5.!E&!%)?&!27,&B!W\!7A!71*! .)8D'&!$'#&2,.!D*&.&2,&B!E#,%!B#.)6#'#,#&.! )2B! '72@&*! ,&*8!%&)',%!#..1&.! .7!
%&)',%! A#@1*&.! ).! )2! #8D7*,)2,! D7'#$/! #..1&F! ! K2! )BB#,#72! ,%&! 2186&*.! 7A! $'#&2,.! *&D7*,#2@! D*76'&8.!
)..7$#),&B!E#,%!.,*&..!7*!B&D*&..#72!E&*&!)'.7!%#@%!)2B!,E&2,/!A#?&!7A!,%&!*&.D72B&2,.!*&D7*,&B!.#@2#A#$)2,!!
*&B1$,#72!7A!.,*&..!7*!B&D*&..#72!).! )! *&.1',!7A!-59!#2,&*?&2,#72.F!52)'/ .#2@!,%&!$)1.)'!D),%E)/.!7A!A#?&!
$'#&2,.!E#,%! .#@2#A#$)2,i! '72@! ,&*8!%&)',%!D*76'&8.! )2B! ,E7!D&2.#72&*.!.%7E&B! ,%),!#A! ,%&! -59!%)B!27,!
#2,&*?&2&B!),!,%&!,#8&!,%&/!B#B̂!,%&2!,%&.&!.&?&2!?1'2&*)6'&!$'#&2,.!E71'B!%)?&!6&&2!),!.16.,)2,#)'!*#.4!7A!
%78&'&..2&..F!!]&!*&,1*2!,7!,%&!#..1&!7A!%&)',%!)2B!E&''_6&#2@!#2!,%&!2&S,!.&$,#72F!

+7'#$/_8)4&*.^!#2!@7?&*28&2,!)2B!71,^!%)?&!'72@!)*@1&B!A7*!,%&!$*#,#$)'!#8D7*,)2$&!7A!/'%! %*0)(*!7A!%)*8.F!!
]%&,%&*!#,!#.!#2!D16'#$!%&)',%!7*!.7$#)'!D7'#$/^!&)*'/!#B&2,#A#$),#72!7A!D7,&2,#)'!D*76'&8.!A7''7E&B!6/!D*78D,!
#2,&*?&2,#72!$)2^!27,!72'/!%&'D!D&7D'&^!61,!E#''! )'.7! .)?&! .#@2#A#$)2,!$7.,.! ,%),!E71'B!6&!#2$1**&B!E&*&!
D*76'&8.!)''7E&B!,7!E7*.&2F!!P1*!B#.$1..#72!#2!,%#.!.&$,#72!B&872.,*),&.!,%&!#8D7*,)2,!.,*),&@#$!D7.#,#72!
,%),!)B?#$&!.&*?#$&.!7$$1D/!#2!D*&?&2,#2@!?1'2&*)6'&!$'#&2,.!A*78!2&&B#2@!&SD&2.#?&!.,),1,7*/!.&*?#$&.F!!K2!
71*!2&S,!.&$,#72^!E&!B#.$1..!%7E!,%&!-59!.&*?#$&!7AA&*!$71'B!6&!&S,&2B&B!,7!@#?&!A1*,%&*!.1DD7*,!,7!$'#&2,.F!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
22 New Economics Foundation (2010) Outcomes in Advice. London: New Economics Foundation and Advice UK. 
23 Neville, S. (2013�����µ�'�:�3���W�H�O�O�V���$�7�2�6���+�H�D�O�W�K�F�D�U�H���W�R���U�D�L�V�H���V�W�D�Q�G�D�U�G�V���¶���)�L�Q�D�Q�F�L�D�O���7�L�P�H�V������nd July 2013 
24 Wigan, J. and Talbot, C. (2006 ) The benefits of welfare rights advice: a review of the literature. Manchester: University of 
Manchester. 
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half of these, the problem was the difficulty in contacting the CAB or getting an appointment (e.g. ‘B,0?)*5,
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process worked.  However, a detailed scrutiny of the client ‘journey’ might suggest ways in which case 
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and is taking their side.  For example, clients will say things like: ‘B,"6,*(0,(*,6:,(4* ’. And what they often 
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,*&),8&2,! ,%&/! *&$&#?&B! 6&A7*&! $72,)$,#2@! ,%&! 91*&)1! A7*! %&'D! E#,%! ,%),! *&$&#?&B! E%&2! )! -59! )B?#.&*!
#2,&*?&2&BF! ! (7*!&S)8D'&^!$'#&2,!<;W!%)B!*&D&),&B'/!$72,)$,&B! )! .%7D!E%#$%!$')#8&B^!E*72@'/^! ,%),! .%&!
7E&B!,%&8!872&/F!!0%&!E).!6*1.%&B!7AA!67,%!#2!D&*.72!)2B!72!,%&!,&'&D%72&F!!X7E&?&*^!%&*!-59!)B?#.&*!
@7,!,%*71@%!6/!,&'&D%72&^!E).!'#.,&2&B!,7!̂)2B!,%&!%)*)..#2@!$)''.!A*78!)!B&6,!$7''&$,#72!)@&2$/!.,7DD&BF!!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
25 Resolution Foundation, Squeezed Britain 2013, http://www.resolutionfoundation.org. The CAB data come from the Petra 
database.  Median income data from DWP, Low Income and Material Deprivation in the UK, 2011/12 at 
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/206850/first_release_1112.pdf.  Some caution is 
required.  Only 59% of clients seen by CAB BANES had income data recorded on Petra and we are assuming that this is a 
representative sample.  We do not, however, believe that this will introduce sample bias given the way that the data are collected.  
In addition, the income bands used by Petra do not correspond precisely to the poverty and low-to-middle earners definitions.  We 
think that this will produce a small understatement of the number of clients in poverty.  We are unable to estimate any error in the 
low-to-middle earner category because Petra does not give us household composition data.  Again, we do not believe that this 
could amount to more than plus or minus 5 percentage points.  Finally, although most clients report incomes gross, we know that 
some with very low reported incomes (at less than £400 per calendar month) are actually reporting their income net of rent which 
is deducted from benefit.  This would raise their gross income but not by enough to take them out of poverty. In addition some 
clients reported how their income was actually nearer zero, with benefits or employment income being zero.  

 

http://www.resolutionfoundation.org/
https://www.gov.uk/government/uploads/system/uploads/attachment_data/file/206850/first_release_1112.pdf
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P*^!).!)27,%&*!$'#&2,!D1,!#,^!%&*!6)24!,*1.,&B!-59_953G0!72!,%&!D*&.&2,),#72!7A!%&*!B&6,.!E%&2!,%&/!B#B!
27,! ,*1.,! %&*F! ! -'#&2,.! A*&a1&2,'/! *&D7*,&B! ,%),! 7*@)2#.),#72.! .#8D'/! B#B! 27,! 6&'#&?&! ,%&8! &?&2! E%&2!
$72A*72,&B!6/!&?#B&2$&F! ! (7*!&S)8D'&^!- '#&2,!=<O^!E%7!E#.%&B! ,7!$')#8! )! .#2@'&_D&*.72!B#.$712,!72!%#.!
$712$#'! ,)Ŝ!$71'B!27,!D&*.1)B&!%#.! '7$)'! )1,%7*#,/! ,%),!%#.!B)1@%,&*!27!'72@&*! '#?&B!E#,%!%#8F!!5!.&$72B!
$'#&2,!c<<\d!E).!*&D&),&B'/!).4&B!6/!X"M-!A7*!D*77A!,%),!.%&!E).!.&D)*),&B!A*78!%&*!%1.6)2B!E%&2!,%&/!
%)B!'#?&B!#2!B#AA&*&2,!D)*,.!7A!,%&!$712,*/!A7*!,&2!/&)*.F!!K2!67,%!,%&.&!$).&.!-59!E).!)6'&!,7!%&'DF!!K2!.18^!
)B?#$&!.&*?#$&.!%&'D!$'#&2,.!2)?#@),&!,%&!*1'&.!7A!)!61*&)1$*),#$!./.,&8!,%),!,%&/!B7!27,!12B&*.,)2B!)2B!
E%#$%!#.!A*&a1&2,'/!%7.,#'&F!

J%&! .&$72B! #..1&! #.! ,%),! $'#&2,.! .)/! ,%),! ,%&/! A&&'! 81$%! 6&,,&*! %)?#2@! ,)'4&B! ,7! )2! )B?#.&*F! ! Z#?&2! ,%&!
D*&..1*&.!,%),!-59!$'#&2,.!)*&!12B&*^!#,!#.!%)*B'/!.1*D*#.#2@!,%),!,%&/!A&&'!)2S#71.!)2B!B&D*&..&BF!!P1*!.,1B/!
D*7?#B&B!&?#B&2$&!7A!,%&!&AA&$,!7A!)B?#$&!72!E&''_6&#2@!).!E&!%)?&!D7#2,&B!71,!#2!.&$,#72!WF[F!5,!,%&#*!A#*.,!
#2,&*?#&E^! V=h! 7A! $'#&2,.! *&D7*,! A&&'#2@.! 7A! .,*&..^! .,*&..!)@@*)?),#2@! '72@_,&*8! #''2&..^! B&D*&..#72! )2B!
)2S#&,/^! #2)6#'#,/! ,7! .'&&D! )2B! #**#,)6#'#,/! E#,%! A)8#'/! 8&86&*.F! PA! ,%&.&^! R>h! E%7!%)B! ,%&#*!)B?#$&!
D*76'&8.! .7'?&B! 7*! 8#,#@),&B! *&D7*,&B! .16.,)2,#)'! #8D*7?&8&2,! #2! ,%&#*! &87,#72)'! .,),&F! P1,! 7A! ,%&.&!
D&7D'&!E%7!*&D7*,&B!#8D*7?&8&2,.!#2!,%&#*!E&''_6&#2@^!ORh!%)B!6&&2!)$$&..#2@!%&)',%!.&*?#$&.!)2B!E&*&!
*&$&#?#2@!,*&),8&2,!A*78!,%&#*!Z+F!J%&*&!#.!)!.&$72B!'#2&!7A!&?#B&2$&!A*78!,%&!.,1B/!72!,%#.!,7D#$F!!K2!,%&!
$'#&2,!#2,&*?#&E.^!)!E&''_6&#2@!a1&.,#722)#*&!c,%&!])*E#$4_GB#261*@%!.$)'&d!E).!)B8#2#.,&*&BF!!J%#.!)@)#2!
$72A#*8&B! ,%&! #8D*7?&8&2,! #2! $'#&2,! E&''_6&#2@! A7''7E#2@! )B?#$&^! A*78! ,%&! 6).&'#2&! &.,)6'#.%&B! ),! ,%&!
)B?#$&!#2,&*?#&E!#,.&'A!,%*71@%!A#*.,!)2B!.&$72B!#2,&*?#&E.!#2!,%&!.,1B/F!!!K2!87.,!7A!,%&!B78)#2.!7A!E&''_
6&#2@!1.&B!#2!,%&!.$)'&^!,%&!#8D*7?&8&2,!7?&*!,%&!E%7'&!D&*#7B!E).!7?&*!W<hF!!

J%#.!B7&.!27,^!7A!$71*.&^!$72$'1.#?&'/!&.,)6'#.%!)!$)1.)'!*&'),#72.%#D!6&,E&&2!*&$&#?#2@!)B?#$&!)2B!*&D7*,&B!
E&''_6&#2@!61,!#,!#.^!272&,%&'&..^!D7E&*A1''/! .1@@&.,#?&F!K2! )BBition to this quantitative element, clients’ 
2)**),#?&.!B#B!)'.7!#''1.,*),&!)!$)1.)'!&'&8&2,!6&,E&&2!)B?#$&!)2B!6&,,&*!%&)',%F!J%&!#8D)$,!7A!)B?#$&!B#B!
'&)B!,7!,%&8!.&&4#2@!'&..!.1DD7*,!A*78!,%&!3X0F!(7*!&S)8D'&^!72&!$'#&2,!E%&2!).4&B!E%),!.%&!E71'B!%)?&!
Bone if she hadn’t been to the CAB replied �^�/�� �Á�}�µ�o���� �Z���À���� ���v�������� �µ�‰�� �]�v�� �š�Z���� �u���v�š���o�� �Á���Œ���� ���������µ�•���� �}�(�� �š�Z����
10'%11,"*2,#(11”. Another, in response to the same question said that without the CAB “B,4($#2,;%,!%':,)##,;:,
*(4, �t,�/���Á���•�����Œ�]�v�l�]�v�P�������o�}�š�X�������µ�š���v�}�Á���/�[�À�����•�š�}�‰�‰%2,2')*5)*+A,%!%*,1(3)"#,2')*5)*+C,J?%,/'(;#%6,4"1,3(*0'(##%2,
���v�����/���(�����o���Z���‰�‰�]���Œ�����v�������}���v�}�š�����Œ���������š�Z�����‰�}�•�š�����}�u�]�v�P���]�v���š�Z�����u�}�Œ�v�]�v�P�X���d�Z�������������P���À�����u�����š�Z���š�X�_!

-'#&2,.!7A,&2!8)4&!#,!$'&)*!,%),!,%&#*!#8D*7?&8&2,!#2!E&''_6&#2@!A7''7E#2@!)B?#$&!B7&.!27,!U1.,!*&'),&!,7!,%&!
.7'1,#72!7A!,%&#*!D*76'&8.!61,!)'.7!,7!,%&!.1DD7*,!,%),!-59!#.!@#?#2@!,%&8F!K2!,%#.!$72,&S,!#,!#.!E7*,%!27,#2@!
,%),! 8)2/! -59! $'#&2,.! )*&! 6&#2@! ,*&),&B! A7*! '72@! ,&*8! A7*! B&D*&..#72! )2B! )2S#&,/g! ,%7.&! #2! D7?&*,/!
2),#72)''/! )*&!,E#$&!).! '#4&'/! ,7!.1AA&*!A*78!8&2,)'!#''2&..!).!,%7.&!E#,%!%#@%&*!#2$78&.F!!J%&!D7,&2,#)''/!
D7.#,#?&!*&'),#72.%#D!6&,E&&2! ,%&!@#?#2@!7A!)B?#$&!)2B!,%&!*&'#&A!7A!B&D*&..#72! )2B!)2S#&,/!#.!#8D7*,)2,^!
&?&2!#A!#,!#.!*&'),#?&'/!.%7*,_,&*8^!#2!,%),!,%&*&!#.!)!$'&)*!D7,&2,#)'!A7*!$7.,_.)?#2@!#2!,%&!3X0F;[ !!!

5!,%#*B!#..1&!#.!,%),!.78&!$'#&2,.^!,%*71@%!')$4!7A!$72A#B&2$&^!#''2&..!7*!')$4!7A!&B1$),#72!B7!27,!#8D'&8&2,!
,%&!)B?#$&!,%),!,%&/!%)?&!6&&2!@#?&2F!K2!,%#.!$72,&S,!72&!.%71'B!27,&!,%),!$'#&2,.!B7!27,!A#2B!#,!&)./!,7!@7!
,7!-59 !#2!,%&!Airst place.  They report the difficulties in getting through on the ‘phone and the length oA!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
26 See Citizens Advice, An Overview of Possible Links Between Advice and Health, 2012. 
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G)*'#&*!#2!,%#.!*&D7*,!E&!27,&B!,%),!$'#&2,.!%)?&!7A,&2!6&&2!,7!-59!6&A7*&!)2B!,%&/!A*&a1&2,'/!D*&.&2,!E#,%!
87*&!,%)2!72&!#..1&F!!(7*!8)2/!$'#&2,.! ,%&*&!#.! .78&,%#2@!7A!)! '72@_,&*8!#2?7'?&8&2,!E#,%!-59F!!J%&.&!
D7#2,.^! ,7@&,%&*!E#,%! ,%&!#..1&.!8&2,#72&B!)67?&! ,)4&2!E#,%! ,%&! .7$#)'! )2B!&$7278#$! .#,1),#72!7A!87.,!
$'#&2,.!.1@@&.,!,%),!,%&!.&*?#$&!7AA&*!.%71'B!#2$'1B&C!

x '72@&*_,&*8!#2,&*?&2,#72.!)#8&B!),!D*&?&2,#72!&.D&$#)''/!,*)#2#2@!#2!A#2)2$#)'!8)2)@&8&2,!7*!*&,1*2!,7!
E7*4g!

x .1DD7*,!#2!#8D'&8&2,#2@!)B?#$&!6/!$72,#21&B!$72,)$,!E#,%!,%&!$'#&2,!),!the Bureau’s initiativeg!

x .&*?#$&.! ,%),!A7$1.!72! ,%&!$722&$,#72!6&,E&&2!)B?#$&! )2B!%&)',%^!&.D&$#)''/!8&2,)'!%&)',%^!#2$'1B#2@!
D16'#$!%&)',%!)B?#$&!)2B!$7@2#,#?&!6&%)?#71*!,%&*)D/g!

x .1DD7*,!)2B!,*)#2#2@!7A!$'#&2,.!#2!B&)'#2@!E#,%!61*&)1$*)$/F!

S;L'7%$F"-",".C )B,'B#-'D%,B$%-'C/Q,C)B$C"#&'

J%&!*&.&)*$%!D*7U&$,!'774&B!),!,%&!?)'1&!@#?&2!6/!,%&!)B?#$&!.&*?#$&.!7A!,%&!-59!#2!,%&!'7$)'#,/!953G0!)2B!
1.&B!,%&!0MPK!8&,%7B7'7@/!#2!7*B&*!,7!@#?&!)!A#2)2$#)'!2186&*!,7!,%),!?)'1&F!J%&!*&.&)*$%!@#?&.!)!$'&)*!
#2B#$),#72! ,%),!A7*!&?&*/!D712B!#2?&.,&B!8)2/!81',#D'&.!7A!D712B.! )*&! *&,1*2&B! ,7! .,)4&%7'B&*.!#2! ,%&!
)*&)F!!5.!E&!B#.$1..!#2!,%&!67B/!7A!,%&!*&D7*,!,%&!*),#7!#.!.&2.#,#?&!,7!,%&!8&,%7B.!72&!1.&.!,7!$)'$1'),&!
#2D1,.! )2B!71,D1,.! )2B!E&!%)?&! ,*#&B! ,7!6&!$72.&*?),#?&!#2!71*!&?)'1),#72.! )2B!D1,!A7*E)*B! )2! )221)'!
D*7?&2!?)'1&!&S$&&B#2@!fO<<^<<<!A7*! ,%&! \<!$'#&2,.!#2?7'?&BF!J%#.!D*7B1$&.!A7*!72&!D712B!#2?&.,&B! ,%&!
.,)4&%7'B&*.!@)#2!fO<!*),#7!7?&*!)!O!/&)*!D&*#7B!7A!6&2&A#,F!G?&2!#A!E&!E&*&!,7!*&B1$&!)''!),,*#61,#72!'&?&'.!
6/!)!a 1)*,&*!c,7!,)4&!)$$712,!7A!)2/!7?&*!),,*#61,#72!6/!$'#&2,.d!,%#.!E71'B!.,#''!*&.1',!#2!)2!0MPK!*),#7!7A!=!
,7!WWF!

"&,%7B7'7@#$)''/! ,%#.! *&.&)*$%! D*7U&$,! %).! 6*74&2!2&E! @*712B^! A#*.,'/! #2! #,.! ),,&8D,! ,7! 1.&! 0MPK! #2! ,%&!
$72,&S,!7A!)B?#$&!.&*?#$&.!A7*!)!*&'),#?&'/!')*@&!.)8D'&!7A!$'#&2,.!c,%&!8)S#818!E).!A71*!#2!)!D*&?#71.!0MPK!
)B?#$&! .,1B/d;R!)2B! .&$72B'/! #2! .&&4#2@! ,7!@)#2! ,%&!71,$78&.!7A! ,%),! )B?#$&!A*78!81',#D'&! *&.D72B&2,.!
7?&*!)2!&S,&2B&B!,#8&!D&*#7BF!01$%!*&.1',.!E&*&!27,!)$%#&?&B!E#,%71,!B#AA#$1',#&.!̂,%*&&!7A!E%#$%!$)2!6&!
8&2,#72&B!#88&B#),&'/F!J%&!A#*.,!*&'),&.!,7!@)#2#2@!)!8)..!.)8D'&!)872@.,!)!*&a1#*&B!D7D1'),#72!,%),!#.!
B#.)B?)2,)@&B!)2B!?1'2&*)6'&^!8&)2#2@!,%),!$'#&2,.!E&*&!%)*B!,7!$72,)$,!)2B!.1.,)#2!E#,%#2!,%&!D*7U&$,F!!
J%&!.&$72B!B#AA#$1',/!E).!,%),!E%#'.,!0MPK!8&,%7B.!,&2B!,7!B&)'!E#,%!B&A#2&B!)2B!D)*,#$1')*!D*7U&$,.!%&*&!
,%&!*&.&)*$%!E).!$72A*72,&B!E#,%!81',#D'&!B78)#2.!7A!)B?#$&!)''!7A!E%#$%!D7.&B!B#AA&*&2,!D*76'&8.! )2B!
87B&.!7A!*&.7'1,#72̂!,%&!1D.%7,!E).!$'#&2,.!E%7!D*&.&2,&B!E#,%!)!$78D'&S!*)2@&!7A!D*76'&8.!)$*7..!,%7.&!
B78)#2.F! J%&! ,%#*B! 8)U7*! B#AA#$1',/! &2$712,&*&B! $)8&! #2! ,%&! 8&).1*&8&2,! )2B! ),,*#61,#72! 7A!?)'1&! 7A!
,%7.&!)B?#$&!.&*?#$&.C!E&!A712B!.78&!#..1&.!E%&*&!$'&)*!A#2)2$#)'!#8D)$,!$71'B!6&!.&&2!E%#'.,!7,%&*.!E&*&!
'&..!&)./!,7!A#2)2$#)'#.&!)2B!B&8)2B&B!A#2&*_@*)#2&B!8&,%7B.!7A!),,*#61,#72F!

J%&!*&.&)*$%!8&,%7B7'7@/!1.&B!%&*&!B#AA&*. !.78&E%),!A*78!,%&!$)272#$)'!0MPK!87B&^!).!B#.$1..&B!)67?&!
#2!.&$,#72.!;!)2B!WF!!0MPK!,&$%2#a1&.!D*&B78#2)2,'/!B&)'!E#,%!.8)''!.)8D'&.!*&'),&B!,7!D)*,#$1')*!D*7U&$,.!
8&)2#2@!,%),! ,%&/! )*&!B*)E#2@!A*78! )! .D&$#)'#.&B!D7D1'),#72!D77'F! ! ]#,%#2! ,%#.! )DD*7)$%! ,%&*&!8)/!6&!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
27New Economics Foundation (2010) Outcomes in Advice. London: New Economics Foundation and Advice UK.  
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,*)2.)$,#72.F! ! I.#2@! .8)''! .)8D'&! .#`&.!E#,%#2! .D&$#)'#.,!B78)#2.! )'.7!&2)6'&.! ,%&!1.&!7A!A#S&B!*),&.!A7*!
B*7D_7AA^!B&)BE&#@%,!)2B!B#.D')$&8&2,!#**&.D&$,#?&!7A!D)*,#$1')*!$#*$18.,)2,#)'!B#AA&*&2$&.F!J%#.!$)272#$)'!
0MPK!8&,%7B!,%&2!@&2&*)'#.&. !A#2B#2@.!)$*7..! ')*@&!D7D1'),#72.!E#,%71,!&S,&2.#?&!)2B!B&,)#'&B!*&.&)*$%F!
J%#.!-59! *&.&)*$%!#2!$72,*).,!$72.1',&B!$'#&2,.!B#*&$,'/!)2B!.71@%,!,7!8&).1*&!!&'(!)* $7.,!)2B!,%&!'72@&*!
,&*8!?)'1&!7A!)2!)B?#$&!&?&2,!E%&*&?&*!D7..#6'&F!!J%#.!6*71@%,!67,%!)!*&)'#.,#$!B#8&2.#72!,7!,%&!71,$78&.!
).!E&''!).!)!a1)'#,),#?&!)DD*7)$%!E%#$%!7AA&*.!B&D,%!)2B!#2.#@%,F!]%),!,%#.!8&)2.!#2!,%#.!*&.&)*$%!#.!,%),!
,%&!+MG0G3J!L5YIG!71,$78&.!A7*!6&2&A#$#)*#&.!,%),!E&!a17,&!)*&!6).&B!!)DD*7S#8),&'/!72!ROh!B),)!,%),!
#.! )$,1)'! )2B!D*7?)6'&F! !5,! ,%&! .)8&! ,#8&!E%&*&!$'#&2,.!$71'B!27,!@#?&!)2/!&.,#8),&!7A!71,$78&!?)'1&.!
D*7S#&.! E&*&! 1.&B! 61,! ,%&/! %)B! ,7! *&'),&! ,7! )$,1)'! 6&2&A#,! *),&.! 7*! *&)'! $).&! 71,$78&.! #A! D7..#6'&F!!
(1*,%&*87*&!6&$)1.&!,%&!)B?#$&!B78)#2.!)*&!.7!B#?&*.&!,%&!*&.&)*$%!%).!$%7.&2!,7!?)*/!,%&!*),&.!A7*!B*7D_
7AA^!B&)BE&#@%,!)2B!B#.D')$&8&2,!)$$7*B#2@!,7!,%&!$#*$18.,)2$&.!7A!,%&!#2B#?#B1)'F!!J%#.!8&)2,!,%),!?&*/!
B&,)#'&B!)2B!'72@#,1B#2)'!B),)!D7D1'),&!,%&!#8D)$,!8)D.!A7*!&?&*/!D)*,#$1')*!$'#&2,!)2B!,%&!.18!7A!,%&.&!
71,$78&.!D*7?#B&.!,%&!,7,)'!!D*7?&2!?)'1&!,%),!$)2!6&!.&,!)@)#2.,!)2!#2D1,!$7.,̂!,%&*&A7*&!@#?#2@!E%),!E&!
*&@)*B!).!)!87*&!*761.,!)2B!*&'#)6'&!#2D1,!,7!71,$78&!?)'1&!*),#7F!!

J%&!*&.&)*$%!@*71D!E7*4&B!E#,%#2!,%&!B#AA#$1',#&.!8&2,#72&B!)67?&! ,7!D*7?#B&!,%&!87.,!&S%)1.,#?&!)2B!
6&.,!)?)#')6'&!&?#B&2$&!72!,%&!#8D)$,!7A!-59!)B?#$&!.&*?#$&!$1**&2,'/!)?)#')6'&F!!K,!,774!\<!-59!$'#&2,.!)2B!
#2?&.,#@),&B!,%&!.D&$#A#$.!7A!,%&#*!71,$78&.!#2!A7*&2.#$!B&,)#'F!!K8D)$,!8)D.!E&*&!$72.,*1$,&B!A7*!)''!$'#&2,.!
)2B!*761.,!#2B#$),7*.!%)?&!6&&2!.71@%,!#2!7*B&*! ,7! ,*)$&!,%&!?)'1&!@#?&2!,7!$'#&2,.! )2B!E#B&*!*&$#D#&2,.!
.1$%!).!.,),&!)2B!7,%&*!)@&2$#&.F!!

J%&!$7*7'')*/!7A!,%#.!B&,)#'&B!E7*4!#.!)!%1@&!$7.,!#2!,&*8.!7A!,#8&^!#2!61#'B#2@!,%&!./.,&8!7A!&?)'1),#72^!#2!
B&,&*8#2#2@! ,%&! )DD*7D*#),&! D*7S#&.! )2B! #2! )BU1B#$),#2@! 72! 71,$78&.! A7*! &)$%! .D&$#A#$! $'#&2,! )2B! ,%&!
.#2@'&i!81',#D'&!71,$78&.!,%&/!D*&.&2,&BF!J%&!$7_D*7B1$&B!2),1*&!7A!,%#.!*&.&)*$%!&2)6'&B!,%&!1.&!7A!,%&!
#2?)'1)6'&! .D&$#)'#.,! 427E'&B@&!7A!?7'12,&&*!)B?#.&*.! E#,%!*&@)*B! ,7!,%&!$'#&2,!D7D1'),#72! )2B! )'.7! -59!
D*7$&B1*&.! )2B! D*)$,#$&F! K2! )BB#,#72! ,%&!D*7U&$,! $71'B! 27,! %)?&! %)DD&2&B! #2! ,%&! E)/! #,! B#B! E#,%71,!
E7*4#2@!#2.#B&!,%&!-59^!6&$)1.&!7A!,%&!D*7$&B1*&.!.&,!1D!,7!D*7,&$,!$'#&2,!$72A#B&2,#)'#,/!)2B!-59!.,)AAF!
J%&! B&,)#'&B!*&.&)*$%!E7*4! E). ! D7..#6'&! 6&$)1.&! ,%&! D*7U&$,! $71'B! B*)E! 1D72! )! ,&)8! 7A! ?7'12,&&*!
#2,&*?#&E&*.^! )2)'/.,.! )2B!$7_*&.&)*$%&*.!E#,%#2!-59 _953G0!,%),!@)?&!)2! )8712,!7A!12D)#B! ,#8&! ,7! ,%&!
D*7U&$,!&.,#8),&B!),!f=\<^<<<F!!K,!#.!,%&*&A7*&!$'&)*!,%),!0MPK!3"* !6&!1.&B!,7!'774!),!)B?#$&!.&*?#$&.!61,!,%&!
2&&B!,7!A7$1.!B7E2!72!.D&$#A#$!)2B!)$,1)'!71,$78&.!&2@)@&.!,%&!*&.&)*$%!#2!)!B#AA&*&2,! '&?&'!7A!)2)'/.#.!
)2B!.16.&a1&2,'/!81$%!%#@%&*!$7.,.!,%)2!#.!1.1)''/!,%&!$).&!A7*!0MPKF!

K2!,&*8.!7A!,%&!A#2B#2@.!E&!%)?&!@#?&2!)!*),#7!7A!#2D1,!,7!71,D1,.!)2B!E&!$)2!.16.,)2,#),&!,%),!*),#7!E#,%!
&?#B&2$&!)2B!)@@*&@),&B!$'#&2,!B),)F!!X7E&?&*!E%#'.,!,%#.!B&872.,*),&.!,%&!%#@%!)2B!.1.,)#2&B!?)'1&!,%),!
,%&! -59! *&D*&.&2,.! ,%#.! @#?&.! 1.! )! *),%&*! .#8D'&! )@@*&@),&B! D&*.D&$,#?&! ,%),! 2&&B.! a1)'#A#$),#72! )2B!
A1*,%&*!12D)$4#2@F!!J%&!E%7'&!D*7?&2!?)'1&!7A!,%&!)B?#$&!@#?&2!B7&.!27,!@7!U1.,!,7!,%&!$'#&2,!)'72&C!).!E&!
.)E!#2! .&$,#72!W^!7,%&*! .,)4&%7'B&*!6&2&A#$#)*#&.!#2$'1B&!%71.&%7'B.^!&8D'7/&*.^! '7$)'! )@&2$#&.! )2B! ,%&!
.,),&F!!!L)'1&!)$$*1&.!,7!,%&!.,),&!6&$)1.&!#,!*&'#&?&.!7*!*&2B&*.!122&$&..)*/!.,),1,7*/!)$,#?#,/!6/!,%&!.,),&!
)2B!7,%&*!)@&2$#&.!6&!#,!#2!,&*8.!7A!%78&'&..2&..^!%7.D#,)'#.),#72^!$)*&!7*!7,%&*!A7*8.!7A!#2,&*?&2,#72F!J%&!
A#2B#2@.!)*&!6).&B!72!#2B#?#B1)'!#2,&*?#&E.!)2B!,%#.!8#@%,!12B&*.,),&!,%&!#8D)$,!7A!)B?#$&!72!*&'),#72.%#D.!
&.D&$#)''/! E#,%#2! ,%&! %71.&%7'B! )2B! 87*&! E#B&'/F! ! G?&2! @#?&2! ,%&.&! $)?&),.! #,! #.! $'&)*! ,%),! -59_953G0!
8)4&.!)2!&27*871.!$72,*#61,#72!,7!,%&!$#?#$!)2B!A)8#'/!'#A&!7A!,%&!)*&)!$7?&*&B!6/!,%&!'7$)'!)1,%7*#,/F!



[[ !

!

J%&!.,1B/!%).!1.&B!,%&!0MPK!8&,%7B7'7@/!)2B!B&)',!#2!D*7S#&.!)2B!a1)2,#,),#?&!8&).1*&.!61,!#,!%).!)BB&B!
)!a1)'#,),#?&!B#8&2.#72!,%),! )''7E.!#2.#@%,!#2,7!87*&!#2,)2@#6'&!#..1&.!$72A*72,#2@!$'#&2,.! ,%),! )*&!?#,)''/!
#8D7*,)2,!,7!,%&8!61,!)*&!B#AA#$1',!,7!8&).1*&!a1)2,#,),#?&'/F!!(7*!#2.,)2$&!%7E!$)2!72&!),,*#61,&!)!?)'1&!
,7! )B?#$&! ,%),! 6*#2@.! )!B#.,*&..&B! )2B! )2S#71.!D&*.72! .78&! 8&).1*&! 7A! &87,#72)'!D&)$&! )2B! .&$1*#,/n!!
318&*71.!$'#&2,.!&SD*&..&B!%7E!,%&!D*76'&8.!,%&/!%)B!$)1.&B!,%&8!B&.D&*),#72^!)2S#&,/!)2B!D*7'72@&B!
.,*&..! 7A! 27,! 6&#2@! )6'&! ,7! $7D&! E#,%! ,%&#*! '#A&! .#,1),#72! )2B! ,%&! B&$#.#72.! ,%&/! 2&&B&B! ,7! 8)4&F! J%&!
E&''6&#2@! )2)'/.#.! #2!,%&! *&D7*,! 1.&!B&.$*#D,#?&! .,),#.,#$.! ,7! #2B#$),&!,%&! ,*)2.#,#72.! ,%&.&! $'#&2,.! E&2,!
,%*71@%!).!)!*&.1',!7A!-59!)B?#$&F!!K,!.%7E.!)!$'&)*!#8D)$,!)$*7..!)''!7A!,%&!E&''6&#2@!)*&).F!!5@)#2!̂6&$)1.&!
7A!,%&!)@@*&@),#72!7A!,%&!B),)!̂,%#.!8#@%,!12B&*&.,#8),&!.78&!8)..#?&!.%#A,.!A7*!$&*,)#2!#2B#?#B1)'.!E%&*&!
,%7.&!D*76'&8.!%)B!B78#2),&B!)2B!6'#@%,&B!,%&#*!'#?&.F!!07!,%&!7?&*)''!0MPK!*),#7!#.!1.&A1'!61,!#,!#.!72'/!) !
D)*,#)'!#2B#$),7*!7A!71,$78&.!,%),!2&&B.!.1DD'&8&2,#2@!E#,%!E#B&*!$72.#B&*),#72.F!

J%&!*&.&)*$%!E).!$7_D*7B1$&B!#2!$'7.&!$77D&*),#72!E#,%!)!'7$)'!-59!).!B#.$1..&B!)67?&!)2B!,%#.!%)B!,%*&&!
8)#2!)B?)2,)@&.C!,%&!A#*.,!#.!,%&!*&B1$,#72!7A!D*7U&$,!$7.,. ^!)''7E#2@!1.!,7!@&2&*),&!*#$%!B),)!A7*!)!*&'),#?&'/!
')*@&!2186&*!7A!$'#&2,.g!!,%&!.&$72B!#.!,%&!D77'!7A!&SD&*,#.&!*&'),#2@!,7!$'#&2,.!)2B!,%&#*!1.&!7A!-59^!).!E&''!
).!-59!D*7$&B1*&.g!)2B!,%&!,%#*B!#.!,%&!)6#'#,/!,7!B*)E!D*)$,#$)'!)2B!$7@&2,!.&*?#$&!$72$'1.#72.!A*78!,%&!
.,1B/! ,%),! E#''! 6&! 7A! B#*&$,! 1,#'#,/! ,7! ,%&! )@&2$/! )2B! .&*?#$&! 1.&*.! )'#4&F! ! "7*&7?&*^! ,%&! .,1B/! E).!
.$*1D1'71.! #2! B&?&'7D#2@! E*#,,&2! D*7,7$7'.! )2B! @1#B&'#2&.! A7*! &)$%! .,)@&! 7A! ,%&! .,1B/! 8&)2#2@! ,%),!
*&D'#$)6#'#,/!6/! 7,%&*! '7$)'! -59.! #.! &8#2&2,'/! D7..#6'&! c).! E&''! ).! D*7?#B#2@! A7*! )! *761.,! ./.,&8! 7A!
.,)2B)*B#.#2@! )DD*7)$%&.! ,7! #2,&*?#&E#2@! )2B! $%&$4#2@! 7A! #2,&*?#&E#2@! D*7$&..&.! )2B! 71,$78&.dF! J%&!
#2,&*?#&E!,7D#$!@1#B&.^!D*7S#&.!)2B!B),)!%)2B'#2@!./.,&8!E&*&!61#',!B&'#6&*),&'/!,7!A7*8!)!4#2B!7A!*&.&)*$%!
,77'4#,!A7*!E#B&*!1.&F!

J%&!D*7U&$,!,&)8!,%&*&A7*&!%7D&.!)2B!&SD&$,.!,%),!#,.!A#2B#2@.!E#''!,%&*&A7*&!6&!7A!B#*&$,!1.&!,7!-59!'7$)''/!
)2B!2),#72)''/g! ,7! ,%&! .&$,7*!87*&!E#B&'/g! ,7!A12B&*.! )2B! .,)4&%7'B&*.g! )2B! ,7! )$)B&8#$.!#2,&*&.,&B!#2!
B&?&'7D#2@! ,77'.! ,7! 8&).1*&! ,%&! #8D)$,! 7A! .7$#)'! D1*D7.&! 7*@)2#.),#72.F! ]&! )*&! )E)*&! ,%),! ,%&! @)D!
6&,E&&2!,%&!'7E&.,!)2B!%#@%&.,!A#2)2$#)'!$)'$1'),#72.!7A!71,$78&!$).,.!.78&!B716,!7?&*!,%&!*&'#)6#'#,/!7A!
,%&! 0MPK! 8&,%7B7'7@/F! 5.! #,! #.! 6).&B! #2! ,%&! )@@*&@),#72! 7A! E%),! )*&! $78D'&S! )2B! 81',#D'&! #2B#?#B1)'!
71,$78&.^!)2B! %).! ,7!*&'/! 72! D*7S#&.^!0MPK! 2&$&..)*#'/!#2?7'?&.! )! %#@%! B&@*&&! 7A! &.,#8),#72! )2B!
)..18D,#72!E%#$%!#.!2&?&*,%&'&..!6).&B!72!&S,&*2)''/!?&*#A#)6'&!)2B!E#B&'/!)$$&D,&B!$78D)*#.72F!5.!E7*4!
72! 0MPK! D*7@*&..&.^! E&! %7D&! ,%),! A1,1*&! *&.&)*$%! E#''!)''7E! A1*,%&*! *&A#2&8&2,! 7A! ,%&! ,&$%2#a1&.^!
*&#2A7*$#2@!,%&#*!$*&B#6#'#,/!)2B!@&2&*)'#.)6#'#,/F!!]&!)'.7!A&&'!!,%),!87*&!'72@#,1B#2)'!!*&.&)*$%!,%),!,*)$4.!
71,$78&.!7?&*! )2!&S,&2B&B!D&*#7B!#.!2&$&..)*/! ,7!@#?&! )! ,*1&*!D#$,1*&!7A! ,%&!?)'1&!@&2&*),#72!D*7$&..F!!
P1*!D*7U&$,!%).! #2B#$),&B!%7E! *&)'#.,! .,1B#&.!7A!#8D)$,!–!,%7.&!6).&B!72! *&)'! )$$712,.! 7A! ,%&!$78D'&S!
D*7$&..! 7A! #2,&*?&2,#72! )2B! $%)2@&! )2B! $)'$1'),&B! )$$7*B#2@! ,7! *&)'! ?)'1&.! ).! A)*! ).! D7..#6'&!–! $)2!
$78D'&,&!)2B!&2*#$%!,%&!,&$%2#a1&.^!)2B!E&!%7D&!A1*,%&*!.,1B#&.!E#''!$72,#21&!,7!61#'B!72!,%#.!E7*4F!



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

[R!

!

(PP0<>4!06 '

(QQ%#-C?' :' 4#$%DKC%+' $"QC)' .HC-%&V' C#R"D/B$C"#' &F%%$V')"#&%#$' R"D/' B#-' +%,,YI%C#.'
[H%&$C"#&'

4@N(\+%&(R+;8,-(K&5-"$%-A(.#8%:(b)%>-(
K&%5%+,(:7-:C,%653(

x X)?&!/71!@72&!,%*71@%!,%&!#2A7*8),#72!.%&&,!)2B!).4&B!,%&!$'#&2,!#A!,%&/!%)?&!)2/!a1&.,#72.n!

x Explain that if you ask a question that they don’t want to answer, that is fine!

x KA!,%&/!E)2,!,7!.,7D!,%&!B#.$1..#72!),!)2/!,#8&^!,%&/!$)2!U1.,!.)/F!

x (5-G! JP! (5-GC! X)?&! /71! 67,%! .#@2&B! ,%&! $72.&2,! A7*8n! P2$&! /71! )*&! 67,%! *&)B/! ,7! .,)*,! ,%&!
#2,&*?#&E^!).4!#A!,%&!$'#&2,!#.!*&)B/!A7*!,%&!?7#$&!*&$7*B&*!,7!.,)*,!*&$7*B#2@F!9&@#2!,%&!*&$7*B#2@!6/!
.)/#2@!,%&!$'#&2,!*&A&*&2$&!2186&*!)2B!,%&!B),&!7A!,%&!#2,&*?#&EF!

x +XP3GC! KA! ,%&! #2,&*?#&E! #.! 6&#2@! $72B1$,&B! 7?&*! ,%&! D%72&! )2B! ,%&! $'#&2,! B7&.! 27,! %)?&! ,%&!
$72.&2,!A7*8!,7!%)2B^!6&@#2!6/!).4#2@!,%&8!#A!,%&/!)*&!%)DD/!,7!%)?&!,%&!$72?&*.),#72!*&$7*B&BF!
P2$&!,%&!*&$7*B&*!%).!.,)*,&B^!6&@#2!,%&!*&$7*B#2@!6/!.)/#2@!,%&!$'#&2,!*&A&*&2$&!2186&*!)2B!,%&!
B),&!7A!,%&!#2,&*?#&E^!,%&2!@7!,%*71@%!,%&!$72.&2,!A7*8!,7!@&,!?&*6)'!$72.&2,F!

x Try not to use someone’s name when the interview is being recorded so it remains anonymous.!

x Try not to use too many ‘listening noises’, e.g. “mmm”, “I see”, etc. as this can make later 
,*)2.$*#D,#72!7A!,%&!$'#&2,.!?7#$&!%)*B&*!,7!B#.$&*2F!

G#A(5#()6-(57-(5#8%:(')%>-(

x You don’t need to repeat questions word for word or ask them in exactly the same order. !

x J%&*&! #.! )! D*78D,! .%&&,! A7*! D)*,.! 7A! a1&.,#72! R! )2B! \! ,%),! /71! $)2! .%7E! ,%&! $'#&2,! #A! /71! )*&!
#2,&*?#&E#2@!A)$&!,7!A)$&F!

x KA!/71!$%)2@&!,%&!7*B&*!7A!,%&!#2,&*?#&E!a1&.,#72.^!D'&).&!$%&$4!,%),!)''! ,%&!a1&.,#72.!%)?&!6&&2!
$7?&*&B!E#,%#2!/71*!B#.$1..#72!E#,%!,%&!$'#&2,!6&A7*&!/71!A#2#.%!,%&!#2,&*?#&EF!

x It may be useful to ask ‘opening out’ questions that help a client expand their answerF! I.&A1'!
D*78D,.!)2B!)BB#,#72)'!a1&.,#72.!)*&!.1@@&.,&B!6&'7EF!

c6-?),(+>>%5%#&+,(d)-65%#&6(

K2!)BB#,#72!,7!,%&!,7D#$.!$7?&*&B!E#,%#2!,%&!a1&.,#72.!#,!8)/!6&!1.&A1'! ,7!@&,!,%&!$'#&2,!,7!&SD)2B!1D72!
D)*,#$1')*!D7#2,.!,%),!,%&/!8)4&F!078&!1.&A1'!a1&.,#72.!,7!@&,!D&7D'&!,7!&SD)2B!D7#2,.!$71'B!#2$'1B&C!

x “-)2!/71!,&''!8&!87*&!)671,!,%),n”!

x “Can you give me an example?”!

x G#A()2B!A7=(a1&.,#72.!&F@F!“How / why did things happen that way?”!



[\ !

!

x “What happened next?”  “Let’s move a step back, you mentioned that … could you ple).&!,&''!8&!)!
bit more about …” !

x “How did you feel when…?” !

x “What effect did that have on you?” ((((((((!

x “What makes you say that?” !

x “What made you feel like that?” !

x “C71'B!/71!&SD')#2!E%),!/71!8&)2!E%&2!/71!.)/!….”!

x “Can I take you back to something you sa#B!&)*'#&*n!…”!

!

.#8%:(b)%>-(Y)-65%#&6((
=F X7E!B#B!/71!A#2B!71,!)671,!,%&!-59n!

!

;F ]%/!B#B!/71!8)4&!,%&!B&$#.#72!,7!$78&!.D&$#A#$)''/!,7!,%&!-59!A7*!)B?#$&n!

!

WF -)2!/71!,&''!8&!)!6#,!)671,!,%&!.#,1),#72!,%),!/71!%)?&!.71@%,!)B?#$&!A7*n!!

+MP"+JC!]%),!$)1.&B!,%#.!.#,1),#72!,7!%)DD&2n!

!

>F 9&A7*&!/71!$)8&!,7!,%&!-59!%7E!E).!,%#.!#..1&!)AA&$,#2@!/71n!!

PROMPT (as appropriate): ‘How did it affect…!

)F N71*!%78&!.#,1),#72!

6F N71*!A#2)2$#)'!.#,1),#72!

$F N71*!&8D'7/8&2,!

BF 52/!6&2&A#,.!7*!,)S!$*&B#,.!

&F N71*!%&)',%!cD*78D,!#A!6&&2!,7!,%&!Z+!7*!6&&2!B#)@27.&B!E#,%!)2/!#..1&.d!

AF 52/!&B1$),#72!7*!,*)#2#2@!c#2$'1B#2@!&B1$),#72!7A!$%#'B*&2d!

@F N71*!*&'),#72.%#D.!E#,%!A)8#'/^!$%#'B*&2!)2B!A*#&2B.!

%F N71*!*&'),#72.%#D.!E#,%!7,%&*!.&*?#$&.!c&F@F!1,#'#,/!.&*?#$&.^!$712$#'!.&*?#$&.!.1$%!).!.7$#)'!E7*4&*.^!
%71.#2@d!

#F N71*!@&2&*)'!E&''_6&#2@!)2B!a1)'#,/!7A!'#A&!

!

OF ]%),!%).!%)DD&2&B!#2!/71*!)B?#$&!.&..#72.!),!,%&!-59n!

!



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

[V!

!
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Thank you. I’m starting the recording now.!
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Thank you for agreeing to take part in this study of the Citizens Advice Bureau (CAB). This 
information sheet provides you with details about the process of taking part, the benefits you get 
from being involved and what we will do with the information you give us.  

 

What  does  taking part in volve ? 

We would like to find out whether and how the CAB has helped you. This will involve discussing 
what you needed advice for and whether anything has changed. We can discuss this either face to 
face or over the phone, whichever is easiest for you. We would like to talk with you twice over the 
next 4 to 6 months to find out about any long term impact of the support we provide. The 
discussion will take about 30 minutes of your time on each occasion. �<�R�X�� �Z�R�Q�¶�W�� �E�H�� �U�H�F�H�L�Y�L�Q�J��
specific help in the interview, so if you need this we will notify your adviser to get in contact with 
you.  

 

Benefits of taking part  

We want to hear about your opinions and experiences of the CAB to help us to understand how 
we make a difference and how we can improve our services. We will give you all out-of-pocket 
expenses such as travel costs. To thank you for the time you have voluntarily given to tell us about 
�\�R�X�U�� �H�[�S�H�U�L�H�Q�F�H�V�� �Z�H�� �Z�R�X�O�G�� �O�L�N�H�� �W�R�� �J�L�Y�H�� �\�R�X�� �D�� �W�K�D�Q�N�� �\�R�X�� �J�L�I�W�� �R�I�� �6�D�L�Q�V�E�X�U�\�¶�V�� �Y�R�X�F�K�H�U�V�� You will 
receive £5 after the first discussion and £10 after the second. You can withdraw your involvement 
and any information that you give the study �D�W���D�Q�\�� �V�W�D�J�H���D�Q�G���\�R�X���G�R�Q�¶�W���K�D�Y�H���W�R���J�L�Y�H���D���U�H�D�V�R�Q�����,�I��
you decide not to take part, this will not affect the services and advice you receive from the CAB.!

 

What will we do with the information you give us?  

If you agree, we would like to record our discussions using a digital voice recorder so that we can 
write up anonymised notes and quotes. We will remove your name and any identifying information 
from these notes. We are also asking for your permission to be able to use anonymised data that 
may be held by the CAB about your case, so that we can understand your situation and whether 
the help you have received has made a difference. Information from our discussions will be stored 
on the CAB and University of Bath computer systems. You can request to see what information is 
stored about you. Nobody else other than the CAB and University staff who are working on this 
project will have access to the information you give us. We would like to use this anonymised 
information and quotes from the interviews in different publications including reports for the CAB, 
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their funders and the Southwest Forum Proving our Value programme. We may also use it for 
training, conferences and future publications including books, journal articles and reports that may 
be published on the internet. We will be sharing what we learn from this project with other charities 
and social purpose organisations.  

!

Contact  details  

If you have any further questions please contact: 

Michelle Farr, University of Bath, Tel: 01225 385593, Email: m.farr@bath.ac.uk 

!

! !Thank you for  your time and involvement in this project.  

!
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�&�O�L�H�Q�W�¶�V���3�U�R�M�H�F�W���1�X�P�E�H�U�����«�«�«���'�D�W�H�����«�«�«�«�������,�Q�W�H�U�Y�L�H�Z�H�U�����S�O�H�D�V�H���I�L�O�O���L�Q�� 
 

Understanding how your situation a ffects you  
We would like to find out how your situation affects your life and whether the support you receive from the 
CAB makes a difference to your well-being over time. Please could you answer the following: 

1. How is the problem that you needed support fo r currently affecting your life? 
Please can you respond on a scale of 1 to 10:  

 

 

 

1 2 3 4 5 6 7 8 9 10 

 

2.  How likely is it that you would recommend the CAB to a friend or family if they needed 
this service?  

1 2 3 4 5 6 7 8 9 10 

 

3. How many times in the last 3 months have you visited your GP?.................................  

 

 

 

The Short Warwick -Edinburgh Mental Well -being Scale  (SWEMWBS) 
 

Below are some statements about feelings and thoughts.  
Please tick the box that best describes your experience o f each over the last 2 weeks  

STATEMENTS 
None 
of the  
time  

Rarely  Some of 
the time  Often  

All of  
the 

time  

�,�¶�Y�H���E�H�H�Q���I�H�H�O�L�Q�J���R�S�W�L�P�L�V�W�L�F���D�E�R�X�W��
the future 1 2 3 4 5 

�,�¶�Y�H���E�H�H�Q���I�H�H�O�L�Q�J���X�V�H�I�X�O 1 2 3 4 5 

Completely 
affecting my life (

Not affecting 
my life at all (

! !

Very likely  Very unlikely  
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�,�¶�Y�H���E�H�H�Q���I�H�H�O�L�Q�J���U�H�O�D�[�H�G 1 2 3 4 5 

�,�¶�Y�H���E�H�H�Q���G�H�D�O�L�Q�J���Z�L�W�K problems well 1 2 3 4 5 

�,�¶�Y�H���E�H�H�Q���W�K�L�Q�N�L�Q�J���F�O�H�D�U�O�\ 1 2 3 4 5 

�,�¶�Y�H���E�H�H�Q���I�H�H�O�L�Q�J���F�O�R�V�H���W�R��
other people 

1 2 3 4 5 

�,�¶�Y�H���E�H�H�Q���D�E�O�H���W�R���P�D�N�H���X�S���P�\��
own mind about things 1 2 3 4 5 

 

�³Short Warwick Edinburgh Mental Well-Being Scale (SWEMWBS)!
© NHS Health Scotland, University of Warwick and University of Edinburgh, 2008, all rights 

reserved.�´
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%,,DCiiEEEFE#4#?7#.F7*@i#2B&SFD%Dn,#,'&eQ&D*&..#72s$7.,.s,7s,%&s3X0!!

!

3)/'7*^!-F^!+)*.72)@&^!"F^!"$Q)#B^!QF^!b2app, M., Fossey, M. and Galea, A. (2012) ‘Long_,&*8!$72B#,#72.!
)2B!8&2,)'!%&)',%C!J%&!$7.,!7A!$7_morbidities’ The King’s Fund: London. Accessed on 31st August 2013 at 
%,,DCiiEEEF4#2@.A12BF7*@F14i.#,&.iA#'&.i4AiA#&'BiA#&'BsD16'#$),#72sA#'&i'72@_,&*8_$72B#,#72._8&2,)' _
%&)',%_$7.,_$787*6#B#,#&._2)/'7* _A&6=;FDBA!

!

08 #,%^!QF"F^!Q)8.$%*7B&*^!YF:F^!b#8 !̂0FNFXF!)2B!I6&'^!+F5F!(2012) ‘]%),o.!K,! ]7*,%n!+16'#$!]#''#2@2&..! ,7!
+)/! ,7! 5?7#B! "&2,)'! K''2&..&.! -78D)*&B! ]#,%! Z&2&*)'! "&B#$)'! K''2&..&.’ &1:3?)"0')3, L%'!)3%1^! [W! c>d!̂
DDFW=V_W;>F!

!

The Action Group (2010) ‘52!&?)'1),#72!7A!.7$#)'!)BB&B!?)'1&!A7*!M&)'!:76.^’!J%&!5$,#72!Z*71D^!GB#261*@%F!
(12B&B!6/!J%&!0$7,,#.%!Z7?&*28&2,^!G8D'7/)6#'#,/!)2B!J)$4'#2@!+7?&*,/!Q#?#.#72^!51@1.,!;<=<F!5$$&..&B!
72! W=., ! 51@1.,! ;<=W! ),!
%,,DCiiEEEF&8D'7/)6#'#,/#2.$7,')2BF$78i8&B#)i=;=RORi.*7#s*&)'sU76.s&?)'1),#72s)$$*&B#,&BFDBA!

!

! !

http://www.wikivois.org/index.php?title=Depression_costs_to_the_NHS
http://www.kingsfund.org.uk/sites/files/kf/field/field_publication_file/long-term-conditions-mental-health-cost-comorbidities-naylor-feb12.pdf
http://www.kingsfund.org.uk/sites/files/kf/field/field_publication_file/long-term-conditions-mental-health-cost-comorbidities-naylor-feb12.pdf
http://www.employabilityinscotland.com/media/121757/sroi_real_jobs_evaluation_accredited.pdf


!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

\O!

!

(QQ%#-C?'L'(#B,X&C&'$%/Q,B$%'

I.#2@!,%&!#2A7*8),#72!72!+&,*)!)2B!,%&!#2,&*?#&E!,*)2.$*#D,^!D'&).&!$)2!/71!.188)*#.&!,%&!8)#2!#..1&.!)2B!
71,$78&.!A7*!,%&!$'#&2t. Please save this file as “Client project number 1., i; 2B!#2,&*?#&E!52)'/.#.!Q),&!7A!
interview”; e.g. ‘015 1., ! 52)'/.#.! <O_<O_12’. If you are working at the CAB please save the file in the 
J*)2.$*#D,#72.!A7'B&*!#2!M&.&)*$%!D*7U&$,!B7$18&2,.F!!

!

4,%-&5(!"#9-:5(B);/-"3( (

F+5-(#?(%&5-"$%-A3((

*-"/+,(:#&6-&5f( _-6(5#(+,,(8#%&56H(_-6(5#(6#;-(OB#(5#(A7%:7fTH(B#(cD'&).&!B&'&,&!).!)DD*7D*#),&d(

!-5"+(:,%-&5(8"#?%,-(?%,,->(%&f ((

Q),&!7A!9#*,%C!!! ! ! N!i3!

G,%2#$!P*#@#2C! ! ! ! Ni!3!

Q#.)6#'#,/i!X&)',%!D*76'&8C!! ! Ni!3!

c#A!N!J/D&!7A!B#.)6#'#,/i!-72B#,#72dC!! Ni!3!

Z&2B&*C!! ! ! ! Ni!3!

X71.&%7'B!,/D&C!! ! ! Ni!3!

X71.#2@!,/D&C!!! ! ! Ni!3!

X71.&%7'B!872,%'/!#2$78&C! ! Ni!3!

P$$1D),#72C!! ! ! ! Ni!3!

-%#'B!B&D&2B&2,.! ! ! N!i3!

!

x X7E!B#B!,%&!$'#&2,!A#2B!71,!)671,!,%&!-59n!

!

x 0188)*/!7A!,%&!#..1&i.!,%),!,%&!$'#&2,!6*71@%,!,7!,%&!-59!

!

x X7E!E).!,%&!#..1&!)AA&$,#2@!,%&!$'#&2,n!c&F@F!!.,*&..^!%78&!'#A&d!

!

x ]%),!.1DD7*,i)B?#$&!E).!@#?&2n!

!

x ]%),!71,$78&.!%)?&!7$$1**&Bn!+'&).&!B&,)#'!E%&*&!.71*$&B!A*78!#F&F!+&,*)!c#2$'1B&!B),&.!A*78!+&,*)d!
7*!#2,&*?#&E!,*)2.$*#D,!c#2$'1B&!872&,)*/!?)'1&.!E%&*&?&*!,%&*&!)*&!B&,)#'.d!



\[ !

!

!

x 5*&!,%&*&!)2/!)BB#,#72)'!E)/.!#2!E%#$%!,%&.&!71,$78&.!%)?&!)AA&$,&B!,%&!$'#&2,n!cA7*!&S)8D'&^!)*&!,%&/!
.'&&D#2@!6&,,&*^!A&&'#2@!'&..!.,*&..&B^!'&..!)'72&!E#,%!,%&#*!D*76'&8nd!

!

x (*78!,%&!,*)2.$*#D,^!,7!E%),!&S,&2,!B7&.!,%&!$'#&2,!),,*#61,&!,%&.&!71,$78&.!c>!r!Od!,7!,%&!-59n!+'&).&!
list a percentage for each separate outcome wherever possible.  Please highlight where we don’t have a 
D&*$&2,)@&!A7*!)!D)*,#$1')*!71,$78&!

!

x ]&*&!)2/!7,%&*!7*@)2#.),#72.!)$,#?&!#2!,%&!$*&),#72!7A!,%&.&!71,$78&.n!X7En!

!

x X7E!B#B!,%&.&!71,$78&.!7$$1*i!27,!7$$1*!cX7E!)2B!E%7!,774!)$,#72nd!!

x !

x c&F@F! $'#&2,! &8D7E&*&B! ,7! ,)4&! )$,#72^! -59! ,774! )$,#72! 72! $'#&2,.! 6&%)'A^! -59! @)?&! $'#&2,! )BB#,#72)'!
#2A7*8),#72^!-59!B#B!27,!%)?&!)DD*7D*#),&!.1DD7*,!)?)#')6'&!&F@F!&8D'7/8&2,!')E/&*d!

!

x What would have happened if the client hadn’t been to the CAB?!

!

x 5*&! ,%&*&! )2/! 71,.,)2B#2@! #..1&.! ,%),! ,%&! $'#&2,! #.! E)#,#2@! 72! c&F@F! 71,$78&! 7A! )DD&)'^! 6&2&A#,.!
)DD'#$),#72dn!

!

x X).!,%&!$'#&2,!6&&2!6)$4!,7!,%&!-59!.#2$&!,%&!B),&!7A!,%&!#2,&*?#&En!+'&).&!D*7?#B&!.188)*/!)2B!B),&.!
#A!/&.F!

!

x Q7&.! +&,*)! #2$'1B&! *&A&*&2$&! ,7! )2/! )BB#,#72)'! #..1&.! ,%),! E&*&! 27,! .D74&2! )671,! #2! ,%&! #2,&*?#&En!
c+'&).&!27,&!#A!,%&!$'#&2,!%).!D*&?#71.'/!6&&2!,7!,%&!-59!6&A7*&!,%&!$1**&2,!#..1&.!7$$1**&Bd!

!

x Q#B!,%&!$'#&2,!%)?&!)2/!.1@@&.,#72.!A7*!%7E!,7!#8D*7?&!,%&!.&*?#$&.!7*!A#2B!)2/!).D&$,.!7A!,%&!.&*?#$&!
,%),!B#B!27,!8&&,!,%&#*!2&&B.n!

!

x 52/!a1&.,#72.!#8D7*,)2,!,7!).4!),!;2B!#2,&*?#&En!

!

x +'&).&!$1,!)2B!D).,&!6&'7E!)2/!D)*,#$1')*!a17,&.!A*78!,%&!#2,&*?#&E!)671,!,%&!#8D)$,!7A!,%&!-59!)2B!
,%&!B#AA&*&2$&!,%),!,%&!-59!8)B&!,7!,%&!$'#&2,F!

(



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

\R!

!

!

3186&*!7A!D*#8)*/!
)B?#$&!#..1&!$7B&.!

2( 0( D( J( L( M( V(

B);/-"(#?(:,%-&56( >W! ;; ! =<! W! <! =! =!

!

!

! !



\\ !

!

(QQ%#-C?'S'=Q%DB$C"#B,C&C#.'68=4'C#'$F%')"#$%?$'"R'&Q%)CRC)'-"/BC#&'"R'B-KC)%''

F%68,+:-;-&5((

M&D)/8&2,.! *&.$%&B1'&B! E%&*&! ,%&! B&6,! #.! .,#''! 7E&B! )2B! B&6,.! E*#,,&2! 7AA! 8)/! 6&! .16U&$,! ,7!
B#.D')$&8&2,^!E%&*&!)',%71@%!?)'1&!#.!$*&),&B!A7*!$'#&2,.^!#,!8)/!6&!),!,%&!&SD&2.&!7A!)27,%&*!@*71DF!J%#.!
#..1&!7A!B#.D')$&8&2,!$)2! )'.7!6&!$72.#B&*&B!A7*! .1$$&..A1'!6&2&A#,! )DD'#$),#72.F!X7E&?&*!B#.D')$&8&2,!
%).!27,!6&&2!1.&B!#2!,%#.!E)/!#2!7,%&*!0MPK!*&D7*,.!72!)B?#$&!.&*?#$&.!c")SE&''!;<<Vg!3G(!;<=<dF!!

G#A(>%>(A-(5"-+5("-8+=;-&56("-6:7->),->f (

5!$'#&2,! .,#''! 7E&.! ,%&#*!$*&B#,7*.!61,!D)/8&2,.!%)?&!6&&2! *&.$%&B1'&B! ,7! )! 87*&!8)2)@&)6'&!872,%'/!
.18F!

."-+5;-&5 C!Y774!),!,7,)'!B&6,!7E&BF!-)'$1'),&!%7E!81$%!,%&/!E&*&!D)/#2@!D$8!6&A7*&!)2B!)A,&*!,%&!B&6,.!
E&*&!*&.$%&B1'&BF!5*&!$'#&2,.! .)?#2@!)2/!872&/!A*78!,%#.!*&.$%&B1'#2@!7?&*!)!O! /&)*!D&*#7Bn!N&.^!&2,&*!
,%#.!)8712,!7A!872&/!).!,%&!?)'1&F!37^!27!?)'1&!#2$'1B&BF!!

K66)-3(J%#.!B7&.!27,!,)4&!)$$712,!7A!)BB#,#72)'!#2,&*&.,!$%)*@&.^!61,!).!,%&.&!)*&!12427E2!#,!#.!27,!D7..#6'&!
,7! #2$'1B&! ,%#.! ?)'1&F! J%#.! 8)/! *&B1$&! ,%&! 0MPK! *),#7! .'#@%,'/F! 37*! B7&.! #,! ,)4&! )$$712,! 7A! ,%&! A#2)2$#)'!
6&2&A#,.! 7A! %)?#2@! )! %#@%&*! 872,%'/! .D&2B#2@! )8712,! ).! )! *&.1',! 7A!B&6,.! 6&#2@! *&.$%&B1'&B! ,7! '7E&*!
872,%'/!)8712,.F!5$$712,#2@!A7*!,%&.&!E71'B!#2$*&).&!,%&!0MPK!*),#7!.'#@%,'/F!

F"#8( #??3(]&! %)?&! 27,! #2$'1B&B! )2/! B*7D! 7AA! $)'$1'),#72.! E#,%#2! B&6,.! *&.$%&B1'&B^! )..18#2@! ,%),! ,%&!
)8712,.!)@*&&B!$72,#21&F!]&!).4&B!)671,!,%#.!E%&*&!D7..#6'&!#2!,%&!A#2)'!#2,&*?#&E.^!%7E&?&*!E%&*&!E&!
B#B!27,!%)?&!B),)!27!B*7D!7AA!%).!6&&2!#2$'1B&BF!!

!

G#A(>%>(A-(5"-+5(>-/56(A"%55-&(#??f(

5!$'#&2,!6&2&A#,.!A*78!,%&!.18!E*#,,&2!7AA!61,!,%&!$*&B#,7*!'7.&.!,%&#*!872&/F!

J*&),8&2,C!J%&!#2B#?#B1)'!6&2&A#,.!A*78!,%&!.18!E*#,,&2!7AAF!Q#.D')$&8&2,!#.!$)'$1'),&B!B&D&2B&2,!1D72!
E%78!,%&!B&6,!#.!7E&B!,7F!!!

x -*&B#,!$)*B!$78D)2/!7*!D*#?),&!.&$,7*! '7)2!$78D)2/i!B&6,!$7''&$,#72!)@&2$/C!B#.D')$&8&2,!#.!27,!
$72.#B&*&B!%&*&!).!D*#?),&!.&$,7*!$78D)2#&.!)''7E!A7*!)!$&*,)#2!)8712,!7A!B&6,!,7!6&!E*#,,&2!7AA!
E#,%#2! ,%&#*! )$$712,#2@! D*)$,#$&.F! J%&*&! E&*&! ,E7! $).&.! E%&*&! B&6,! E*#,,&2! 7AA! ,7! $*&B#,! $)*B!
$78D)2#&.!E&*&!?&*/!')*@&!.18.!,%),!%)B!,%&!D7,&2,#)'!,7!#2$*&).&!,%&!0MPK!*),#7!.16.,)2,#)''/F!K2!
72&!$).&!E&!.&,!),,*#61,#72!)2B!B&)BE&#@%,!,7!O<h!&)$%^!*&B1$#2@!,%&!B&6,!)8712,!,7!;OhF!K2!,%&!
.&$72B!$).&!E&!.&,!B&)BE&#@%,!),!O<h!).!,%&!$'#&2,!.)/.!,%&/!8)/!%)?&!&?&2,1)''/!@72&!B7E2!,%&!
6)24*1D,$/! *71,&! )2B! ),,*#61,#72! ),! =<<h! E%#$%! E).! $'#&2,! B&.#@2),&BF! 5,,*#61,#72! E).! A1*,%&*!
*&B1$&B! #2! )''! $).&.! 6/! )27,%&*! O<h! ).! D)*,! 7A! 71*! .&2.#,#?#,/! )2)'/.#.F! ]&! )'.7! $72B1$,&B! )!
.&2.#,#?#,/!)2)'/.#.!#2$'1B#2@!)2B!&S$'1B#2@!)''!B&6,.!E*#,,&2!7AAF!5''!*),#7.!)2B!D*&.&2,!?)'1&!.18.!
)*&!B#.)@@*&@),&B!,7!#''1.,*),&!%7E!81$%!D&*$&2,)@&!?)'1&!#.!B1&!,7!B&6,!E*#,,&2!7AAF!

x Q&6,!E*#,,&2!7AA!,7!.,),&!6&2&A#,!)@&2$#&.!.1$%!).!Q]+!#.!)!?)'1&!,7!,%&!$'#&2,F!J%&*&!E&*&!72'/!)!
.8)''!2186&*!7A!$).&.!E%&*&!,%#.!7$$1**&B!)2B!,%&!?)'1&.!E&*&!8#2#8)'F!Q]+!E#''!)$$712,!)'.7!A7*!
)!2186&*!7A!B&6,.!E*#,,&2!7AA!).!)67?&!D7#2,!.7!,%&.&!c8#2#8)'d!?)'1&.!%)?&!6&&2!#2$'1B&B!#2!,%&!
)2)'/.#. !



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

\V!

!

x Q&6,!E*#,,&2!7AA!A7*!$712$#'!,)S!#.!27,!#2$'1B&B!).!)!A#2)2$#)'!?)'1&!).!,%&!$712$#'!A12B.!,%&!-59!.7!
,%&*&!#.!)!$'&)*!B#.D')$&8&2,!#..1&!%&*&F!!

!

G#A(>#(A-(5"-+5!6)::-66?),(/-&-?%5(+88,%:+5%#&6(+&>(+88-+,6f(

K,! $71'B!6&! )*@1&B! ,%),! )2!#..1&!7A!B#.D')$&8&2,!7$$1*.!E%&2! ,%&! -59! .1$$&..A1''/! .1DD7*,.! )!$'#&2,! ,7!
),,)#2!,%&!$7**&$,!'&?&'!7A!6&2&A#,.!,%),!,%&/!)*&!B1&!,%*71@%!.1DD7*,!E#,%!)2!)DD'#$),#72!7*!.1DD7*,!A7*!)2!
)DD&)'!E%&2!)!$')#8!%).!6&&2!,1*2&B!B7E2!7*!)..&..&B!),!,%&!#2$7**&$,!*),&F!J%&.&!'),,&*!#2$#B&2$&.!%)?&!
)'.7!6&&2!*&A&**&B!,7!).!A)#'1*&!B&8)2B!c3G(!;<=<d!E%&*&6/!,%&!#2.,#,1,#72!%).!A)#'&B!,7!$7**&$,'/!)..&..!)!
$'#&2,!A7*!,%&!)DD*7D*#),&!6&2&A#,!)8712,F!01$%!./.,&8#$!A)#'1*&.!%)?&!6&&2!%&)B'#2&!2&E.!*&$&2,'/!E#,%!
5JP0!X&)',%$)*&!6&#2@!,7'B!6/!,%&!Q]+!,7!#8D*7?&!#,.!D*7$&..&.!c(#2)2$#)'!J#8&.^!;<=Wd!E#,%!1D!,7!><h!7A!
#,.! *&D7*,.! 6&#2@! .16.,)2B)*BF! 5JP0! A)#'1*&.! ,%&8.&'?&.! %)?&! $7.,! ,%&! ,)SD)/&*! 87*&! ,%)2! f[>! 8#''#72!
c(#2)2$#)'!J#8&.!;<=WdF!Q#.D')$&8&2,!#.!27,!#2$'1B&B!#2!,%&.&!#2.,)2$&.!).!,%&!872&/!B1&!,7!,%&!$'#&2,!#.!)!
'&@)'! &2,#,'&8&2,^! E%#$%! &2.1*&.! &a1#,/! E#,%#2! D16'#$! D*7?#.#72F! J%#.! &2,#,'&B! A#2)2$#)'! #2$78&! ,7!
stakeholders’ who are usually experiencing significant po?&*,/^! D*7?#B&.! 6&2&A#,.! ,7! ,%&! %71.&%7'B! )2B!
'7$)'!&$7278/!c]#@)2!)2B!J)'67,!;<<[dF!K,!$)2!)'.7!6&!)*@1&B!,%),!#,!D*7?#B&.!.)?#2@.!,7!,%&!%&)',%!./.,&8!
).!D&7D'&!E#,%!.#@2#A#$)2,!#''_%&)',%!E%7.&!#2$78&!#.!.,7DD&B!)*&!87*&!'#4&'/!,7!8)4&!)BB#,#72)'!B&8)2B.!
72!,%&!%&)',%!.&*?#$&!).! ,%&#*!$72B#,#72.!E7*.&2F!0#@2#A#$)2,!2186&*.!7A!$'#&2,.!E%78!E&!.D74&!,7!E&*&!
'#?#2@!6&'7E!,%&!D7?&*,/!'#2&!).!B&,)#'&B!#2!,%&!8)#2!*&D7*,;\ F!

(

N-&-?%5(8-"%#>(+&>(>"#8P#??(

M'(/,(@@,N,'"0%,"0,4?)3?,0?%,($03(6%1,2%3'%"1%,(!%',0)6%,,

>%*%@)0,/%')(2,�t,#%*+0?,(@,0)6%,(!%',4?)3?,0?%,;%*%@)0,)1,#)5%#:,0(,%*2$'%,

N-&-?%5(8-"%#>(+&>(>"#8(#??(#?(A-,?+"-(/-&-?%56(-1**&2,!$%)2@&.!#2!E&'A)*&!6&2&A#,!*1'&.!%)?&!)2!#8D)$,!
72! 71*! $)'$1'),#72.! 7A! B*7D_7AA! )2B! B1*),#72F! ]&! %)?&! ,%&*&A7*&! )DD'#&B! ,%&! A7''7E#2@! *1'&.! ,7! ,%&.&!
6&2&A#,.C!

x F%6+/%,%5=( g%$%&'( @,,#A+&:-( OFg@T(]%#'.,! ,%&*&! )*&! $%)2@&.! ,7! 2&E! QY5! )DD'#$)2,.! E#,%! ,%&!
A7*,%$78#2@!#2,*7B1$,#72!7A!,%&!+&*.72)'!K2B&D&2B&2$&!+)/8&2,!c+K+d^! ,%#.!#.! '&..! '#4&'/! ,7! )AA&$,!
$1**&2,!$')#8)2,.!E#,%#2!,%&!2&S,!O!/&)*.F!]&!%)?&!$)'$1'),&B!)!Oh!B*7D!7AA!*),&!A7*!)''!QY5!$')#8.!
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$)'$1'),&B!6&2&A#,!A7*!=!/&)*F!!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!

 



V<!

!

x 4#)&:%,( .+](W->):5%#&(O?#";-",=(4#)&:%,( .+](N-&-?%5T(-712$#'!J)S!9&2&A#,!E).!E#,%B*)E2!A*78!=!
5D*#'! ;<=W^! E#,%! ,%&! *&D')$&8&2,! -712$#'! J)S! M&B1$,#72F! ]#,%#2!953G0! ,%&! )?&*)@&! D&*.72!
D*&?#71.'/!&'#@#6'&!A7*!$712$#'!,)S!6&2&A#,!#.!27E!D)/#2@!)DD*7S#8),&'/!f;\!D$8F!J%&*&A7*&!)!B*7D!
7AA!%).!6&&2!$)'$1'),&B!),!;Wh!B#?#B#2@!,%#.!*&B1$,#72!6/!,%&!)?&*)@&!$712$#'!,)S!#2!953G0F!J%#.!#.!
)DD'#&B! /&)*! 72! /&)*! )2B! #.! ,%&*&A7*&! '#4&'/! ,7! 6&! )2! 7?&*&.,#8),&! 7A! ,%&! *&B1$,#72! #2! 6&2&A#,^!
*&B1$#2@!,%&!0MPK!*),#7F(

x 4#)&:%,( .+](R%&',-(8-"6#&(+,,#A+&:-(Q*7D!7AA!$)'$1'),&B! ),! ;Oh! ).! $'#&2,.! 8)/!%)?&!$%)2@&.!#2!
$#*$18.,)2$&.F(

(

4+,:),+5%&'(%&8)5(:#656(

@66);85%#&6(+&>(R-&6%5%$%5%-6(#?(57-(%&8)5(:#656(

=F J%&!8&,%7B!E&!%)?&!1.&B!@#?&.!)2!)?&*)@&!$7.,!*),%&*!,%)2!,%&!)$,1)'!#2B#?#B1)'!$7.,!7A!)B?#.#2@!
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!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
29 New Economics Foundation (2010) Outcomes in Advice. London: New Economics Foundation and Advice UK.  
30 Wage-rates for various volunteer roles are based on the amount paid for equivalent roles in the Bureau discounted to reflect the 
impact of the very part-�W�L�P�H���Q�D�W�X�U�H���R�I���Y�R�O�X�Q�W�H�H�U�¶�V���F�R�P�P�Ltment. 
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D*&?&2,&B! %78&'&..2&..! )2B! ,#&'( 5-";( E%&*&! B&6,! 8)2)@&8&2,! 7*! 6&2&A#,! )B?#$&! D*&?&2,&B!
%78&'&..2&..! #2! ,%&! A1,1*&F! K2! ,%&.&! $).&.! #A! )! $'#&2,! E).! 12)6'&! ,7! )AA7*B! *&2,! B1&! ,7! 6&2&A#,.! 6&#2@!
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D*&?&2,#72!7A!%78&'&..2&..F!KA!,%&!.#,1),#72!%)B!$72,#21&B!).!#,!%)B^! ,%#.!E71'B!%)?&!8&)2,! ,%),!#2! ,%&!
'72@! ,&*8! %78&'&..2&..! $71'B! %)?&! 7$$1**&B! B1&! ,7! *&2,! 7*! 87*,@)@&.! 27,! 6&#2@! D)#BF! Y72@! ,&*8!
D*&?&2,#72!%).!72'/!6&&2!#2$'1B&B!E%&*&!,%&*&!E).!)!$'&)*! '72@!,&*8!,*)U&$,7*/!7*! ,%&!$'#&2,.!%)?&!.)#B!
that they would have lost their home if it hadn’t been for the CAB.!
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been evicted maybe because the rent wasn’t paid”.  !
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x J%&!D*&$#.&!&'&8&2,!7A!7?&*'/!D7.#,#?&!),,*#61,#72!,7E)*B!,%&!-59!#.!%)*B!,7!&.,)6'#.%F!X7E&?&*!E&!%)?&!
B72&! )! .&2.#,#?#,/! )2)'/.#.! *&B1$#2@! ),,*#61,#72! 6/! ;Oh! ,7! ,)4&! )$$712,! 7A! ,%#.F! J%#.! 8)/! 6&! 7?&*'/!
$)1,#71.! A7*! )! 2186&*! 7A! *&).72.F! K,! #.! $'&)*! ,%),! ,%&*&! E&*&! )! .#@2#A#$)2,! 2186&*! 7A! $'#&2,.! E#,%#2!
#2,&*?#&E.!,%),!%)B!&SD*&..&B!B#..),#.A)$,#72!E#,%!&'&8&2,.!7A!,%&!.&*?#$&!7*!%)B!A&',! '&,!B7E2!E%&*&!
71,$78&.! %)B! 27,! 7$$1**&B! 7*! ,%&/! %)B! A&',! ,%&! )B?#$&! 27,! ,7! %&'DF! J%&*&A7*&! #,! #.! $'&)*! ,%),! 8)2/!
$'#&2,.!B#B!27,!A&&'!D*&..1*&B!,7!.)/!7?&*'/!D7.#,#?&!,%#2@.!)671,!,%&!-59F!]&!)'.7!&2.1*&B!,%),!)B?#.&*.!
B#B!27,!#2,&*?#&E!$'#&2,.!,%),!,%&/!,%&8.&'?&.!%)B!)B?#.&B!.7!,%),!$'#&2,.!$71'B!6&!%72&.,!)2B!7D&2!#2!
,%&#*! )2.E&*.! )2B! ,7! *&B1$&!D7,&2,#)'! .71*$&.!7A!6#).F!- '#&2,.! )'.7!&SD')#2&B! ,%),! 7A,&2! ,%&/!B#B!27,!
%)?&!)2/72&!&'.&!,7!,1*2! ,7^! ,%&*&A7*&!),,*#61,#72!,7!,%&!-59!$)2!6&!$72A#B&2,'/! ).$&*,)#2&B!#2! ,%&.&!
&S)8D'&.!).!27!7,%&*!)$,7*.!E&*&!#2?7'?&BF!

x ]&! %)?&! $)'$1'),&B! )! .&2.#,#?#,/! )2)'/.#.! 72! B#AA&*&2,! D&*#7B.! 7A! 6&2&A#,! ),! )! 8#2#818! 7A! =! /&)*!
A7''7E#2@! -59! 71,$78&.! @1#B)2$&! ).! E&''! ).! )! 8)S#818! 7A! O! 1.#2@! 0MPK! @1#B&'#2&.! c-)6#2&,! PAA#$&!
;<=;dF!J%&!=! /&)*!D&*#7B!%).!6&&2!$)'$1'),&B! ,7!#''1.,*),&!%7E! ,%&! -59!8)/! 6&!12B&*&.,#8),#2@! ,%&!
?)'1&!7A!#,.!71,$78&.!).!,%&/!)*&!72'/!$)'$1'),&B!72!,%&!6).#.!7A!72&!/&)*!B1*),#72F!

x ]&!%)?&!B#.)@@*&@),&B!71*!0MPK!*),#7.!)2B!D*&.&2,!?)'1&.!,7!#''1.,*),&!%7E!,%&!B#AA&*&2,!A7*8.!7A!?)'1&!
$786#2&!,7!$*&),&!,%&!A#2)'! .18!)2B!#''1.,*),&B!%7E!,%&!*),#7!E71'B!$%)2@&!#A!B&6,.!E*#,,&2!7AA!E&*&!
,)4&2!71,!7A! ,%#.!D*&.&2,!?)'1&F! ]&!%)?&! '&A,!B&6,.!E*#,,&2!7AA!#2! ,%&!8)#2!D*&.&2,!?)'1&!c).!#,!#.! )2!
#8D7*,)2,!?)'1&!,7!$'#&2,.d!)2B!#''1.,*),&B!,%&!D&*$&2,)@&!?)'1&!,%),!#,!$72,*#61,&.!,7!,%&!,7,)'F!!

x J%&!8#2#818!0MPK!*),#7!*&B1$&.!)''!$'#&2,!)''7$),&B!)2B!&.,#8),&B!),,*#61,#72!'&?&'.!6/!;OhF!!
!

( (



V>!

!

.-65%&'(?#"(8#6%5%$-(/%+6(5#A+">(57-(4@N(�t("->):%&'(+55"%/)5%#&("+5-6(

] &!%)?&!'7E&*&B!)''!),,*#61,#72!.$7*&.!6/!;Oh!,7!)$$712,!A7*!)2/!D7.#,#?&!6#).!,7E)*B!,%&!-59F!Y7E&*#2@!
)''!),,*#61,#72!.$7*&.!6/!;Oh!c,)4#2@!71,!)2/!2&@),#?&!),,*#61,#72!.$7*&.!)2B!4&&D#2@!,%&8!),!`&*7d!@#?&.!)!
D*&.&2,!?)'1&!7A!fWWO^[OO!E%#$%!#.!B#.,*#61,&B!).!A7''7E.C!! !

.=8-(#?(#)5:#;-($+,)- (
! "-6-&5($+,)-(
#$-"(+(L(=-+"(
8-"%#>(

(#2)2$#)'!@)#2!cQ&6,.!E*#,,&2!7AAd! f\;^OR=!

(#2)2$#)'!@)#2!cK2$78&!@)#2&Bd! f=W\^;[V!

(#2)2$#)'!@)#2!cK2$78&!@)#2!A7''7E#2@!*&D)/8&2,.!*&.$%&B1'&Bd! fW=^;=\!

(#2)2$#)'!@)#2!cQ&6,.!E*72@'/!$%)*@&Bd! f=^O\W!

(#2)2$#)'!@)#2!cM&_#861*.&8&2,!7*!.&*?#$&!7*!'7)2d! fW\^\=O!

P,%&*!c#8D*7?&B!*&'),#72.%#D^!%71.#2@^!.'&&D^!&8D'7/8&2,!7*!?7'12,&&*#2@!@)#2&Bd! f=[^<OW!

+*&?&2,#72! c7A! B&D*&..#72^! %78&'&..2&..^! 6)#'#AA.^! 1,#'#,#&.! B#.$722&$,&B^!
%7.D#,)'#.),#72d!

f;R^=>O!

Z*)2B!J7,)' ! fWWO^[OO!

h(

(

(



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

VO!

!

X"%'%&+,( ?%&+&:%+,( $+,)-(
6#)":- (

R);( #?(
8"-6-&5(
$+,)- ( #$-"( L(
=-+"6(

-'#&2,!)$,1)'! f;;\^V\V !

-'#&2,!&.,#8),&! fW[^=O\!

+*7S/! )?&*)@&! '7$)'!
c953G0d! f=;^OV>!

+*7S/!)?&*)@&!2),#72)'! f>O^R[R!

+*7S/!I2#,!6).&B! f=;^=>R!

Z*)2B!J7,)' ! fWWO^[OO!

!

R5+C-7#,>-"( R);( #?(
8"-6-&5(
$+,)- ( #$-"(
L(=-+"6((

K2B#?#B1)'!J7,)'! f;V;^>W<!

0,),&!J7,)' ! f><^\<=!

X71.&%7'B!J7,)'! f;^W\R!

G8D'7/&*!J7,)'! fWR!

Z*)2B!J7,)' ! fWWO^[OO!

!

.7%6(8"-6-&5($+,)-(#?(UDDL<MLL(:"-+5-6(+(RWXK("+5%#(#?(23DD<(A7%:7(%6(57-( ;%&%;);(6-5(#?(+66);85%#&6(
-;8,#=->1 (

F)"+5%#&H(/-&-?%5(8-"%#>(

]&!%)?&!$)'$1'),&B!)! .&2.#,#?#,/! )2)'/.#.!72!,%&!D&*#7B!7A!6&2&A#,!),! )!8#2#818!7A!=! /&)*!A7''7E#2@!-59!
71,$78&.!@1#B)2$&F!J%#.!D*7B1$&.!)!D*&.&2,!?)'1&!7A!fW[[^[R>F!J%&!8)#2!$%)2@&!#2!?)'1&.^!).!#2B#$),&B!#2!
,%&!,)6'&!6&'7E!#.!)!*&B1$,#72!#2!#2$78&!@)#2&B^!*&D)/8&2,.!*&.$%&B1'&B!)2B!7,%&*!A#2)2$#)'!@)#2.F!J%&.&!
?)'1&.! E&*&! 1.1)''/! D*7U&$,&B! A7*E)*B! #2! 71*! $).&.! E%&*&! ,%&*&! E).! @*712B.! ,7! #2B#$),&! ,%),! #2$78&!
@)#2&B!E71'B!6&!'#4&'/!,7!6&2&A#,!,%&!$'#&2,!6&/72B!72&!/&)*F!!

.=8-(#?(#)5:#;-($+,)- (

!"-6-&5($+,)-(
?#"(2(=-+"(
>)"+5%#&(

!"-6-&5(
$+,)- (?#"(L(

=-+"(
>)"+5%#&(

(#2)2$#)'!@)#2!cQ&6,.!E*#,,&2!7AAd! f==<^[=W! f==<^[=W!

(#2)2$#)'!@)#2!cK2$78&!@)#2&Bd! fV[^[O=! f;<O^[=O!

(#2)2$#)'!@)#2!cK2$78&!@)#2!A7''7E#2@!*&D)/8&2,.!*&.$%&B1'&Bd! f;O^>[=! f>=^[O>!

(#2)2$#)'!@)#2!cQ&6,.!E*72@'/!$%)*@&Bd! f;^;O>! f;^;O>!

(#2)2$#)'!@)#2!cM&_#861*.&8&2,!7*!.&*?#$&!7*!'7)2d! f[V^\VR! fRR^[[[ !



V[!

!

P,%&*!c#8D*7?&B!*&'),#72.%#D^!%71.#2@^!.'&&D^!&8D'7/8&2,!7*!?7'12,&&*#2@!
@)#2&Bd!

f ;=^;[[ ! f;V^RW=!

+*&?&2,#72! c7A! B&D*&..#72^! %78&'&..2&..^! 6)#'#AA.^! 1,#'#,#&.! B#.$722&$,&B^!
%7.D#,)'#.),#72d!

f><^OWW! f><^OWW!

Z*)2B!J7,)' ! fW[[^[R>! fO<\^<[[ !

!

J%&!B#.,*#61,#72!7A!?)'1&!A7*!)!=!/&)*!6&2&A#,!D&*#7B!E71'B!6&!).!#''1.,*),&B!6&'7EF!J%&!D&*$&2,)@&!7A!?)'1&!
).!B&6,.!E*#,,&2!7AA!6&$78&.!%#@%&*!cW<h!#2!=!/&)*!).!7DD7.&B!,7!;;h!7?&*!)!O!/&)*!D&*#7Bd!).!,%&.&!E&*&!
$)'$1'),&B!6&2&A#,.!#2!/&)*!=F!!

!

(#2)2$#)'!@)#2!cQ&6,.!
E*#,,&2!7AAd!

W<h!

(#2)2$#)'!@)#2!
cK2$78&!@)#2&Bd!

;[h !(#2)2$#)'!@)#2!
cK2$78&!@)#2!

A7''7E#2@!
*&D)/8&2,.!
*&.$%&B1'&Bd!

Rh!

(#2)2$#)'!@)#2!cQ&6,.!
E*72@'/!$%)*@&Bd!

=h!

(#2)2$#)'!@)#2!cM&_
#861*.&8&2,!7*!
.&*?#$&!7*!'7)2d!

=Vh!

P,%&*!c#8D*7?&B!
*&'),#72.%#D^!

%71.#2@^!.'&&D^!
&8D'7/8&2,!7*!

?7'12,&&*#2@!@)#2&Bd!!!
[h !

+*&?&2,#72!c7A!
B&D*&..#72^!

%78&'&..2&..^!
6)#'#AA.^!1,#'#,#&.!
B#.$722&$,&B^!

%7.D#,)'#.),#72d!!!
==h!

F%??-"-&5%+5%&'(/-5A--&(>%??-"-&5(#)5:#;-6(#$-"(
+(2(=-+"(8-"%#>(



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

VR!

!

!

P,%&*!?)'1&!B#.,*#61,#72.!A7*!,%&!6&2&A#,!D&*#7B!7A!72&!/&)*!)*&!).!A7''7E.C!

!

R5+C-7#,>-"( *+,)- (

K2B#?#B1)'!J7,)' ! fW<R^V[V!

0,),&!J7,)' ! fOO^<RR!

X71.&%7'B!J7,)'! fW^ORV!

G8D'7/&*!J7,)'! f>V!

Z*)2B!J7,)' ! fW[[^[R>!

!

X"%'%&+,( ?%&+&:%+,( $+,)-(
6#)":- (

R);( #?(
$+,)- (

-'#&2,!)$,1)'! f;=R^<\\ !

-'#&2,!&.,#8),&! f[O^<=>!

+*7S/! )?&*)@&! '7$)'!
c953G0d! f\^\O=!

+*7S/!)?&*)@&!2),#72)' ! f[>^VV[!

+*7S/!I2#,!6).&B! f=<^R;O!

Z*)2B!J7,)' ! fW[[^[R>!



V\!

!

.+C%&'(#)5(>-/56(A"%55-&(#??(

K,! %).! 6&&2! #2B#$),&B! ,%*71@%! -59! A#2)2$#)'g! *&D7*,#2@! @1#B&'#2&.! ,%),! B&6,! E*#,,&2! 7AA! $)2! 6&$78&! )!
B#.,7*,#2@!A#@1*&!#2!)2/!71,$78&!*&D7*,#2@F!K2B&&B!E%&2!,%&!6&2&A#,!D&*#7B!#.!$)'$1'),&B!),!=!/&)*^!B&6,.!
E*#,,&2!7AA!7$$1D#&.!W<h!7A!,%&!?)'1&F!KA!)''!B&6,.!E*#,,&2!7AA!E&*&!27E!,)4&2!71,!7A!,%&!$)'$1'),#72!,%&!
D*&.&2,!?)'1&!A7*!,%&!\<!$'#&2,.!6&$78&.!f;O[^<[;!A7*!,%&!D&*#7B!7A!=!/&)*F!J%&!B#.,*#61,#72!7A!,%#.!?)'1&!#.!
#''1.,*),&B!6&'7E^!,%&!,)6'&!$78D)*&.!,%#.!E#,%!,%&!?)'1&!$*&),&B!A7*!$'#&2,.!7?&*!)!O!/&)*!D&*#7B!E#,%71,!
B&6,.!E*#,,&2!7AAC!

!

.=8-(#?(#)5:#;-($+,)- (

!"-6-&5( $+,)- (?#"(
2( =-+"( >)"+5%#&(
A%57#)5( >-/5(
A"%5-(#??(

!"-6-&5($+,)- (?#"(
L(=-+"(>)"+5%#&(
A%57#)5(>-/5(

A"%5-(#??(

(#2)2$#)'!@)#2!cK2$78&!@)#2&Bd! fV[^[O=! f;<O^[=O!

(#2)2$#)'!@)#2!cK2$78&!@)#2!A7''7E#2@!*&D)/8&2,.!*&.$%&B1'&Bd! f;O^>[=! f>=^[O>!

(#2)2$#)'!@)#2!cQ&6,.!E*72@'/!$%)*@&Bd! f;^;O>! f;^;O>!

(#2)2$#)'!@)#2!cM&_#861*.&8&2,!7*!.&*?#$&!7*!'7)2d! f[V^\VR! fRR[̂[[ !

P,%&*! c#8D*7?&B! *&'),#72.%#D^! %71.#2@^! .'&&D^! &8D'7/8&2,! 7*!
?7'12,&&*#2@!@)#2&Bd!

f;=^;[[ !
f;V^RW=!

+*&?&2,#72! c7A! B&D*&..#72^! %78&'&..2&..^! 6)#'#AA.^! 1,#'#,#&.!
B#.$722&$,&B^!%7.D#,)'#.),#72d!

f><^OWW! f><^OWW!

Z*)2B!J7,)' ! f;O[^<[; ! fWVR^>OW!

!

07!,)4#2@!,%&!8#2#8)'!)..18D,#72!7A!)!72&!/&)*!D&*#7B!E#,%!27!B&6,.!E*#,,&2!7AA^!,%&!?)'1&!7A!f;O[^<[;!#.!
B#.,*#61,&B!).!A7''7E.F!



!"#$%&'(#)"(*+,)-C!5!.,1B/!7A!,%&!)B?#$&!.&*?#$&!7A!9),%!)2B!37*,%!G).,!078&*.&,!-#,#`&2.!5B?#$&!91*&)1!

VV!

!

!

!
<h!

(#2)2$#)'!@)#2!cK2$78&!
@)#2&Bd!

W\h!

(#2)2$#)'!@)#2!cK2$78&!
@)#2!A7''7E#2@!
*&D)/8&2,.!
*&.$%&B1'&Bd!

=<h!

(#2)2$#)'!@)#2!cQ&6,.!
E*72@'/!$%)*@&Bd!

=h!

(#2)2$#)'!@)#2!cM&_
#861*.&8&2,!7*!
.&*?#$&!7*!'7)2d!

;Rh !

P,%&*!c#8D*7?&B!
*&'),#72.%#D^!%71.#2@^!
.'&&D^!&8D'7/8&2,!7*!
?7'12,&&*#2@!@)#2&Bd!!!

\h !

+*&?&2,#72!c7A!
B&D*&..#72^!

%78&'&..2&..^!
6)#'#AA.^!1,#'#,#&.!
B#.$722&$,&B^!

%7.D#,)'#.),#72d!!!
=[h !

F%??-"-&5%+5%&'(/-5A--&(>%??-"-&5(#)5:#;-6(+5(+(2(
=-+"(8-"%#>(A%57(&#(>-/56(A"%55-&(#??(


