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e Overall, taking into account financial outcomes and ‘softer’ outcomes such as improved health
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1$%!).!18D'7/8& 2,M%71.#2@!)2B!B#.$*#8#2NHRFB?#P&#.| @#7&2!16/!,*)#2&B!?7'12,&&*.|EY%7!)*&!
AD&*?#.&BI6/\D*7A&. . #72)'I.))AAF

P1¥#27&. #@),#T217TA, %&!)2)#)6'&'#,8%), 1*&1721&2)'1) #2 @', %&&$T278H#SI#8D)$, I 7Al %&IET*417/
D1*D7.&!17*@§2,#72" DESHRIFB 2HI&I 7*@)R) #72"N.%7E.1 %)IC

o "7,ITAL%&!I&AAT*1%).|@72&!#2!,7!8&) ¥8AMUCh as volunteers’ time;!
PA!%7.&!.,1B#&.!,%),1&?)'1),&!71,D1,.17*171,$78&.M,%&!8)U7*#,/'$72 #B&*'B&6,!)B?#$&! 72'/c
"7.0,1B#&1.&1272 A#2)2$#) 1 $#&2,1 &?) 12 HTA! 71,$378&.1 7% BH#*&SP,| A#2)2$#)' 6 &2&A#,! 7!
$#&2,.1).1,%&!8&).1*&.| TAI&AA&S #?8&2&..1TANB?#$&9

J#,% E717*1 9%6*&&!&SS&D #72.M., 1B#&.\.%TE!72'/!,%&*%W#8D)3$, | 7TA)B?#$&F

|

1&!,%&*&AT*&! #B&2 #A#&B!) 2&&B! A7*1)! . 1BI'DE&$#2ES)"/'),! ,%&! TB&T7A!)B?#$&! .&*?#$&.!
)$*7.)M2@&! TAIB78)#2.M 8&).1*#2@! 71,$7B&. TE#2@9! #2,&*?&2 #72)2B!),,&8D . #2@! ,7!
D*7?#B&!IA#2)2BH) & \AT*!,%&.&!71,$78&.F

|

K21*&$7@2#,#72! TA! %AV #&2,.! . &&AH2@!)B?#3&! ,/D#F)"/' A)$&! 81' #D'&! D*76'&8.)E%#$%! 8
L, Y)BB'&IB78)#2.1 7TA1)B2#$&,E).1).71#8D7*)2!,7'$)D,1*&! ).l A)*1).1 D7. . #6'&! ,%&! $78D'&SH#,/ 7A!
clients’ situations #2!1)2/18&).1*&8&2,!7APA&!#8D)$,! 7Al)B?#S&F

|

3 See, for example, P.Pleasance etfal+ HOSLQJ +DQG WKH ,PSDFW Rle§bGS¢etvices Re€eaBcHR S O H
Centre, 2006; T. WilliamReview of Research into the Impact of Debt Adliegal ®rvices Research Centre, 2004; D.
Wilkinson, Adding Value? Being RicheNorthern Rock Foundation, 2007; New Economics Foundabtegsuring

Valug 2008; Citizens AdviceNational Outcomes Results 2009/10 Daff)11 Karen JonesOutcomes of a
Longitudind Studyof Citizens Advice Service Clients in WalBangor University and Citizens Advice Cymru, 2009.
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;'E'8%&%BD)F GH%&S$C "#'BH%)$CK%&

J%&&'(1)*+,-$', ."#$% D*7TU&E). ) ,E7 /&)*.,1B/! ,%),!.71@%,7! B&?&'7D!*761.,! #2B#$),7*.1,7!
8&).1*&!,%&!#8D)$,! 7A!-59)B?HH&Z $)'I'&?&F!!K,!&8D'&B)!8&,%7B7'7T@/'A7*!,%&!8&).1*&8&2,!

TA! A#2)2%#)" ?)'1&! EY/ERBIR 24 8 E#B&! *)2@&! A7*! @)#2.! A*78! )B?#$&! | 7! $#&2,.! )2B! 7,%&*
#8D7*,)2,1.,)4&%7'B&* Fhl.!,%&! D*7U&S$,!.7t@8ve a fuller delineation of the ‘value’ that the
-59N)$%H#&?&. AT $'#&2, . FIK2! 7*B&*! , 7! B7! ,%),! ,% & 'BSHISBBAT7*8),#72! A*78! $'#&2,.! c1.#2@!
#2,&*?#&E.A!27,/U1.,1)671,! ,%&! B#*&$,! 71,$78&! 7TA! ) B?#3&! CA7*! &S)8D'&4) %R FRRBAF,!
*&D)/8&2,! $%&B1'& .M ,%&!)?7#B)23&! TA! %71.&! *&D7..&. #72N T* E&'A)*&! 6&2&A#,.! @)#2&Bd! 6.
)671,'E%),!,%),!71,$78&!8&)2,!,7!,%&!#2B#?#B1)")2B!,%&#*1%71.&%7'BF'|%&*&) .| &S#. #2@! 71,57
*&I7TA,&2!BH#AA#HSL' |AT*!,%&!-59!, 71#B&2 SRIB2RUR: , %&!)B?#3&!.&. #7727 ,%&!D*7TU&S,.71@%,!,
#2?2&. H@),8&! ' 72@&*! ,&*8! . 7EHF7278#$! #8D)$,! 7TA ) B?#$&! , 7! $H&2$TPBLS #2@! A7 TR
#2,&*?H&E. TIAT"TEISHE28* %&! ET/&)*.17A!, %&! D*T)&&)*!).\D7.. #6'&

"7.161%8&)1S! E#" 6&! AGHH#)* E#,%! ,%8&! 2&&B!, 71 D1,1)! A#2)2$#)'1 2)'1&! 72! %&! )B#S$&! %), $H&:
“EEHP&! H2B&! Voit.| #.1 #2AT*8) #721 TAI#8DT7*)2$&! , 7! A12B&*.F1 I XTE&?&*N )'87.,1 #27?)*#)6'/N EY
*&$T*B&B! #.!| BRIIANH2)2$H)'| 6&28AH,! %), SH&2,.| *&$&H?E&! .1$%! ).!| E&'A)BY/BE2&IH!
2)'1&!7AIB&6,!8)2) @&BF!IG. #8),&BI17*)$,1)1B),)*&@)*B#2@! %&.&! At2)2$H#) 16&2&AH, 1$) 2! 68182
#2,7! %&1-591 $H#&2,1*&$T*BI /.,&8!),! ,%&! $'7.1%&! TA) $#&2,| SN ELTA, &*E)*B.F!1 J%&.&! B),)!
AT*8B,%&!.,)* #2@!D7#2,1 TAI7T1*ID17TU&S, F

KA!I#4D*7D7.&BID*7TU&S,|E&*&I72/IAT12B&BI 72! %&1#88&BH),&!B#*&$, |A#2)2$#) 16&2&AH 1 TA! %&
UTE&?& N #,|ET1'B!.&*H71.'/1 12B&*&. #8),&! %&!,7,)'1?)'1&! $72,*#61,&B!6/!-59! ) BPH#S&F! | J%6#.! #.1,
E718)#21%&).72.F! 1 (#*.,N 81$%! TA! %&! ?)'1&! 7TA! )B2#$&! BBR1Q!DE&*#7B!)2B! #.1 27,1 E)/.!
*&)'H#.&BHBB&BH),&'11)A, &* $H#&2, | #2, &*FH&E.1)*&! T2&*F!1 0&$72B )2B! 87*&! #8D7*,)2,M 81$%! 7A!
6&2&AH,1#2)'%302B! B7&.127,1$788&1).1)1$).%! .18 B#*&$,/!, 7! ,%&! $#&2,161,18)/1$72,*#61,&! 7!
#2BH#?#B1)1%&.)',%!) 2BIGRADIA) 84 /1$7%&. #7217+ %&ID*&?&2 #T21TAI'7 . 142! Yo&IAL, 1*&F!

Z#?28D%&!*)2@&! TA!)B2#$&! @#?8&2!6/!-59S1)2B!,%&!$78D'&SH#, /) 2 BAPPHRUBTN $ HAZ 28N

Y68 QIEH"16&1)12&*/1')* @&!12186&*I7AIE)/.1#2|EY%#$%!-591)B24#$&!$7228&/.16& 28 A, | EVAEIRIIS) 216 &
J71$72.,¥1$,1)18)2) @&)6'&!?)'1),#72!87B& N EB7D, &B 87 BHAHEBI 2&* #T2I TA! %&107$#) N8, 1217
K2?&.,8&2,! COMPKd! 8&,%7B 7@ 6*#&AN ).| \DD#&B! ,7! 71* D*7U&$,M ,%&! OMPK! 8&,%7B7'7
D*7D7.&.!,%),! &)$%! $).&! TA)B2#$&! @#7&21%).1)2! #8D)$,! BIH KBRA 7! #,N E%#$%! . %7E.| %7E!
#8D)$,.1)*#.&I AT*1&)$%! H@2#A#S)2,).,)48%7' B&*F!1 (7*1&S)8D'&M &2&*/! 6&2&AH, | ET2I AT*!) $'#&2,
#8D)$,127,172'/1 72! %&! $#8&2,161,!).7! 72! 7,%&* D&TD'&! ) 2BH @R 87.,! D)* #$1)*/! ,%&!

client’s family. A potentia'l%71.#2@!&?4#$,#721%).14#8D)$,.172!, %&I$#82,)2BI%#.1 7*1%&* | A)8#N61, 1)
721,%8&!1)2B'7*B1)2BI72!,%&!$71*,.FIIK8D)$,.1$)2 N 7AI$71*. &6 &I67,%!%)*8A L") 2BI6 &2& At$#) F!!

* See, for example, New Economics Foundatibne SocieEconomic Value of Law Cente8004, and Measuring
Value: a guide to Social Return on Investrn 2008
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)"7E.11.1, 7! B& &*8#2&I%TE!, %), 6&2&AH#, | 8#@%,)$$*1&! 72&*! #B8&F!1(*781,%),1 DT#2,M*&.1",.1$)2!!
D*&.82,&B! #21 )1 2)#&,/! TAl AZB)I @*7..! 6&2&AH,MN ).] 6&2&AH,! 28,1 TAI $7.,.N 7+ ).1 &, 1%21 72!
#27&.,882,F111%&I#8D)$,18)D!18&, % 7BND)* #$1')* PRIHE'H#.%&B! 72&*)/&)FTE &B1.1,7!D#$4!
1DI$78D'&SI*&), #72.%#D.16&, E&&2I#2B#S), 7+ | E%#$%! %&!)?)#)6'&1al)2,#,),#?&!B),)!$)227,1$)D, 1
)2B1,%1.1,71,&.,| %&*&'#)6##, TAIH2B#S), 7+.11.&BI#2!,%8&1a1)2,#,),#?&!B),)FIP2&I A1* %&*)B?)2,)C
%8&! 8&,%7BT@/1 #.! %), #,1).71)"TE.I B),)! ,7! 6&! D*&.82,&B! 72! .1$%! #8D7*,)2,! .7$#)'| DT'#$/!
al&. #72.1). %&! A#2)2$#)'1?) 1&90A6*0) (1 7AI%)*8.I 7T+ TA1) B&S)2BI AT ) B2#S&! ) *#.#2@! A*78! ,%8&!
)$,H#2H #H&.ITAIT Y%&* H@H22M.7 $)"&BIA)# 1*&!B&8)BF

1&1&27#.) @R!,%)!,%#.1D*7TU&S, |ISEHR&!, %81 BB#, #72) 16828 AH, 1 TAI#BE2 #A/#2 @ #8D*7?8&882, 1,7
)BPHSE! &*PASR )| HB&I TAI #2,82.&! D*&..1%&! 72! .&*?#$& 61B@&,.1 61,1).7! #2$+&).&B! B&8)2B! A7
&FPHSEN

K2!)BB#,#72!,7!,%&.&! D*#8)*/1 )#8 1*86&)*$%! .71@IB) )$Y#&?&VB&* T6U&LS, #?&.| #2$'1BH#2@! ,%8&/!
B&?&'7D8&2,! TA!)21 &AA&S #2&! D)* 2&* %#D! 68, E&&2! %&! 12#28&* #,/! TA19), 981 VBRI AR@5T !
61#'B21#2B&D&2BY2B!. 1.,)#2)6'&1*&.&)*$¥)D)$t,/\E#, %439 953GAC)2!76U&S,#?&IE%#$%!)".7!
$7+&.D72B.1,71-#,# &2.15B2#$&722) 1$72$8* 2K

L' (CI&'BH#- MJ%)$CKWE!

K2!.188)*/NE&!.71@%,!,88&,!,%&! 7T6U&S #?&! TA! \%&! +*7?#2@! P1*!L)'1&! D*7U&$,! 6/! 12B&*,)4#:
., 1B/'E%#$%!)#8&BT, 7

o Q&?&7D!87*&!I*761.,1#2B#$),7*.1,718&).1*&!,%&!#8D)$,!7Al)"IB78)#2.17Al-59B?#$&g

e GB8D'7/!)!8&97B77@/ AT*! ,%&! 8&).1%&88&2,! TA! A#2)2$#)'! ?)'1& "RESZHEBH B E#BE!
N2@&IATH@)H2.IA* T8 B#S&!, TI$#E&2,.1)2BI7,%&*1#8D7*))2,!.,)A&% T'B&*.g

o K2?2&. #@),&! ,%&! &AA&S,! TA! #8&! 72! \&BI278#3! #8D)3$,! 7A! )B?#$&! ,7! $'#&2,.M 6/!
#2,&*?H&EB!)!.)8D'&!I TARR 2, [#E)?&.172&*1,%&! E7!/&)*.ITA!,%&!D*IU&S, F

5,1,%&!.)8&! #8&MNE&! % M &!)$%#&?&!7,%&*1 7T6U&S #?&.C

o J%&! $*&)#721 TA!)! @&RIBR! )2B! .1.,)#2)6'&! *&.&)*$%! #2.,18&2,! A7 .7$#)' D1*D7.&!
7*@)2.) #72#219),%!)2BI37* %6).,|0788*.&,4

o J%&! B&?&'7TD8&PA!)2! &AALS #7&! D)* 28* . %#D! 68, E&&2! %&! [2#2&* #,/1 TA19),%!)2B!,%8&! -
)2B17,%8* 4Bl .&$, 7 THAYT 2 72! %81 7,%&*MN %), 1#.M %&I61#B#H2@! TAI*&.&)*$%! $)D)$:
) I7$)1I&2&'Y

o -T2HBLHT2!, 7! UBT2. *1$ #4721 TA) *&@HT2)' 2&,E7*41 TA1)$)B&SHS.| ) BRI BFR&*.! 7!
&S$%)2@&!427E'&B@&!)2B!.4#" MNE#,%!,%&!#2A%). *1$,1*)'.1DD7*17A!,%&!10](g

e The production of a set of recommendations for the improvement of CAB’s service
CA7*8),#?&!&7?)'1),#7RdF

P1,$78&.|A*78!71*I A#2BHE@ 6 & B#AA&*&2, | AT*IBHANR%Z,B&H.C
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J%&! 0](' E#"! 6&! %&'DE&B! , 7! #2A'1&2$8&! ,%&! B&?&'7D8&2,! TA! )1 *&.8&)*$%! $)D)$#, /! #2! %&!
&$,741#21 %&!071]&,1)2B! %&! )6##, /1, 7! D*&.&2,! $7%&*&2,1$).&.! AT*| A12B#2@! 6).&B! 72!
*761.,17)'1& A7'872&/))*@18&2, .4

-59 953GAE#"1%)?&! B&?&' 7TD&B¥,.&)*$%! $)D)$#,R)B#2@! , 7! #8D*7?7&8&2,.1 #2! A1,1*&!
D*&D)*) #72!TH).&.|ATIA12B#2@")2BYBA!)B?#$&!. &*?#$&!#,I TAA&* .9

-#,# &2.15B?#$& E#"11.&!D*7TU&S,| A#2B#2@.!,7!)..#.,1-59S!, 7! B& P/ TEN 2N A12B#2 @!
D*7D7.##718.

J%E&!'7$)'1)1,%T7*#,/')2B! BIBAL2B&* .| E#"1 %) ?&! 6&,,&* | #2AT7*8),#72! 72| EY%o#$%!,7!16).&! ,%&H
)..&..8&2,17TAI?) 1&IAT*IB72&/TA! &* ?HB&.



E;"703M=>=N=09 '

P1*ID*7U&$,|E).|87BH#A#&B!B1&!,7!7D&),#72)'1)2B!8&, % 7B7'7 @#$)'1$%)"&2@&. | *)#.&B!#2! %&!$7
&) *&.8)*$%N ), %71@%! #,.! 6*TREAE?&.! )2B! 8&,%7B7'7@#$)'| )DD*7)$%! *&8)#2&B! $72.#.,82,!
Y TL@%TL,F! J%#.! &$#72! 71, #28.) %&! *&.&)*$%! B&#@2! )2B! %tt@%'#@%,.! $%)2@&.! 8)B&
D*7$&..17TAI$T2B1$,#2@!,%&!*&.&)*$%N27,1'&).,1).1)1*&. 1" | 7TA!)ID#7,1D%).&F

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

(*78!,%&!682#22#2 @, %&!D*7U&S$,'E).|B& #@2&B!).)!'72@#,1B#2)'|.1*?&/!,7 @&, % &*E#,%!)07$#
721K2?&.,8&2,! cOMPKd!)2)'/.#./M ,%&! AT*8&* D*7?#B#2@! ,%&! B),)! A7*! ,%&!"),,&*F!-591953G0! %
.78&! #8&!6&&2!$72$&*2&B!,%),!#,!B#B!27,1427E!&271@%!)671,! %ZBEBE2& A& &B! A*78!,%&!
)B?#$&! ,%&/! %)B! 6&&2! @#?7&2! #2! ,%&! 91*&)11#2! ,%&! *&") #?2&'''712@! ,&*8F!  K\TE A @0&*&AT*¢
$%&*#.%&BMN61,112°RBM)86#,#72!,716&1)6'&!,7!1$72B13,!.78&!4#2B! 7TAI'7T2 @#,1B#2)''D)2&".,1B/F!5,
the same time, Bath University’s Ba,%! 5*&)! M&.&)*$%! P6.&*?),7*/! %)B! 6&&2! '774#2@! AT*!
7DD7*,12# #&.! 7! $72B1$,! .78&! *&.8)*$%! T2HIHT8&! %71.8%7'B.! #2! 9),%! )2B! 3B)%
078&*.&,F!1J%&!+*7?#2@!P1*!L)'1&!D*7 @*)88&! A*78! %R O{ T;4B! D*7?#B&B!,%&!8&)2.16/!
E%#8%0&.&!)86#,#72. 187 10! *&) HBIEY%#'&!) . 71&SD'7*#2 @' E)/.|#2!E%#$%! ,%&!#8D)$,! 7Al % & E
7A1-591953Gb71'B!6&!8&).1*&B!A#2)2$#)"F

J%&! D*7D7.&B! B&#@2! 1.&B!)! '72@#,1B#2)'! D)2&'! ., 1B/! ,7! 8)D! ,%&! $72.&a1&2%$&.! A7*! $'#&2,
#2,&*?&2 #72.16/! . %&! -59F! 1 J%&! 1.&! 7A!)! $72 1D @**&U&$,&B! &)*'/1 72! $72B! &, %$)'!
@*712BWm

J%&!D)2&' E).|#2,82B&B!, 71$72.#.,| TAl =<<I $'#&2, | E%7! %)B! 6&&2! ,%*71@%! ,%&! )B2#$&! D*7$8
501 #AHE.| $H#&2,.16/1,%&! /D& TAI D*76'&8! 751 D*76'&8.1,%),! 6*71@%,!,%&8!,7! %&! -59M 6/! %
‘domains’ of )B?#S&F! | K2! 87.,1 61*&)1S! ,%&! #8D7*)2,! B78)#2.! TAl )B2#$&! )*&! B&6,"N 6&2&AH
&8D'7/8&2,! )2B! %71 #2@F! | |&! D)22&B! ,7! .&'&$,! D)2&'! 8&86&*.! .7 ,%),! ,%&! B#. *#61,#72! TA!
D*76'&8.1 E#,%#2! %&! D)2&'1 8),$%&B!,%),1)872@.,! 61*&) 1! $#&2,.1).1 )| E%7'&F! K2! 7, %B&ET*B . ,
D)2&'1E).)1.)8D'&! 7A! %&!$'#&2,16 7B/ E#,%!*&.D&S,!, 7!, %&!D*&.&2 #2@! D*76'&8F1J%#.1.)8D'#2@! A
E).1$%7.&216&$)1.8! B#AA&*&2,| D*76'&8. B&8)2B BHAAG*&2,1#2,8&*282 #72.0! %&*&#.127!.1$%! 0
@&28&*#$! )BHSEF! | -'&)*/1)B2#H$&! @#?&2! #2! *&.D72. B THRBEEH"! 6&! 2&*/! BHAA&*&2,! A*78!
)B2#$&! 7)) $H&2, | E%T#. @TH2@!,7!)21&8D'7/8&2,! *#612)'F!1 J%&! D)2&' E71'B! . %&*&AT*&! )" 7E
*&.&)*$%!,&)8!,7!$)D,1*&!,%&1)2 @ &I TAIB&2&AH, 1, %),1-501) B2#$&1$)2! @&2&*),&1)2BIE71'BID&*8H,
BYE#2@!7AIS$72$'1.#72.0676&),7,)12) 1&ITAIG&28AH, | @&2&*),&BN$*7..1)"1$#&2, . F!

+)2&'18&86&*.|E&*&!, 71 6&! *&$*1#,&B!,7!,%&! ., 1B/1),! ,%&#* A#*.,| )\ B?#$&! .&..#72!)2B!.78&!6).&'#2!
#2AT*8) #7121 $7"&$,&B! , 7@ &, %&*! E#,%! )] A#*.,\B8#2#.,*) #72! TA! \%&! .%7* ! 2&* #72! TA! ,%&! |)*

® 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 wih characteristics matched to those in the experimental group but this procedure would have been very
expensiveand fraught with definitional sampling problems as well as operational (access) difficMtesover the

ethical implications of not offerindhe opportunity to seek advice to individuals in need of it run counter to CAB policy.
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GB#L*@%!"&2,)")&" 6&#2@!.$)&S)8D'&!#BDD&2B#FHI%E&*&)A,&*!D)2&"18&86&*.|E71'B!6&!
#2,&*?H&E&B! &?&*! #S1872,%.1#2! ,%*&&! E)?&.! 7?88 B&*#7BMN )" TEH#2@! ,%&! *&@%#.,*),#72! 7TA!
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University Research Officer, then Petra data was analysed to cross reference the client’s interview.
Jo%# )" TE&B!1.!,7'12B&J2B!#..1&.! A*78! B#AA&*&2,! D&*.D&$ #7&.1).! ,%&!-59! ./.,&8!%)B! ?)'1)6'&!
)BB#,#72)'1#2A7*8),#72!72!,%&!)$,1)')B?#3&!.&..#72!,%),'$'#&2,.!18#@%,! 72"/ 6*#&A'['B#.$1..FI5A,&
D#'7,!D%).&!)!12186&*!1 7TA!-591?7'12 &&*.!, 774\D)*,1#2! *)2.$*#6#2@!)2B!)2) | # 2R B *?#&E.!

)2B! +&,%)1 27,& . F! J%#.! @)?&! 1.! ,%&! )6#'#,/' | 71)2)'[.&! $#&2,! Yo#., T*#&.! & D&SHVIRFRE*&! ,
$78D'&%!52!)2)/ #.1,&8D"),&!E).'B&?&'7D&B!.7!,%),!)"1*&.&)*$%&*.1$71'B!E7*4!,7!,%&!.)8&! 6*#&A!
C.&&!5DD&2B#S!WdAF!J%#.1)2)'/.#.1,&8D") B&BB&AN! *)2.$*#D,#72!,&8D"),&'E%&2!,%&! [2#?&* #,/!
D*7U&$,!,&)8!) @*&&B!,%),!,%&!,*)2.$*#D, #72!D*7$&..12&&B&B!,716&!,*12$),&B!,7!1$78D'&,&!,%&! D*
E#,%#2!,%&!)"7,,&B! #8&F!M&.1",.|A*78! %#.1)2)'| #.'\D*7$&..|E&*&! ,%&2!1.&B!,7!$*&),&!#8D)$,!8)D
AT #2B#B1)" $#&2,.! \ YER*& A&B! #2,7!)! B),)6).&! ,%),! $)'$1"),%&! OMPKF! J%&! B3B!
B),)6).&!E).!I""*@&'/'B&#@&B!6/!)!-59!?7'12,&&* E#,%!)B?)2$&B! GS$&'! #6# NG SH&' A*)B&E 7*4!
E).!,%&2!1.&B3/!,%&!12#?&* #,/'M&.&)*$%! PAAHERP !, %&!B&,)#'&B)$,!8)D.! &2)6'#2@!1.!,7!
$)'$1"),&!?)'1&IAT*;EIB#AA&* &2, $'#&2,!71,$78&.F!1527 ,%&*!-2RR*M 71*$&B!D*7S/1?) 1&. | AT*!
,%&!171,$78&.!,%),!B#B!27,1%)?&!)21)$,1)"1$'#&2 , VIEP&H S| E&*&!, % &2 * & ?#&E&B!6/!,%&! 12#?&* #,/!
,&)81)2B!.%)*&B!E#,%!0]&!

K2!)BB,#72!,7!,%&I0MPK)2Y)#,%)2.$*#D,.)2B!)2)"/ #.1, &8D"),&.|E&*&! 1 D'JB&BI#2, 713L#?7)2!
)2)'1 #$)'L.7TA,E)*&!, 7T EI%&! 1 2#28* #,/%&.&)*$%!,&)8!67,%!) $7B&B!)2B!.&'&S$, #2&' /| TRIBEB!
98&1)2)'1#.) %&&,.1)2B! ¥)2.$*4D,.! E%&*&! ,%&/! &S#.,&B! &D)E#,%! .78&! ). #.,)2$&! 6/1)!

=R



").,&*.1.,1B&2, 1c)'.7!)!1-591?7'12 &&*HE7*4#2@! 12B&*! ,%&! . 1D&*?# #7121 TA! ,%&! 12#?28&* #,/'*&.&)*$¢
,&)8F! 5BB#,#72)' TD&ZB#2@! 7A! )" #2,&*?#&E! *)2.$*#D,.| E).! 27,! D7. #6'&! E#,%#2! ,%&! ,#8&!)2
*&. T1*$&I$72., ) #2,.17TAL%&!D*JIRTIULS,F

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

J%&!.)8D'&! E).| B¥)E21 A*781)1*)2B 78! .&'&$,#72! TAI$#&2, | E%T!.71@%,!)2!)B2#$E! . &. #721 E#,%)):
)B2#.&A*781)!. DESHAHEBIB), &F1J%&I$H#&2, |E&*&)). 4&BIHA! %&/E&*&IEH"#2@!,716&!)ID)*,17Al %!
)2BW#2# #)"'=R[!) @*&&B)4&ID)* N@)?&!1.1$72,)$,|B&,)#.1)2BI$78D'&, &B! % GIEL@!.1+7&/!),!

%08 #B&ITAI*&$*1#,882,F11]%&2! AT"TE#2@! 1D!,%8&! *&$*1#, | AT #2 &*PH&EN #2, &*PH&E&* | E&*
2186&* TAI$HE&2,.! 71$72,)$,0! #2$' 1. #721#2! %&! A#2)'1 )8D'&! %&*&AT*&! B&DERBEABHIE @&,
)2)#)6H#H, /1) 2BIE# #2@28&...!, 7168 1#2,&*PH&E&BMN6G1, |E&!) . IHZ) @), #2@$'H#&2, |ATHIS TR ]S,
&2.1*&1,%),18)$%!B78)#21 7TA)B?#$&IE).)B&al),&/1*&D*& &2, &BF

K2!,%#.1.&$ #72'E&D*7?#B&!B&,)#'.172!,%&!$%)*)$,&*#.,#3$.1 7 ABIRR) 8BRT T &A™ * #2@!, 7!, % &!
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Such characteristics also impacted on the client’s ability to work, with only 19 of the sample in work
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project, to recording of interviews, to use of data, and to researchers’ access to CAB files was
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The project adhered to the University of Bath’s guidelines for research ethics, which are monitored
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conducted by CAB volunteers; this was managed according to the CAB’s internal security
procedures, with external access restricted to the project’s RO. University researchers had
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of CAB volunteers and the minimisation of disruption to the CAB could be settled to all parties’
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research team’s adherence to professional codes of practi$&!&2.1*&B!,%),!.1$%!#..1&.! E&*&! ,%&!
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° SeeCabinet Office (200pA Guide to Social Return on Investment. London: Cabinet Office.



5. E&! B#.$1..! A1*,%&*! 6&'TE! #2! *&"),#72! 7! ,%&! A#2B#2@.N 71* D*7U&S,! 87B#A#&.! )2B! 61
$727&2 #72)1OMPK!#2! ,%&! 4&/'*&.D&$,! ,%),' E&! %)?&!.71@%,!).! A)*!).ID7..#6'&! , 7! 1.&! *&)' A#2).
B),)!*),%&*! ,%)2! *&'[#2@! 72! D*F3#&! %)?&! 1.&B! D*7S#&.! E%&*&HRPHA)"! 71,$78&.! E&*&!
D)*#)"/18#. #2@! V206&! 71,$78&.18&)2,!,%),!)21)$,1)' | A#2)2$#)" ?)'1&! $71'B! 27,1 6&! . 71*$&B! &F@F!
#2$78&! @)#2&B!$71'B!6&!.71*$&B! A*78!)$,1)'' B),)! 61,! ,%&! &AA&S,! 7TA! 8&2,)" %&)',%! #8D*7?&8:
2&8&B&B!,7!6&! &?#B&23$&B!,%* 71 @YBINEFEBE.$1..|#2!87*&! B&,)#' #2!*&"),#72!, 7 7T1* A#2B#2 @ .
E&! $72,&2B! ,%),! 71*! A#2B#2@.! 1.&! OMPK! #2! .%&! 87.,! *761.,! D7..#6'&! E)/F! 3&?&*,%&'&.."! O
8&,%7B77@/'#.1 7TD&2! , 7! $*# #3#.8! 6&$)1.&! #,! *&'#&.! 72! %/D7,%& #3)'! #,1),#72.1 c#2$&! #,! 2&&
$)'$1),&! ,%&! B! 7A! $712,&R)$,1)"! #,1)#72.N AT*! &S)BD'&! ,%&! $7.,! 7TA! 6)##AA.! )2B! $71*)!
D*7$&&B#2@ .'\E%&*&!*&D7..&. #72.1)*&!)?7#B&B!B1&!,7!B&6,!.&,,'&8&2,") @*&&8&2,.dF'OMPK!.D&
%)?&!.71@%,!,7!8#,#@),&!,%&.&!'D*76'&8.1).1 71,'#2&B!%&*&! 6 &' TEF! K2 BRB#I@\ TA& AD & 2!

to the criticism that ‘realist’ SROI calculations of value apply only to a sample group of individuals
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to see clients’ interrelated issues over a period of time rather than focussing on just one advice

1 Cabinet Office (2009) A Guide to Social Return on Investment. London: Cabinee Offi

12 seeNew Economics Foundation (2010utcomes in Advicd.ondon: New Economics Foundation and Advité.
:RPHQVYT 6XSSRUW I1SdsMZRRtuM on Investment Pilot Repoit®rthern Ireland: Gauge andRPHQ TV
Support Network (WSN)
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P1*1.)8D'&!7A!-59!$'#&2,.1E).|B*)E2!A*78! P& *&$&#?#2 @ A1")B?#$&!#2!)!.$%&B1'&B!)B?#$&! . &. #
37.)"1$#H&2,.1$78#2@!,7!,%&!191*&) 11 *&$&H#?&!I AL")B?#$&Q! . 78&! ) *& *&A&**&B!, 7! 7,%&*!) @ &2$#&
T2'#2&!.71*$&. | TAIH2AT*8) #72F! 1 (7*1,%&!$)'$1") #72! 7TA!,%&!#2D1,!$7.,|E&! 1.&B!,%&!)?&*) @&! $7
$H#H&2,1 *&$&H?H2@! AL )B?#HP&! #2! ,%&! #8&! #2! E%#$%! 71*! .)8D'&! 7TA! $#&2,.1 E).| *&$&H#?#2@! )
)?28*)@&! $7.,! D& $#82,! TAl ,%&! AL" )B#$&! .&*2#$&! #2! ;<=;i=WIE)&f)>E8D,#72.! )2B!

&2 # #7# #&NTALYo# | A#@1*&!)*&1&")67*),&BIAL*, %&*1#RISDD&2B#S!>F

J%&! D&*HTBITA!)2)'] #.1E).I A*781")*$%!:<=:! 7151@1.,!;<=WF!(7*,%&!$)'$1") #72! 7A! %& #2D1,!1$7
E&!1.&B!,%&!)?&*) @& $7.,|D&XI$#&2,1#2! %&!/&)*1#2|E%#$%! 71*1.)8D'&I TAI$ #&2, .| E).1*&$&H?#2 @
JU&*QAT*&! 71&. #8),&! %&!$7.,.1 TAl %&! .&*2#$&| RAUBOS/S& 21 872,%! D&*#TB!E&!$)'$1"),&B! ,%&!
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13 Cabinet Offce (2009) A Guide to Social Return on Investment. London: Cabinet Office.

14 Action for Children (2010)7KH HFRQRPLF DQG VRFLDO UHWXUQ RI $FWLRQ. IRU &K
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 faceto-face advice seson. In order to calculate the average cost per head of full advice, we first estimated,
IROORZLQJ DGYLFH IURP WKH %XUHDXTV 7UHDVXUHU WKH FRVW RI RSHUL
turn, gives the average cost per heaGafeway (E12)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). Howehesd 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.

18 Using the 201213 data about the difference between the costs of the gateway and advice eibat@westimated the
cost of clients who have received advice over an 18 month period.
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Q#.$712,1*%),&!I*&A&* ' YHZ JvS (E 8§ E § - S} ] }pvsS (USHCE }eSe v
A o u78,}&!_1.&B!)!%#@%!B#.$712,!*),&!7A!WFOh"!E%#$%!E).!)DD'#&B!),!/&)*!<!A7"7E#2@!,%&!@
#21,%&!X"1J*&ury’s Green Book. This again provides a more cautious element to the analysis. !

PD%&%#$'KB,H%'B#-'#%%$'QD%&%#$'KB,H%

J%&8"-6-&5($+,)1TAI6&2&AH, 1#.1,%&!,7,)'1?)'1&I TA!, %&! 71,$78&.1C,)4#2@'#2,7)$$712,!, %&! B#.$7
%), &AF1(7*I0MPK!, %#.1#.11.1)"/1$) KBJAT*!)| A#2&1/&)* I D&¥ETB

" We used 20143 data here as we do not have 2043 osts.
18 Cabinet Office (2009) A Guide to Social Return on Investment. London: Cabinet Office.
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K, #.IE7* %127 #2@!,%),!, %&!$78D'&SH#,/| @&28*),&B16/171#1B),)| @7&.| #@2#A#$)2, 168/ 72BI87 ., 1&
OMPKI$)'$1"),#72. NE%#$%! @&28*),&1#2BENSBADHB7+172'/1)128*/1.8)"12186&*17AI71,$78&..!
71 #2B#?#B1)"1 $).&.F! 5.1 27 &BN E&! @&2&*),&B!\<!)$,1)'1 #8D)$,! 8)D.! B&*#?&B! A*78!)! 2186&*! 7.

19 Cabinet Office (209) A Guide to Social Return on Investment. London: Cabinet Office.
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T1*$&.|E%#HS$%! E&! *#)2@1'),&BIC$H#&2,12)*) #2&.M-501*&D7* #2@! B) fRYPHIEZRD 7* #2 @
1.#2@!&.,)6%&B!.$)'&.d1) 72@ #B&!2&*#AH)6'&ID*7SH#&.F!

(#2)"/N).) 71, '#2&B! #2! %#.1").,! .&$,#72M E&! )DD'#&B! OMPK! D*#2$#D'&.! )2B!)..18D,#72.1 72! )! 26
$)1,#71.16) #.M12B&* )AH2@. &2 #,#7#,1)2) | #.1, 7'8# #@),&!, Y& *H YN THAT 2Z2R) . 7! 1.&B!
-5OIAH2)2SHY&D7* #2@!$), &@ 7*#&.), 7' B#.) @ @*&@),&!, %& A#2)2$#)'1 71,$788&.1)2BIOMPK!*),#7!, 71,
%T7E! ,%&! 18! #.1 $72. #,1,&B! TAl B#AA&*&2,! /D&.! TA! A#2)2$#)'l 2)'1&! 7! D*7?#B&! @*&),&*! $)*4
¥)2.D)*&2$/E



L;'8060(8!M'Z4<>4<06 '

5.171,'#2&B1)672&M %8 R)*$%! E)L6).&B!1 721)1%)2@&! TA! B),)! . 71*$&B! #2! $7")67%), #72! E#,%! ,%8&!
-59F! P1*1 .)8D'&! E).! TAI\<! $'#&2, M &SD'T*#2@! ,.%8&! D*7$&..! TAI *&$&H#?#2@! )B2#$&! )2B! ,%&! 71,
@&28*),8878), %47 2&*1)21=\1872, %! D&*#TBF

M&.&)*$%!B),)#2$'1B&BC
o \<IA#* I#2 &*PH&E .|EB96053C0I$H&2!.
o WL&ES$ST2BIH#2 &*PH&E.IE#,%!)!.8)"&*L.BE #7217A!,%&1)672&!.)8D'&

o 52)/#.!17AIB),)!%&B!6/!,%&!-59!)671,!,%&!)B?#$&! .&. #72.! 7TA! ,%&.&\<VFELY D&*#7B! 7A!
&H#H@%,&&P23%, with clients’ permissionF

o 52)/#.17A1-591B),))671,!,%&!$%)*)$:&. #$.17A171%.)8D'&ID7D1"), HIRZ$72,*).,|E#, %!, %&! AL"!
D7D1"),#7217A!-5953G0!$#&2,.

o T1)2,#,)#7&!B),)1#2@! PEH#SA GBH261*@%!"&2,)'!|86&#2@! . $Fa%HA1)2 #,) #?&!B),)
$78D*#.&B!,%8&!=R=!$'#8&2,.|E%7 | #2B#$), &BI#2#,#) | E#"#2 @ 2 &L & TR $22T78. &) *$% N [RI 7A!
Y0&I\<ISHE2, JEYTI12BE&*, 7741 %&IAH* . 1#2, &* PHEE! CUBIGIEPAT . &1, 71 A#"1#2! %&IATYBB!
W;1*&.D72.&.1A* 78! %6&IAH2) 1#2, &*2H&EMBIB) RB# #72)'.%7*,1al&. #72.172) %&IGAALS #7&28...]
TANB#$&! E&*&!).71).4&BN ) EB! %&! 21868 TA! 244, 1$%8,2,.1 %)B! 8)B&! , 7! ,%6&H* Z+!
c&)8D'&IAT*81#2!5DD&2BHS!

J%&AH*.,1)2B! .&$72R2, &* ?#H&RHSE&BH2AT*8) #72! A*781$#&2,.1)671,'%7E!,%&/'%)B! &SD&*#&2$&B
L2&! D*7$&..! TAI *&P&H?#2@! )B?#3$&! A*78!-59!)2B! E%),! BAAA&* &REB)BRol 1) BB&B! #2! % &H*!
D&SHA#S! $#*$18.,)25& M) [E&").N)671,'E%E&,%&*!7,%&*) @ &2$#&.1%)B!$72,*#61,&B!,7!)2/171,$78
We were interested in finding out how advice contributed to any change in those clients’ personal
$#*$18.,)23&.M#2$' 1B#2@!, %0 &R E&'6&#2 @ F!

K,1#.1#8D7*)2,!,7127,&1%8&*&! %),!, %&! D*#8)*/#8! TA! %&! D*7TU&S,|E).!,718&).1*&!#8D)$,! 1.#2@! ON
8&,%7B7'7@/MN).1, %i#.1#.|E#B&11.&BI#21 %&!.&$,741)2B1#.1&S,&*2)" 1 2&*#AH#)6'&MN)' %71 @%!).| B#.
)67?&IE&!)B)D,&B!,%&!8&,%7B7'7 @1#71,%&! D&SHAH#SID*7$&B1*&.17TAI-59171,$78&.1*&D7* #2@F!J
D*7U&S$,! @&2&*),&B! *#$%! B),)! A*78! %&! #2,8*H&E.! )2 BESRDER /&..8&2,.N E%#$%! E&!
E&*&!)6'&! 7! $7**767%),&!)2B! $78D'&,&! 1. #2@!959G0! *&$7*B JH&*&! #.1D7,&2,#)', 7' B&?&'7D!
)2)14#.17 Al %&.&! B),)FI XTE&?&*N AT*! %&! D1*D7.8.1 TA! %#.1 D*TU&S,N E&I A7$1.8B! 721 1.#2@!
@),%8&*&B#2!7*B&*!, 716 1#'BI#8D)$,18)D.1)2BI)**#2&1),171*1$)'$1') #72.17A12) 1&)$$7*BH2@!, 7!, %&!C
8&,%7B7'7@/F! J%&/! E&*&! 1.&B! ,7! *#)2@1'),&! 872&,)*/! ?)'1& #J28¥8,%&! )..18D #72.]

12B&* /#2@!,%&8F

J%&!B))). 7 @&2&*),&B! A#2B#2@.! 72!, %&! E)/!,%),! $'#&2,.! 1.&!)2B! &SD&*#&2$&! -59! . &*?#$&. E
8)/16&! 7TAI1.&!,7!-591 #2! A1,1*&! B&?&'7D8&2,! 7TA! .&*?#$&! B&'#?&*/F! (7*! ,%#.1 *&). 72! E&! %)?&!)
#2$'1RB!.78&! 7A!,%&.&!$72 &SBE!)#'1#2! % & AT"TEAZ@ Y TRV PEE %#$%! D*&.&23& ! #2# H)'
A#2B#H2@.!A*78!,%&!#2 ,&F?H&E.F

W«



I"#$%& (#)" (*+,)- CI51., 1B/17A! %&!)BPH#$&!.&*2#$&ITAI9),%!)2BI37* %!G).,1078&*.&,I-#,# &2.15BP#$&191*&) 1

1&!1)".71D*&.&2,! "), &* 1 #2! %i#.! &S$ HTWBFA! %&! *&DT%&! OMPK! *) #7! E%#$%! &8&*@&B! A*78! 71*1
$)'$1'),#72.1 TAl %&! ?)'1&! TAl 71,$78&.F! 91#'B#2@! 72! ,%&PBH2S 168! D*&?#71.! .&$,#72! C;F[!
)672&0N E&! D*&.&2,! #2B#?#B1)'| #8D)$,|SHB,H72! WFEH! 06! *&A&*&2BRIDE&SHAHS! $).&.F! J%0#.!
&S HT2N )T2@ #B&E! .&$H#T21.WFEN! %7E! 71% 88 %7B7'7@/! E).! 7TD&*)#72)#.&B! 1.#2@! ,%&!
*#)2@1"),&B1B),)|A*78! %&!#2,&* PHEEYBTBS&!27,8.1)2B1, $78&.1*&$7*B M) 2BIESB&H2 @ .&'A
)..&..882,.M).IE&").I&S,&*2)" 1 ?2&*#AH)6'&ID*7 S#&.|E%&*&!)DD*AD*#), & F

L;: 'A#CSCEIRCH.&'RD"/'$F% ' CHI%DKC%+&

K2!'#2&! E#,%!,%&!8&,%7B7'7@#$)' ) DD*7)$%! $%7.&21 A7*! %#.! ., 1B/N %&! #2ES7HRBIER*&! .
7*B&* TI&HS# H2AT*8) #721)671,1,%8&12), 1%&! TA!, %&!D*76'&8I AT E%#$%!$'#&2,.1%)B.71@%,!)B?
)BP#$&ID*7$&..1#,.&'Ag!,%&!71,$78&! TA)BHEALLT 21 TAI71,$7882BI#, 1#805,1 721 $'4#&2, BVt |

&$ #721D*&.&2,T8&IH2# #AH#2BH#2 G BAY%&I#2,&*PH#&E.)2BIE%),!, %&/1, 7'B!1.1)671,!,%&12),1*&I7Al
-591.&*?#$&.1)2B! ,%&!E)/1$'#8&2,.11.8!-59! . &*?#$&.M ) 2B E%),!-59!8&)2,!,7!,%&8! D&*.72)"/F! J%&!
B&,H1TAH2BH#HBL)I$#$18.,)2$&.1#.1,) 48211 D21, %&!#8D)$, 18)D. | CH2 - EERATEHF/F

J%&I AH2BH ! D*&.&2,&B16&'TE!)*&IBH#.$1..&BI%&*&IAT#"1. ¥) #?&!D1*D7.&.F1Q),))*&!,)4&21 A*78]
67B/1TAIH2, &*PH&E! ¥)2.$*#D, \EY%#$%!E&*&!)2)'[.&BI1#2@!3L#27!.7A E)*&FI52/I A#@1*&.| @#?8&2!"
ATH#"1. %) #2& D1*D7.8.168$)1.&! ,%&/1 BT 27,1 &" %&! ALH2, BMTH&E! 8),&*#)'| E).| 72/ 72&!
T1*$8N)'6&#,1)21#8D7*,)2,1 T2&N AT %&! $72.,*1$,#721 TA! ,%&! OMPK I %,&* D7#2,!,7127,&!
%&*&N E%#$%! '#8#, 3L HEA)2)' #.1 AT*! %&! D1*D7.&.! TA! %&! D*&.&2,1 *&D7* N #.!,%),! E#,%#2! %
#88&.$)'&! TA! %&! D*TULS W& #2,&*#&E.| E&*&!)1,78),#$)"/! $7TB&B! c1.#2@! . %&! #2,&*PH#&E! , 7D
@1#B&! .,*1$,1*&d! @)21)'! $7B#2@! E).! 27,! $78D'&,&B! ,%*71@%! ILHUBRAT*&! *&.D72.8&.!
#2$'1B&BRI&S H#T2IWEMH27 128$&.. )/ @#?&!1) AL")$$712, FI (7*!, %o#.1*&).72M)2/| AH@ 1*&!! @#?&2!
Yott.| &S HT2)*&IATH#" 1. *) #2&ID1*DV .&.F

0)%&&'$ (A YA(<06 '

5.4&B!E%/!,%&/")$$&..&B!,%&!-59)671,!,%&#*ID*76'&8N87.,!1$'#&2,.1*&D7*,&B!,%),!-59!.&* ?#$&.!)*&
widely known or were told about them by friends or ‘word of mouth’: ‘919%".(*%,5*(41,";($0,<=>".

5!.8)"&*! 2186&*! *&D7*,&B! D#$4#2@! 1D! '&)A'&,.\H, 7FAT* %71.#2@! ).. 7$#),ETQ&?&#B!
&SD'#$#,'',%),| A*#&2B.!7*I1A)8#'/'%)B!1.&B!-59!.&*?#$&.|6 &AT*&F

>1)#B1,%&/1$)8&!,7!,%&!-5916&%$)1.&!,%8&/1%)B!)*&)B/!1.&B#,.|. &* ?#$& .16 &AT7*&Q! % TAER& *Ko#.
12B&*.,),&.! ,%&! 2186&*! 7TA! D*&?#71.!| T@122@! $'#&2,.MN ).l AL*%&*! &?#B&2$&! TA! D*&?#71.!)$$
&8&*@&B!#21#2,&*?#&E . N)2B1#2!-591*&D7* #2@!B),)F!

3#2&*&D7*,&B! ,%),! ,%&&*&! *&A&**&B! 6/! 7,%&*! ) @&2$#&.! cQ+MN U76! $&2 *&MN Z+M 8&2,)' %&)',
E7*4&*MNORMN%T71.#2@!).. 7$#),#72M)2B!,%*&&!6/!,%&#*16)24dF!

2 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 presentedditiomall 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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5148/ AH2BH2@! A*T8! T141#2 &*H&E.1#.1,%),1$#&2,.1, &2B! 71 A&&' 2&*'#.7"), &B E#, %! %&#* D*76'
E#,%71,1-591%& D!, %&/E71'B127,1427E1%7E!, 7!B&)'|E#, %#,F1J%*&&al)* &*.| TAI$ #&2, . 1#2171*1.)8
.),& BI&SDHS#,'/1,%),! %&/1 %)B! *&$&H#?&B! 271%&'D! 71 )B2#$& A*781)2/1 7,%8&* ) @&2$/F! P2//1 =V/!:
*&D7* &B1,%),!,%&/1%)BI*&$E&H#?&B1%& DIA*78!7,%&*) @&2$#&.M61, 1#218)2/1 TA! %&.&!$).&.!, %&/1)'
%),1-501)B2#$&!%)B! 68&2!87.,1#8D7*,)2,1 7% B&$# #2&F X &SN+ @)2#.) #72.18)#2'/! 774!

Y& AT*8ITAI%& DIEH, %! A# H2@IAT*8.I THE*# #2@1'&,,&* N 7T*1#21)1.8)"12186&*I TA!$).&.1)$$&. . #2@
7*IAL* %&*!.1DD7*,#21&8D'7/8&2,!$).&.F

X&), %! @&2%#&.IAT*8&B!, %&I6#@ @&.,!. 71*$&! 7TA1%E&'D! 71, #B&!,%&!-59 821 Z& P FEDI) !
S)JAANM3X0!1$712.&"7*MES$, #7221 AT "GN GRR.KFO&*?#P&AMN ). JE&™). 1% 71.#2@!) @ &2$#&. cHT7125# "
%71.#2@!.1DD7* E7*4&*N %71.#2@! B&D)*,8&2,M" Z*).D!)! $%)*#,/' E%#3$%! B&)'.! E#,%!)$$&..!,7!.
%71.#2@"N)2B!#2B&DYARE2 @!$&2, * QBT *# #&.!c, W& . dF! (71*1$'#&2,.1$#,&BID*#7?),&!.71*$&.!
TA!L.1DD7*,1c.7'#$#,7*76)24MN ))S!)B?#.&*MN 27 E#2!1 27! A&&!) @ &2%$/dF! (#?&! $'#&2,.18&2 #72&B! #2A
D&*.72)"1.1DD7*,12&,E7*4.1 c$%1*$%"N A*#&2B.dF! JE7! $'#&2,.18&2,#72&B! 0E)2"\)!'7$)'BRP#$&! $%
)2B!,E718&2,#72&B!0,!:7%2.IX7.D#,)")I'7$)"1$%)*#,/' @#?#2@!)'8.%71.&!)$$7887B),#721)2B!.1DD7*,
@%)2,.1)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&?&*)'1$'#&2,.1.,*&..&B!,%),!,%&/'|A&',|'&,'BTE2!6/!7,%&*!) @&2$#&.1)2B!-59!E).!, %&! 72'' 7*@)2#.) #7
%&/1$71'B!,1*21,7C! }u]vP 8§} 38Z 13 A s ipe3 0]l / As]lv A EC EI 3
0?%, #)+20,"0,0?%, %*2, (@, 0?%, 0$**%#A, ; 32, %A; 1%B@, B, 4($#2, *(0, ?"1%, ;%%*, ";#%, 0(, 2(,
vCSZ]vP_X

N[S[e u A3 J((EvV ipss8 8}y Z A 3Z %o }( ulv 8} IV}A 8z
}usU / }po v[8 Z A }v ]38 uCeo(U AZ v / A+ JooX /5[« u E
(/ %}ESuv]SC S} o 8} ( o/[u]v }vSE}o o0]8%50 ]S }(uC (]Jv v

E }A E (E}u ]JvP u vs ooC Joo <« A oo_

Zceto—oi "E7 L —clee T f oV — e
1&!).4&B!%7E!$'#&2,.|D&*$&#?&B! ,%&! #8D)$,! 7TA!-59!)B?#3&! 72! ,%&! 7}, | $BS& BN *), % &*!

0&?8&2!$'#8&2,.1.)#B!,%),1,98&!71,$78& E71'B1%)?&! 7$$1*&ME# %71, !, %&!%& D! 7TAl, %&!-59F1J%*&&!
$#8&2,.1.)#B!,%&/E71'B!%)?8&!6&82! @72&!)%&)BIE#, %!, %&#*)DD&) 1 7*1%&)*#2@!61,!,%&!-59!&8D"
%&n to act: e.g. ‘B,?"1%,?"2,0?%, 3(*@)2%*3%, 0(,2%"#,4)0?,02%6,:%3"$1%, B, ?"1%, @%#0,0?"0, B’
1$//(10%2,"42,2"1%,7"2,B,02)*5, 196", +((2,"2!)3%

J%&!*&B)H2H#2 @ $'#&2,.! &#,%&*!),,* #61,&B!) D7 #,#?&! 71,$78&! &2 #*&' ' T*1 T?&*E%&'8#2@'/!, 7!, %
7*1.)#B!,9%4)things would have got worse without the CAB’s intervention, e.g.:‘/ A}po v[$§ o §}
2(,"*:0?)*+C,B,"#4":1,3(6%,0(,0?%,<=>,@(',0?)*+1,#)5Z&P)1 |3 n §]}v Alpo Z A +%]E
3(*0'(#; ‘B, 4($#2, 2"1%, #(10,07%, "/I%"H A}po Vv[§ 2,00%,2%'%,0(,6"5%,","//%4B@, B,

A}po v[8 }lu 3} P 3§ A] (E}u ClpU / Alpe VBRI A AZZ33¥}Z} A}
0}¢$ 8Z wu}v C[V Z/ Alpo Z A v W% A]3Z 8Z +Z Ele v v A
4C+,4" [V ZS3Z o AJS §1 u e+ E]}p*oC[V Zt]8Z}us §Z Al | E ]
Z A V ou}*S Ju%e}ee]l] 0 (}E uU « (}E& JPv EU §Z/P Bv[¥ QE(pdD?
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I"#$%& (#)" (*+,)- CI51., 1B/17A! %&!)BPH#$&!.&*2#$&ITAI9),%!)2BI37* %!G).,1078&*.&,I-#,# &2.15BP#$&191*&) 1

IVIA AZ 8§/ Aypo Z A }v J(/ Z v[8 }u 8} §Z 0,%%D€(24,50,)8]}v A
§Z § A C[X

5,1, %&8#* A#* | #2 &* ?#HEBHEIN*&DWBAKL#2@.! TA! ., *&..M . *&..1) @ @*)?), #2@NST2@&..."
B&D*&..#721)2B!)2SH#&, /N #2)6##,/1,7! .'&&D) 2B #**#,)6#'#.,/' E#,%! A)8#'/! 8&86&*.F! PA! ,%&.&! R>h!|
%)B!,%&#*|D*76'&9.R&B! 7*18# #@),&B!*&D7*,&B!.16.,)2 #) 1 #8D*7?&8&2, 1#2! %&#*1&87 #72)'.,),&F
P1,! 7Al ,%&.&! D&7D'&! E%7! *&D7* &B! #8D*77&88&2,.! #2!  %&#2\@&®'ORN! %)B! 6&8&2! )$$&..#2@!
%8&)',%! .&*?#IQFB&! $'#8&2, &SD'#$#,)),&B!,%),! ,%&#* 8&2,)'! %&)',%! E71'B! %)?&BRR&B!

without help from the CAB: ‘1#%%/#%11*%11,4($#2,7"1%,+(0,4('2%10'%11'B, @%#0,"#(*%,4)0?,6:,
I'(;#%6 ’; ‘B, 4($#2,7"1%, %*2%2,$/,)*,07%, 6%*0"#; 446, 4($#2,:%,)*,2%1/")', DEEEH?%'%, )1,

slu  Z}%E2&V)#B!.i%&! ET1'B!%)?&!$788#, &BSHBRIFL*1$'#&2,.1*&D7*,&B!&SD'#$#,'/1,%),!,%&/!
E71'B! %)?&! 6&$78&! %78&'KB, 4($#2, 2"19#(10, 6:, ?2($1%! K,! $)2! 6&! .&&2! A*78! &SD'7*#2@!
$712,&*A)$,1)".1)2B! $'#&2,! *)U&S, 7*#8&.!,%),!-59!)$ #?#,/' D*&?&2,&B!'72@! ,&*8! %78&'&..2&..! AT*!).
)BB#,#72)101$ #&2AL* %&* #S!.)#B!,%8#*1B&6,!D*76'&8./E71'B1%) ?&!6&&2!E7*.&F!

J%#.18&)2.1,%),!U1.,!112B&*!,%*&&!al)* &*.17TAl, %&!$'#&2,.1#2!,%&!.)8D'&!),,*#61,&B! 71,$78&.1 &2 #*
TX17?&*E%&'8#2@'/!,7!,%&! -59FVERR# ?#B AN #,) #?2&2,&* ?#&B),) | #2A7*8&B! 71*'B&$72.1 72!
),,*#61,#72!)2B! B&)BE&#@%,M ).! E&! 71,'#2&B!)67?&! c.&$,#72! ;F[dF! X7TE&?&*" ). E&! 27,&B! )67
clients’ attributions were weighted to take into account other factors we could identify: for
&S)8D'&MNE&!B#.$1..1)67?&!1%7E!E&E&H#@%,&B!),,*#6 1 #EZATIN'E&2,)"1%&)',%!D*76'&8.MNE%#$%!
$#&2,.1),,*#61,&B!,71-591#2 &*?&2 #721#2!1?&* /1% #@%!D¥7D7* #72.F

L,E'1B&%&V'KC.#%$$%&'B#-'C/QB)$'/BQ&
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%l The WEMWBS questionnaire has been used in other research to identify changeshaingelbre ad post intervention.
Please see:

Lindsay, G. et al (2008) Parenting Early Intervention Pathfinder EvaluaResearch Report DCSRW054 Warwick:
University of Warwick

Donnelly, M. et al (2011)Patient outcomes: what are the best methods for measadagery from mentallness and capturing
feedback from patients in order to inform seniiogrovement?% HOIDVW 4XHHQYV 8QLYHUVLW\ %HOIDV

Collins, J., GibsonA., Parkin, S., Parkinson,R., Shave D. & Dyer, C. (2012)Counselling in the workplace: Hownte-limited
counselling can effect change in wbiing, Counselling and Psychotherdpgsearchl9.
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> 1PA,&2!!

ONI5"I7A!L%&! #8&
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08&!1al&. #722)H#*&!IE).1$78D'&,&BF!1 J%&!.&$72B!D7#2,!E).1)A,&*1 $78D'& #72! TA! ,%&! A#*.,| #2 ,&* ?#&
time period of some weeks had elapsed in order that a change in the client’s circumstances might h)?&!
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J%&IAH#2BH2 @.1D*&.&2,&B1%&*&BEB2E6)18!.)8D'&!).I TAIS1@1.,|;<=WF!J%#.1#.1$78D*#.&B!, %&! =R=I$#
E%7#2BHS), &BIH#2# #) | E# #2@2&...!, 716&#227'2&B1#2!, %&!%&.&)*$% M [RI7TA! %&I\<!I$#&2, |E%7!12B&
#2,8*H&EIC27,1)"1TAl %&8!$%7.&!, 7 A#"1#2! %& AT*8.1)2B!.78&! E&*&ITTBTITVEMN ) 2BIW;!*&.D72.&.!
A*T8!,%&IA#2) 2 &*PH&EID%).&F

X&*&IE&ID*&.8* @& ! B&.$*#D #78&).) #. #$.| U TE#2@!,%8&!*&.1', | A*78!,%&! %*&&! $7%T7*,.1al&. H#T72
Y& '#A&! TA! %&! D*7196&, 81 1%7 FIB&AH2#,&! ) 2BI)#2&B! #2$*&).&! #2! E&"6&J87@ @ %&!.)8D'&B!
$H#&2,&'&FIYTTAH2@)),! %&IAH*.1$72,)$,|E&!.&&!")*@&!2186&*.1 7 AIRH&R th' Inge of the time’ or!
‘rarely’ grouping expr&.#2@! 2&@),#?&! 71, FM41%&! A7"TE#2@8&! B#.D')/.! . %8786#2&B! .$7%&.! AT+
#2B#$), TTAI'TEIE& "6&#2@2B!;1) 2B H2BH#S), TR AI%H@% & E&" SQRBEN), #2#, #)1$72,)8,

+1,-(D12a3¢, /-%& (R-,? REB6-66;-85¢#&(K&Y5%+,(4#8&5+:5

( B-$-"((#"("+"-,H X?5-&(#"(+,A+£6
I’'m optimistic about the future! >>h! ‘Rh!
I've been feeling useful! ><h! :Oh!
I've been feeli2@'*&')S&B O\h! =\h !
I've been dealing with problems well! ><h! \ho !
I've been thinking clearly! ;Vh! WOh
I've been feeling close to people! W=Hh WRh
I've been able to make my own mind up about things( <h! >Rh!
2lel=R+
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( 17+6-(2( 17+6-(0( 17+6-(D(
4#;/%&->(DN( A#;/%&->(DN( 4#;/%&->(DJ(
I’'m optimistic about the future! ‘Rh! W=>h!lcpRIhd >\h!lcp;=hd!
I've been feeling useful! ;Oh! W=hllcp[ht O\h!lcpwwhd
I'?&!16&&2!IA&&'H#2@!1*&")S&B =\h'! ;\hlcp=<hd! >Oh!lcp;Rhd
I've been dealing with problems well! A\ | W\hlcp=<htd [=hllcpWWhd
I've been thinking clearly! WOh O;hllcp=Rhd [Oh!lcpW<Hd
I've been feeling close to people! WRh ><h!llcpWhd >\h!lcp==hd
I've been able to ma4&! 8/! 7E2! 8#2B! 1D >Rhl [;hllcp=0Ohd [;hlcp=0Ohd!
)671,1,%#2@.
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I’'m optimistic about the future! ‘FR+ WFZ\ WEF3\
I've been feeling useful! FRR Fv WF[O
I've been feeling relaxed! F>d F\>! WFEW
I’'ve been dealing with problems well! R\ ! WF;O WF]\
I’'ve been thinking clearly! WEOD WF3R WF\b
I’'ve been feeling close to people! WFa< WFW= WFWO
I've been able to make my own mind up WF3= WFR WFR>
)671,1,%#2@.
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A1@@E&. #?&ITAN #@2#A#$)2,1#2$*&). &I #2IE&"6&#2@!B1&!,7!,%&!*&.7'1 #72! 7TAID*76'&8.| AT* E%#$
-591)B?#$&!)2B! E%#$%! ,%&/! ), *#617&2@*" 7! -59! #2,&*?8&2 #R21* al)'#,) #?&! #2,&*?#&E! B),)! c.&&!
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J%&!A#2B#2@.!D*&.&2,&B!#2! .&$ #72IW!)67?2&! . %TE!,%),!,%&!8)U7*#,/! 7 AERRI 28 ¥ RBHD 7 .# #?&!
71,$78&.17A1-59)B?#3$&!)2B!),,*#61,&B!,%&.&!71,$78&.!, 7)1 ?&*/'%#@%!B&@*&&!,7!-591#2 ,&*?&2 #7.
$#&2,'E&*&!)6'&!, 71*&D7*,| A#2)2%#)'1 ?)' 1&.!A7*! ,%&.&!71,$78&.161,!)".7!*&D7*,&B! 7,%&*! 71,$78&.! . 1%
#8D*7?&B!D%/ #$)"' 7*18&PH &), %!)2B'E&"6&#2 @F!| &' E&*&!)6'&!, 71$7**767*),&!,%&.&!*&D7*,.16/* &A&*
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*1*&.&)*$%!'&B!1.1,71$72.,*1$,!#2B#?#B1)'1#8D)$A8)D) "1 $#&2,.1#2!,%&!.)8D'&F!]&!%)?&! D*7?#B&B! 4
L0#.1*&D7* )1, %*&&!B&,)#' &B!#2B#?#B1)'1#8D)$,!8)D.|[E%#$%!67,%!. % 7E!, %&!D*7$&..|A7"TE&B!#2!,%&
illustrate ‘typical’ pathways of clients seeking advice on debt, housing and benefits. Throughout!,%#.!*&D7*,!

E&!%)?&! %#@%'#@%,&B!,%&! $78D'&S#,/1)2B! #2,&**&"),&B2&..! 7TA!D*76'&8.! ,/D#3$)"/! A)$&B! 6/!-59! $'
,%&!&S)8D'&.1$#,&B#2!,%&!*&D7*,1)677&!B&872.,*%),&!,%#.|A#2B#2 @'E#,%!*&A&*&2%&!, 7. D&SH#AHS!S

91, *#)2@1"),#2@'B),))2B! 1. #2@! D*TBHE B T2A#*81) 2BI A#"1#21)2/\#2AT7*8) #72)'| @)D.N E&I E&*&!)6'&!
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found confusing and sometimes alienating, demoralising and belittling: clients spoke of feeling ‘1)30)6)1%2
“$H#)%2and 1)35%2, (*. It is also complex because clients’ medical condition (often involving mental
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In the course of our research, the CAB moved its gateway service to new premises within a ‘one_stop shop’
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of any improvement to suggest. They said such things as: ‘A EC <p] | v %o}e]3]PHO6984 } v
P}})nd‘/ }po Vv}S I BE ulCE |
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that the CAB ‘brand’ is ,*1.,&B!)2BI*&'#)6'&F
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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,

§Z Al ] P}} U ]S8[ ipesS } ]((] po&d!@?&)S$SH#HRP! AR, B $72,)$, E#,%!-59!
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process worked. However, a detailed scrutiny of the client ‘journey’ might suggest ways in which case
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% Resolution FoundationSqueezed Britain 2013, [(The CAB data come from the Petra
database. Median income data from DWRBow Income and Material Deprivation in the UK, 2011/1&

Some caution is
required. Only 59% of clients seen by CAB BANES had income data record@gtoa 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 datdeake coll
In addition, the income bands used by Petra do not correspond precisely ¢oehg pnd lowto-middle earners definitions. We
think that this will produce a small understatement of the number of clients in poverty. We are unable to estimateimityeerror
low-to-middle earner category because Petra does not give us housefmpldsiton 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, ate know
some with very low reported incomes (at less than £400 per calendar nrendlcally 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 Ipcagdition some
clients reported how their income was actually nearer zero, with beneditsppoyment income being zero.
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B*7D7AAMNB&)BE&#@%,)2B!B#.D')$&8&2, 1#+*&. D&$ #2&! TAID)* #$1')1$#+$18.,) 2, H) IBINERER)$&. F!
OMPIRE, %7B,%&2ABD &28*) #.H2BH#2@.1)$*7..')*@&! D7D1") #72.| E#,%71,1 &S, &2 # &G PBIBR)*$%oF!
J%#:59! *&.&)*$%!#21$72,%).,1$72.1' &BI$H#&2, .| BHEBIT1@%,!,7!88).1*8&'(1)* $7.,1)2B!,%&!'72@&*!
&*812)'1&17A1)21)B24#$& & ABY6&*&?2&*ID7. #6'&F 1 JBEE@6,167,%!)1*&) #. #SIB#B&2 #72!,7),%&171,$78&
)JE& ). al)'#,),#2&! ) DD*7)$%! E%#$%! 7TAA&*.|B&D,%!)2BI#2 #@%,F!]%),!, %6#.188)2.1#2! Yo#.1*&.&)*
%&MGOG3JILEYITA, $78&. | AT*I6&28AHSH)*#&.1, %), E&al7,&!)*&!6).&B!1)DD*7S#8),&' /1 72!RO!B),)! ¢
#.1)$,1)'1)2BI D*7?)6'&F! 15,1 %&! .)8&! #8&! E%&*&! $#&2,.1$71'B! 27,! @R #&) R/ TA! 71,$788&!?)'1&..
D*7S#&.) E&*&! 1.&B! 61,1 %&/! %)B! 7! *&"),&! ,71)$,1)"! 6&2&A#,! *),&.! 7*1 *&)'1 $).&! 71,$78&.1 #A! D7..
(1%, %&*87*&16&$)1.8!,%&!))B2HS&IBT78)#2.)*&). 7IB#H?&*.&!, % &1*&.8)*$%1%).1$%7.&2!, 712)*/!, %6&!%),&.IAT
7AANB&)BE&H@%,!\DBIBBE&2,)$$7*BH2@!, 7!, %&I $H*$1R,)ZH!, %&I #2BH#?#B 1) FBRIBH, %), 2&*/!
B&,)#&B2B!'72@#,1B#2)'1B),)! D7D1)%&! #8D)$,!8)D.I A7+ &2&*/| D)* #$1')*I $'#&2,1)2B!,%&! . 18! Al %8&.
71,$788.1D*7?#B&.1,%&!,7,) 11D*72&217)'1&!,%),1$)2!6&!.&,)) @)H2DI2$ 77, %&*&AT*& @H#?H#2@!E%),|E
*&@)*B).)I87*&I*761.,1)2BI*&'#)6'&#2D1,!,7171,$78&17) 1&!H) #TF!

J%&1*&.&)*$%! @*71D! E7T*4&B! E#, YR\ RARL' #&.!8&2 #728&B1)672&! 71 D*72#B&! %&! 87.,1 &S%)1. #72:
6&.,))?)#)6'&&PH#B&2$&I 72!, %&I#8D)$, | TAl-5R)BPBHS&IBR.2, /1) ?)#)6'&FIIK, |, 774NE0I$#&2,.1)2B!
#2728 #@),&B!,%&! DE&SHAHS.| TA! %&#*171,$78SIBRINTELRED)S,18)D.|EASE2. *1$,&BIAT) " I$#E&2, !
)2BI*761., | #2B#S), 7%.1%6)72&! 6&&2! . 7T1@%, | #2! T*B&*, 7! *)$&! %&! ?)'1&! @#?&2BIESBE&D *BRYDHE2, .|
1$%)).1.,),81)2B17,%8&*) @ &2$#&..F!

J%&IST*T") N TA! %o#.1B&,}#&BIET*41#.1)1%1@&!$7.,1#2!,&*8.1 TAl #8& N #2161#'BH2@!,%&! /., &8! TAI&?
B&,&*8#2#2@! ,.%&! \DD*7D*#),&! D*7S#8&.1)2B! #2! ) BULB#$) #2@! 72! 71,$78&.1 A7*! &)$)2BDEMRIAHS!
H2@'&i181' #D'&!71,$788&.!,%8&/|D*& . &2)SUBESD* 7B $&B!2), 1*&17A! %ott.1*&. & BRI6I&B!, %&! 1. &IPA&!
#27)'1)6'&! .D&SH)'#.,1 4127TE'&B@&! TA! 27" IBBUEEN E#,%8@)*B! 1%&! $#&2,! D7D1'),#72!)2B!)".7!-50!
D*7$&B1*&.!)2B! D*J8&F! K2! )BB#,#8&D*7TU&S,! $71'B! 27,! %)?&! %)DD&2&B! #2! ,.%&! E)/! #,! B#B! E#,
E7*4#2@! #2 HBRISON 683)1.&! TAl %&! D*7$&B1*&.1.&,11D!,7!D*7,&$,| $'#&2,| ST2A#B&2 #)'#,/1) 2B! -59!
J%&B&,)# &BI&.&)*$SUET*4] E). 1 D7. #6'&! 6&$)1.&! ,%&! D*7U&S,! $71'B! B¥)E! 1D72!)! ,&)8IIA&EF'
#2,&*PH&E&* N)2)'[.,.)2B! $7B..&)*$%&*.| E#,%859! 953G0,%),! @)?&!)21)8712,! TAI 12D)#B! #88&!,7! %8&!
D*7U&$,&.,#8),&B!), f=\<A<<<FIIK, 1. %&*&AT*&I$'&)*| %) IRRIPEB! 71'7741) 1) B2#$&!.&*2#$&.161,!, %&!
2&&B!,7IAT$1.IB7E2! 72! DE&SHAHS DBTE$78&.1&2@) @8&..!,%8&!*&.&)*$%! #21)| BHAA&*&2,1'& &' TA!)2!
)2B1.16.8a18&2, /181$%1%#@%&*I$7.,.1,%)21#.11.1)"/1, %&!$). & AT*IOMPKF

K2!,8*8.17A1 %&! A#2BH#2@.|E&!%)?& @#?&2!)!¥) #71 7TAI#2D1,!,7171,D1,.1)2B! E&!$)2!.16.,)2,#),&! %), !*
&?#B&2$&BY@ @*&@),&B!$'#&2,1B),)FIIXTE&?&HE%# ., |, %#.1B&BT2.,%),&.1, %&I%H#@%!)2B!.1.,)#2&B!
9%&) -591 *&D*&.&2,.! %#.! @#7&.1 1.1)1%),%8&* #8D'&! )@ @*&@),&B! D&*.D&S,#7&! ,%),! 2&&B.! A1) #A
AL*%&*112D)$44#2 @F ! J%EDEIFRR!?) 1&1 7TAl %&!)B#$ ! BHERR7, | @7UL.,1, 7!, %&! $ #R2RIT!).| E&!
VEI#2! .&$,#721 W/%&* .,)48%T'B&*! 6&28AHSH)*#&. #2$'1B&! %671.&%7'B.MN &8D EBEZ$S) )2B! ,%&!
D), &FNIL)181)$$%18,71,%8&.1.,), &16&$) 1. & #, 1*& #&?&. 1 T**&2B&* 1122&$&..)*/1.,), 1, 7*/)$ #2#,/16/),80&!.
)2B17,%&*) @&2$#8&.16&#,1#2!, &*8.1 TAI%T8&'&..2&.. N YT . DH#, ) #.) HT2MS)*&I THI7 V%&HAT*8 I TAIH2, &*?&
AH2BH2@.1)*&!16).&B1721#2B#?#B1) 1#2,&*?H#&E.)2B! %#.18#@%,  12B&*.,),&! %&#8D)$,| TA) B2#$&! 72!
&.D&SH)" I\ E#,%#2! %&! %71.&YFIBY)R! E#B&/F! G?&2! @#?7&2) ,%&.&! $)?8&),.1#, #.1 $'8)* 0563669
8)48&.1)21827*871.1$72, *#61 #72), TUp&ISHH#S!) 2BIA)SH# IHA&ITA! %&1)*&)1$72&*&BI6/!, %&! 7)1, % 7*#,/
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J%&!.,1B/1%).11.&B!,%&!0MPK!8&,%7B7'7@/!)2B!B&)',1#2!D*7S#&.1)2Blal)2 #,) &?6813&)95). ) BB&B!
)lal)#,) #28&! B#BE&2 #721,%),1) TE.1H2 #@ %, #2, 71 8T*&I#2,)2@H#6'& #..1&.| ST2A* T2 #2@! $'#&2,.! %),!)
#8D7*,)2,!,7!,%&8!61,1)*&I BHAA#SL' |, 718&).1%&1al)2,#,) #2& [F11 (T*1#2.,)2$&! % TE!$)2! 72&1), *#61,&!)! ?)
71B2#HS&! %), 6*HD@BH.,*&..&B1)2B!)2S#71.! D&*.72! .78&! 8&).1*&! TA! &87 #72)'| D&)$&! )2B! .&$1*#,/n
318&*71.1$'#82,.1&SD*&..&BI%TE! %&!D*76'&8.!,%&/1%)B!$)1.&B!,%&8! B&.D&*) #72")2S#&., /1) 2BID*7'
&I TAI27168#2@!)6'&!, 7! STDE! E#,%)! %084 'HA&! #,1)#72!)2B! , YBBEAGHSETZB! 7! 8)4&F! J%&!
E&"6&#2@!)2).#.) #I&! *&D7* | 8.B&. $*#D #2&! .,),#. B #2BH#S), 08&! *)2.#,#72.1 %&.&! $H#&2,.| E&2,!
9*T1@%!).1)!1*&.1',17AI-59)BP#$&F!IK, 1. %7E.1)I$'&)*1#8D)$,)$*7..)" 1 7TA! %&IE&"6&#2 @ B&HIFLI BO)#2
7A%&) @@) #7217TA! Y%&BYYH.18H@%, | 12B&*&.., #8),&1.78&!18). #2&! YottA, |ATHIS$&* H21#2B#?#B1) .| E
%7.&D*76'&8.1%)BIB78#2),&B!)2B! 6 #@%,&B!,%&#*! ' #?& FROTIOMEKI#71#.11.&AL'161, 1#,1#.1 72'/1

D)* #)#2B#$), 7*17AI71,$78&.!,%),12&&B.. 1DD'&ER@ | E#, %! E#B&*1$72 #B&), #72.F

J%&I*&.8&)*$%! E$7 D*7TB1$&BI#2!$'7.81$77D&*) #721E#,%!)'TH)1EBO$1..&B!)672&!)2B!, %#.1%)B!, %*&&!
8)#21)B?)2,)@&.C!,%&IAH*. 1#.1 %&I*&B1$ #72! ININ*TVEEH#2 @!1.!, 7! @&28*), & *#$%!B),)IAT*)I*&") #2&
V@& PB6&H TAISHE2 | GH&! . &$T2BI#.! %&IDTT'I TAI&SDE* #.&1%&)) #2@!, 7I$#&2,.1)2B!, %&H#*11.&! TAI-5¢
).1-59! D*7$&B1*&.0!)2B!, %&! , WHIBO&! )6#'#,/1, 7| B*)EI DX)$,#$)')2BI$7@&2,! . &*P#$&! $72$'1 #72.1 A*78!
L1B/! %), E#" 6&) TA! BH#*&S,! 1,##,/!1 7! G0&RB/! )2B&*2HS&! 1.8*.1 YHA&F! | "T+&T28* N %&! ., 1B/! E).
$*1D1'71.1 #2! B&?&'TD#2@! E*#,,&2! D*7,7$7'.1 )2B! @1#B&'#2&.! A7*! &)$%! ., |BEBEIHD@! ,%),!
*&D'HS)GHHEN 7,%8&* '7T$)' -59.! #.! &8#2&2,/! D7..#6'€).1 E&"! ).! D*72#B#2@! A7* )! *761.,! ./.,&8! 7A!
\)2B)*B#H#2@! )DD*7)$%&.! , 7! #2,&*PHEEH2@! )2B! $%&$4#2@! TA! #2,&*PH&E#2@! D*7$&!Q%)2B! 7:
#2,&*PH&E), TEBIHBED*7SH&.2B),)1%)2B'#2@! /., &S| EQMRLH | B&'#6&*),&'!, TIAT*8!)14#2BI TAI*&.&)*$%
7744 | AT E#B&*!1.&F

J%&ID*7TU&S,!,&)8!,%&*8ATTER.)2BI&SDES, .|, %), 1#, |A#2BH#2 @. | E#"!, %&*&AT*&I6&I TAIB#*&S,11.8&1,7!-!
)2B12),#72)"Ig!, 7! %&! .&$,7* 87*&I E#B&'/g! , 7! A12B&*.1)2B! . )4&%7'B&*.q!)2B! 7! )$)B&SHS.| #2,&*&.,&
B&?&7D#2@! ,77'.! 7! 8&).1*&! ,%&! #8D)$,! 7TAl .7$#)'| D1*D7.&! 7*@IPIR) &2 )E)*&! ,%),! ,%&! @)D!
68&,E&&2!,%8&!' TE&..,)) 2Bl %H#H@%E&..,| A#2)2$#)'1$)'$1") #72.1 TAI71,$78&1$).,.1. 78&IB716,! 7281, %&!*&'#)6
%&! OMPK! 8&,%7B7'7@/F! 5.1 #, #.1 6).&B! #2! %&! )@ @*&@),#72! TAl E%),! )*&! $78D'&S!)2B! 81' #D"
71,$78&M)2B! %).! 71*&'/! 72! D*TSH&OMPK! 2&$&..)*#P?7'2&.! )| %#H@%! B&@*&&! TA! &.#8) #72! )
)..18D,#721E%#$%!#.128 28> %&'&..16). &BI 7218S,&*2)" /1 2&*#AH#)6'&!) 2B E#B&/1)$$&D,&B!$78D)*#.72F!
721 OMPK! D*7@*&..& NOERD&! ,%),! AL, 1*&! *&.&)*$%)EAET AL* %&* *&AH2&BEA! %&! ,&$Y02HAE..
*EHOAT*SH2@!, Y& $*&BHOHH,[1)2B! @ &288) ¥ JORELFN %),187*&1'72@#, 1B#2)'11*&.8)*$%!,%),!,%)$4.!
71,$788.1778*1)21 &S, &2B&B! D&*#TBI#.1 28$&..)*/! 7! @#7&!)! *1&* D#$,1*&! TA! %&! ?)'1&! @E&28&*),#7
P1*1D*7TU&S,! %).| #3B&B! %7E! *&)'#.,1 . 1B#&.| TAI #8E)$67.&! 6).&B! 721 *&)'1)$$712,.1 TAl ,%&! $78D'&S!
D*7$&..! TAl #2,&*?&2 #72! )2B! $%)2@&! )2B! $)'$1'),&B! )$$7*B#2@! ,7! *&)' 2)'1&.! ).l A)*I }1 )21 #6'&!
$78D'&,&!)2BI&2*#$%!,%&!, &$%2#a18. ) 2BIE&I% 7TD&IAL*, %8>, 1EMRRIEHBBTBI 72! Yot |BT*4F

[[!



I"#$%& (#)" (*+,)- CI51., 1B/17A! %&!)BPH#$&!.&*2#$&ITAI9),%!)2BI37* %!G).,1078&*.&, I-#,# &2.15BP#$&191*&) 1

(PP0<>4106 '

(QQ%#-C?' " 4#3$%DKC%+' $"QC)' .BC-@4R"D/B$C"#' &F¥Y#R.%#$' R"D/ B#-' +%,, Y%C#.'
[H%&$C"#&
A@N(\+%8&(R+;8,-(K&5-"$%-A(.#8%: (b)%>-
K&%5%+,(:7-:C,%653
o X)?&T1LI@72&!,%*71@%!,%&!#2A7*8),#72!.%&&,!)2B!).4&B!, %832 HANal&. #72.n
e Explain that if you ask a question that they don’t want to answer, that is fine!
o KAL%&/IE)2,1,71.,7D!,%&!B#.$1..#72!),12/1 #8&",%&/!$)2!U1.,!.)/F

o (5-G!JIP!I(5-GC!X)?&!/71167,%! #@2&B!,%&! $72.&2,! A7*8n! P2$&! /71! )*&! 67,%! *&)B/%R.,)
#2,&*?H&ENM). A1#A! %&!I$H&2 1#.1*&)B/NAT*!,%&! ?T#S&I*&$T*B&*!, 7!.,)*,1*&$7*BH#2 @QF!9& @#2!,%
VH2@!,%&!$'#8&2,1*&A&*&2$&!2186&*!1)2B!,%&!B),&! 7TA! %&!#2,&* ?H&EF

o +XP3GC!KA! %&! #2,&*?#H&E! #.! 6&#2@! $72B13$,&B! 7?&*! ,%&! D%72&!)2B! PALIREL PABIT&.!
$72.&2,!A7*8!,71%)2BMN 6&@#2!6/").4#2@!,%&8!#A!,%&/!)*&!%)DD/!,71%)?&! ,%&! $727&*.) #72!"
P2$&!,%&!*&$7*B&*1%).!.,)*,&BMN6&@#2! ,%&!*&$7T*B#2@!6/!.)[#2@!,%&! $'#&2,1*&A&*&2$&! 21€
B),&!7Al,%&!1#2,&*?H&EN,%&2!@7!,%*71@ %! AeEBET2@R,!?&*6)'1$72.&2,F

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

e Try not to use too many ‘listening noises’, e.g. “mmm”, “lI see”, etc. as this can make later
¥)2.$44#D #7121 7TAL %&!I$#&2, 1?T#$& ! HIBB &L PF

G#A(5#()6-(57-(5#8%:(")%>-
e You don’t need to repeat questions word for word or ask them in exactly the same order. !

o J%&*&#.1)ID*78D,! .%&&,! A7 D)*,.1 TAl al&. #72!R1)2BI\! %), /711 $)2! %TE! %&! $H#&2,1 #Al /]
#2, 8*PHEEH2@IA)$&!, TIA)$&F

o KAI/71%8)2@&!,%&! 7*B&*! 7TA! ,%&!#2,&*?#&E!al&. #72. N D'&).&! $%&%$4!,%),!)" ,%&!al&. #72.19
$7?2&*&BIE#,%#2I/[T1*1B#.$1. #721E#,%!, %&!$'#&2 |6 &AT*&!/T 11 A#2#.%!,%&1#2 ,&* ?H&EF

e It may be useful to ask ‘opening out’ questions that help a client expand their answerF!.&A1'!
D*78D,.)2B!")BB#,#72)"1al&. #72.1)*&. 1@ @&.,&B!6&'7TEF

C6-),(+>>%5%H#&+,(d)-65%#&6

K21)BB#,#72!,7!,%&!,7D#$.1$7?&*&B E#,%#2! ,%&al&. #72.1#,18)[16&! 1.&AL, 7' @&,! ,%&! $'#&2,!, 7 &
D)* #$1)*ID7#2,%),!,%&/!18)4&F!078&!1.&A1"al&. #72.&/IDR7D'&!,7'&SD)2B!D7#2,.1$71'BI#2$'1B&C

o “)21/71!,&"8&!87*&)671,!,%),n"!
e “Can you give me an example?”!

o G#A(2BA7=@1&.,#72!8aHow / why did things happen that way?”!

[R!



e “What happened next?” “Let’s move a step back, you mentioned that ... could you ple).&!,&"18&!)!

II'

bit more about ...
e “How did you feel when...?” !
e “What effect did that have on you?” ((((({((
e “What makes you say that?” !
e “What made you feel like that?” !
o “C71'B!T71!&SD")#2IE%),!/71!8&)2!E%&2!/71!.)/1"!
e “Can | take you back to something you sa#B!&)*'#&*It!

#8%:(0)%>-(Y)-65%H&6(
=F X7E!B#B!/71!A#2B!71,1)671,!,%&!159n
!
F 1%/'B#B!/7118)4&!,%&!B&$#.#72!,7!1$78&!. D&S#A#S)"/!,7!,%&!-59! AT*1)B?#$&nN
!
WF-)2!/711,&"18&!1)16#,1)671,!,%8&! #,1),#721,%),1/711%)?&!.71@%,!)B?#$&!A7*n!
+MP"+JC!]%),!$)1.&B!,%#.!.4),#72!,7'%)DD&Pn
!
>F 9&AT7*&!711$)8&!,7!,%&!-591%7E!E).!,%#.1#..1&)AA&S$ #2@!/71n!
PROMPT (as appropriate): ‘How did it affect...!
)F N71*1%78&!.#,1),#72
6F N71*IA#2)2%$#)'|.#,1), %72
$F N71*1&8D'7/8&2)
BF 52/16&2&A#,.17*1,)SI$*&B#,.
&F N71*1%&)",%!cD*78D,#Al6&&2!,7!, % & Z&PIB®) @27 .&BIE#,%")2/'#.11&.d
AF 52/1&B18$) #72!7*| ") #2#2@!c#2$'1B#2@'&B1$),#72! 1AI$%#'B*&2d
@FN71*1*&"),#72.%#D.|E#,%!A)8#' /"N $%#'B*&2!)2BIA*#&2B.

QWFENT71**&"),#72.%#D.|E#,%!7,%&*! . &*?#$& .| C&F@F! 1, ##,/! &*?#$& M$712$#" . &*?#$&.1.1$%!).1.7
%71.#2@d

#F N71*@&28*)|EGRH#2@")2Blal)#,/\TAI'#A&
!
OF]%),!9%).1%)DD&2&BI#2!/71*)B#$&!.&. #72.1),!,%&1-59n

!



I"#$%& (#)" (*+,)- CI51., 1B/17A! %&!)BPH#$&!.&*2#$&ITAI9),%!)2BI37* %!G).,1078&*.&, I-#,# &2.15BP#$&191*&) 1

[F

XTE!%).1 ,%&! )B2#$&! /71! %)?&! *&$&#7&B! 8)B&! )! BHAA&*&2$&! , 7! /71 #,1)#72! c@7! 7?7&*! 48
al&. #7210!,%),|E&*&ID*&?#71."/!B#.$11.&Bdn

RF Q#B1)2/17,%&M@)24#.),#72.1D")/1)ID)*, 1#21$%)2 @#2@!/71*.#,1) #72n!X7EN

+MP"+JCKA! $%)2@&.1%)?&! 7$$1+*&B! 71 /71* #,1) #72! 71 E%),! &S, &2, E).! ,%¢#.1).1)1*&.1",| TAl . %68&! %6
06)?&) *&$&H?&B! A*78! 9%6&! -591)2B! %7E! 81$%! E).| B1&! 7! 7,%8&* D&7D'&! 7*! 7* @)Y 6 TAN%&!
AT'TE#2@!.,),&88&2,.1B7Y71) @*&&E#,%!87..n!

\F

JF J%&I$%)2@8&#.1$78D'&,&'/16&$)1.&! 7A! %&!1%&'D!)2B!.1DD7*, | @#?&216/!,%&!-59!c=<<hd

6F J%&!$%)2@&!#.187.,''6&%$)1.&! 7TA! ,%&! %&'D!)2B!.1DD7*,! @#?7&2!6/!,%&!-59!)2B!)!.8)"I D)*,! B
7,%&*ID&TD'&! 7T*17*@)2#.),#72.1tROd

$F J%&!$%)2@&!#.1)671,1%)'Al6&$)1.&! 7TA!,%&! %&'D!)2B!.1DD7*,! @#?7&2!6/!,%&!-59!)2B!%)'Al B1
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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.

citizens

the charity for (LIS
your community bureau

the economic impact of social action

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. <RX ZRQYfW EH
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
\RXU H[SHULHQFHV ZH ZRXOG OLNH WR JLYH \RX D WYoD @iN
receive £5 after the first discussion and £10 after the second. You can withdraw your involvement

UH

\R>

and any information that you give the study DW DQ\ VWDJH DQG \RX GRQYW KDY

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,

RO



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.

I
Contact details

If you have any further questions please contact:
Michelle Farr, University of Bath, Tel: 01225 385593, Email: m.farr@bath.ac.uk

1
Thank you for your time and involvement in this project.
[
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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:

Not affecting Completely
my life at all ( affecting my life (

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?

Very unlikely 1 2 3 4 S 6 7 8 9 10  Very likely

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

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

None | Rarely | Some of All of
STATEMENTS of the y the time Often the
time time
,YYH EHHQ IHHOLQJ RS 1 5 3 4 5
the future
,IYH EHHQ IHHOLQJ X\ 1 5 3 4 5
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,IYH EHHQ G Hobobldnt dvel

IYH EHHQ WKLQNLQJ

,TYH EHHQ IHHOLQJ F(
other people

,I9YH EHHQ DEOH WR PL

own mind about things

Short 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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)8712,.)@*&&B!$72 #21&F!1&!).4&B!)6 71,/ E#H&*&!D7. . #6'&!#2!,%&! A#2) 1#2,&*?#H&E MU TE&?&* EY&
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'#?#2@!6&'7E!,%&!D7?&*LYHBX&)#'&B!#2!,%&!8)#2!*&b|¥*,

(
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HB&N).1 Yot 117281 TA! %&IA12B)8&2, ) E)/.1#2I E%#$%!,%8&1-59148&D.1$7., ' TEFIP1*1#2D1, | A#
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o J%&I$T. ID&HISH&2,IBT&.1$%)2@&IA*T8Y&), TV&)*FIN]&I%)2&!$%7 . &2!, %6 & /& IH B ELRHBIRD' &
E).)B?#.&BFIK2! %&!/&)* ;<=<i==! %&! $7.,| D&* $'#&2, E).| f[V1)2B!#2! :<==i=;!#,| E). f]W! c#2$' 1B#2(
Z),&E)/1)2B1)B2#$&! $#&2,.dF! 1 J%&! A)"1#2!$7.,1E).1$)1.&B! 6/!,%&! #2 *TB1$,#72! TAl %&! Z),&E)/! /.
E%#$%!#2$*8).&B!,%&12186&*1 7 AYSBHER)IF11J%E&1.,), &I TAl %&1&$7278/1)2B!,%&!,%*&),1 TAI$%)2 @&
E&'A)*&I81.,1).719%)?&1$72,*#61,&BF!1J%&!91*&)118&, !, %6#. 1#2$*&,).&BIB&S)2BI6/!, #2#H2@1)2B!1.#2
27'12,88* F

% New Economics Foundation (2010)itcomes in Advice. London: New Economics Foundation and Advice UK.

%0 Wagerates for various volunteer roles are based on the amount paid for equivalent roles in the Bureau discounted to reflect
impact of the very parWWLPH QDWXUH RI YWe@XQWHHUTV FRPPL
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RWXK(5"-+5;-&5(#7?(68-:%7%: (#)5:#;-6(+&>(+,,#:+5%&((8"#] %-6
I"#$"00%8&" () H&" - *+(/*0" (-+1*2"+1-2*#$'31"0%

(7*1)1.,),& D*7S/!,716&1)"7$),&B!, 7!, %&I$#&2,!,%&/181.,1%)?&!6&&2! @TH#2@!, 7!, %&! Z+I AT %&#*1882,)
D*76'&8")2B!%)?&! *&D7* &B!)21 #8D*778&882,| #2! %&#*18&2,)'1 %&)', %! D*76'&8!).1)1 *&.1',| TAI #2,&*?8
A*78!,%&1-59F

(7*N)21#2B#?#B1)''D*7S/!,716&!)"7$),&B!,%&!$'#&2,181.,!%) D& KB A&&'#2@ .| TAIB&D*&. . #72M)2S#&,
7,%&*18&2,)'1%&)",%!#..1&.1¢61,!127,1U1.,!.,*&..dN)2B!%) ?&!*&D7*,&B!)21#8D*7?&8&2,1#2!,%&#*18&2,)'|°
D*76'&8!).N)1*&.1'",I7Al#2,&*?&2,#72! A%h3.!-59F

(7*1)21#2B#7#B1)')2BIST*64#B#,/1.,),& D*7S/!, 716&1)"7$),&B!, %&! $#&2,1%)B!)!'72@!,&*8!%&)', %! $72B#
)2BI*&D7* &BIAG&H#2@.| TAIB&D*&. #721)2B1)2SH&, IFIK2! %8&.&!$).&.1#, 1#.112$'8)*1 %), | $ #&2, | *&SEH !
A7 B&D*&. #727 61,! %&/! B2B! Ya! 12B&*/#2@! '72@" ,&*8! %&)',%! $72B#,#72! %),! 8)/! %)?&! 6&
&S)$8*6),&B!6/! B&D*&. #72F!K,1%).16&82! &. #8), &EITHBED,)'| %&)', %! #2$*&).&.! %&!)2&*) @&!$7.,! TA
3X01.&*PH#$&I1.&16/18)$%!D&*. T2IE#,%)!'72@!,&*8I$7 2BA5#7RI6L’s Fund 2012).1

P2&I/&)*IB1*) #721E).1)"7$),&BIAT*1&)$%! 7Al %8&.8&! D*7SH#&.IB1&!, 71 7,%&*1$78D712B#2@! A)$, 7*.M1), *
)2B!B&)BE&H#@%, E&*&!67,%!1.1)"/1$)'$1'),&B!),I0<h!)2BIO<hFI5, *#61 #721E).1$#82,! DESHAHSI EY&*
D*&$#.&'1@)?&))2!), *#61,#72!. $7*&IH#21*& TR 171, $78&F

4-$"%%0*

1%&*&!)1$'#&2,!.)#B!,%),!, %&/INA&'1'&..!. *&..&B) .)I*&. 1 1 TAI@7#2@!,7!,%&!-59!c61,!B#B!27,!&SD*&...!/
TAIB&D*&..#721)2B!)2S#&,/'E%#$%!)?7#B.I1B716'&!$712,#2@d!)2B!%)B!27,'6&&2!,7!,%&! Z+") 21 #2B#’
*&'H&AI D*7S/P6R&2! #2$' 1B&BF! J%#.1#.16).&B! 721)21)DD*7S#8),#72! 7TA! ,%&! $7.,! 7TA! . *&..1$712.&"#2
%&'D.!D&7D'&!, 71*& ) #2! Y% &#*!.))6#'#, /' E#,%#2! . *&..AL'l #,1)#72.1c1.&B! #2! J%&!5$,#72! Z*71DN5..1
M&D7* M <=<dF!

1%&*&N)ISHE2,1.,),&.1,%),!,%8&). *&. IA*TO&IH.. 18! Y%&/*&$EH?&B)BHS&IAT)AALS, &BI&H, %&*!, Y &H*!
DY%/.#$)'1%&)',%!)2B!,%8&/1%)?&!1)21 12B&* #2@! ' 72@! ,&*8!%&)',%! $7T2B# #7217+ B#.)6#'#,/!,%),18)/1 %)
&S)$&*6),&B! 6/!,%8&! ., *&..N )21 )BB#,#72)8FB#BH, /| D*7S/! %).| 688&2! #2$'1B&B! ). Bt .| A#2)2$#)']
D*7S/1#.11.&BIE%&2!, %&I$'#8&2,1.)/.1,%),, %&#*!. *&..1E). *&B1$&BI)A, &*1,%&/1%)B!6&&2!, 7!,%&!-59F!

P2&!/&)*IB1*) #72!E).1)"7$),&BIA7*1&)$%! 7A!, %&.&! D*7SH#&.1B1&!,7!7,%&*|$78D712B#2@! A)$,7*.M),,
)2BIB&)BE&H@%,|E&*&!67,%!1.1)" 1$)&B!),|0<h!)2BIO<hF!5, *#61 #721E).I$'#82,|. D&SHAHSI EY&*&!$'#
D*&$#.8'1@)?&1)2!), *#61,#721 $T*&IH#21*&") #721,7) %ott.1 11, $78&F

5'0"1"%% (" %%

J%&*&! E&*&! [ET! $),&@7*#&.! TA! %78&'&..2&..! D*& 28D #BE%&*&! -59! )$,#72.! %)?&! #88&B#),&'/!
D*&?&2,&B! %&&..2&..! )2B! #&'( 5-";( E%&*&! B&6,! 8)2)@&8&2,! 7*! 6&2&A#,! )B?#3&! D*&?&2,
%78&'&..2&..1 #2! ,%&! A1, 1*&F! K2! ,%&.&! $).&.! #A! ) $#&2,' E).! 12)6'&! ,7! ) AAT*B! *&2,! B1&! ,7! 6&2&A
., /DD&B!)2B! ,%&! -59! E).! )6'&! ,7! #2$*&).&! #2$78&! ,7! D)/! *&2,M ,%#.! $)2! 6&& B HB'72@! ,&*8!
D*&?&2,#72! 7TA1%78&'&..2&..FIKA! %&! #,1),#72!%)B! $72 #21&B!).!#,1%)B" ,%#.| E71'B! %)?&!8&)2,!
T72@! ,&*8! %78&'&..2&..! $71'B! %)?&! 7$$1**&B! B1&! ,7! *&2,! 7*! 87*, @)@ &.! 27,! 6&#2@! D)#BF! Y7
D*&?&2,#72!%).172'/16&&2! #2$'1 B&B! E%&*&'E).)! $'&)*'72@!,&*8! , *)U&S, 7*/1 7*1 ,%&! $'#&2,.1%)?&! . )#
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