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WELCOME
I am very pleased to present our 2021 Annual Report. At a time of such economic
and health-related uncertainties, by growing and sustaining Citizens Advice Merton
and Lambeth (CAML) we continue to make a positive and significant impact on
behalf of our funders, volunteers, staff and, most importantly, our clients.
Thank you to all of our dedicated employees and volunteers, led by our Chief
Executive, Suzanne Hudson, for the considerable efforts they continue to make for
our clients. In particular, responding to the challenges of COVID-19 has required
everyone to adopt new ways of working so clients continue to be the central focus
of our work. CAML appreciates the dedication, skills and professionalism each
person has brought and continues to bring to their role.
I would also like to thank the commissioners of our services and all of our funders
for the ongoing support and confidence they place in CAML. Despite the additional
funding that CAML secured this year, the demand acceleration we've seen has
outpaced our capacity to support all who need us. With our analysis suggesting the
demand for our services will continue to grow across Merton and Lambeth, we
continue to work closely with commissioners, partners and funders to support our
communities.
We continued to strengthen the Board by welcoming two highly experienced new
trustees to replace others that decided to move on. The Board will continue to
oversee the performance of CAML closely and ensure the CAML strategy is executed
with integrity and financial discipline. Many thanks to my Board colleagues for all of
their contributions over the past year.
Throughout the time I have served on the Board, we have faced many challenges,
but CAML has continued progressively to deliver its plans. We are all committed to
continuing to create substantial value for our clients, and I look forward to reporting
on our continuing progress.
Jatinder Gosal
Chair of the Board of Trustees
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OUR PURPOSE AND
MISSION
Throughout life, we all encounter problems that catch us unprepared, or are
beyond our control. When local residents need guidance and advice
support, Citizens Advice Merton and Lambeth (CAML) is here to provide
them with free, independent, impartial, and confidential advice.
Through performing Research and Campaigns work, CAML also supports
the improvement of policies and practices that affect people’s lives both
locally and nationally.
Citizens Advice Merton
and Lambeth is an
independent charity
offering a mix of advice
services and support. In
fact, we are one of
London’s leading and
busiest advice charities.
We were one of the first
Citizens Advice services
to open our doors in
1939. With over 80
years’ experience, our
services and support
are as
important today as
when our work began.
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WHAT WE DO
We support people with a range of problems including housing, debt,
benefits, employment, relationships, and consumer rights. Increasingly,
people have more than one issue they need help with and the complexity of
individuals’ advice needs is rising. We offer the following advice services:

Advicelines
Merton and
Lambeth

Pound Advice
L&Q Housing
Information
and Generalist
Advice

Immigration
Support

Lambeth
Council Tax
Support

Universal
Credit Help
to Claim

Wimbledon
Guild

Merton
Disability
Welfare Service

EU Settlement
Scheme Service
Support

Lambeth
Children’s
Centres Service

"Thank you all the team [CAML], for your ongoing
support. I couldn't have done this without you."
- Client
Client
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HOW WE HELP
Advice telephone and online query service
Our Adviceline telephone and online query service provides information,
assessments and support through two Advicelines – one for Merton and
one for Lambeth.

"CAML’s service is very important for the community
as many of us are going through desperate times.
The support and help we get means the difference
between life or death."
- Client
Client
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This is Anthony*
Anthony is just one of the people we helped last year. Overall, we
helped over 20,000 people with a range of different issues.
Anthony called Adviceline requesting
support for a grant application. He had a
range of debt issues, received Universal
Credit and was unable to work due to ill
health. Adviceline completed a
comprehensive advice assessment and he
was scheduled an appointment with an
Adviser to complete and submit grant
application, as well as check eligibility for
PIP. He was also recommended and
offered debt support, which was initially
declined.

Following advice appointments, Anthony
contacted Adviceline thanking them for
their help and asking for debt support. He
was then assisted by a Debt Adviser. Given
his situation, Anthony was supported over
a number of months.

*

Name changed for confidentiality
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HOW WE HELP
Information and Generalist Advice
Pre-COVID-19 lockdown our three offices provided a mix of support services
including information, assessments and pre-booked advice appointments
with generalist and specialist advisers. During lockdown, all services moved
remotely (telephone, video conferencing and digital). When Government
guidance permitted, we gradually resumed our face-to-face work.

"Without your amazing help I would have been so
lost. You helped me when I was at my lowest point
and felt very, very depressed and just wanted to
give up. This lady and others who supported me
have been a lifesaver."
- Client
Client
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Natasha’s story*
Natasha is one of the clients who received advice support from a
number of our services.
Natasha initially contacted
the charity by email when
her Universal Credit
application had been
refused due to lack of proof
of habitual residence. The
consequence of this meant
she was unable to pay her
bills and her landlord was
threatening possession
action.
She was supported by one
of our EU Settlement
Scheme advisers to make an
application to the EUSS
Scheme and by another
adviser to make an appeal
against her UC refusal. She
was also helped by one of
our honorary legal advisers who provided guidance for claiming Child
Maintenance from her ex-partner. Natasha received comprehensive
support over several months.

*

Name changed for confidentiality

8

HOW WE HELP
Specialist Services
With a rise in the complexity of client issues, many cases require specialist
advice, as well as more extensive and ongoing support. Here are some of
our specialist services:
Lambeth Children’s Centre Service - support for families in
need with children of 5 years or younger
Pound Advice L&Q Housing – debt and financial capability advice
for London and Quadrant Housing Association residents
Merton Disability Welfare Service – expert advice for
disabled people living in Merton
Universal Credit Help to Claim – support for individuals
from early application stage through to first payment

Our specialist services helped
over 2,000 individuals in the past
year. The Lambeth Children’s
Centre Service supported 230
families with over 1034 issues,
while our UC Help to Claim
advisers supported 674 clients,
securing financial income of over
£2 million.
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Helen’s story*
Helen is one of the many clients who were supported by our specialist
advisers in the past year.
Helen was referred to us through the Pound Advice Service. Unfortunately,
her health conditions had deteriorated during the pandemic and a friend
recommended her to contact us to see if she was entitled to additional
benefits. Our Adviser completed
an assessment including a
detailed benefit check. She was
entitled to Limited Capability for
Work (LCWRA) and work-related
activity Universal Credit element.

On Helen’s behalf, we contacted
DWP. Not only was she placed in
the LCWRA group, she was also
awarded over £6,000 in
backdated entitlements. We
continue to support her in
claiming Personal Independence
Payment (PIP).

*

Name changed for confidentiality

10

OUR VALUE TO
SOCIETY AND THE
COMMUNITY
For every £1 invested in our services in 2020/2021, we generated*:

CAML’s support and advice generated £3.4 million in fiscal benefits and over
£12 million to the people we supported. The wider economic and social
benefit of improving clients’ wellbeing is estimated at over £30 million.

*All data calculated using the Treasury impact model available to the Citizens Advice network.
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KEY FIGURES
 Income for 2020/21 - £1.231M
Merton Core (incl. Merton
Adviceline & COVID support)

6%
32%

Lambeth Core (incl. Lambeth
Adviceline & COVID support)

35%

UC Help to Claim
Specialist Services/Projects

10%

17%

Donations and Gifts in Kind

 Expenditure for 2020/21 - £1.135M
1%

Charitable services and
activities
Fundraising
99%

 Number of staff - 30 (average during the year)
 Number of volunteers – 24 (supported us remotely throughout the
year; increased when we moved to hybrid volunteering in April 2021)
 Number of clients > 20,000
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LOOKING TOWARDS
THE FUTURE
Over the past year we developed and implemented a new five-year strategy
in consultation with staff, volunteers, funders, commissioners, clients and
other stakeholders. The strategy was approved by the Board of Trustees in
December 2020. Thank you to everyone involved for their time and
participation.

Our strategic priorities 2021-26 include:
To deliver the highest quality advice and support across the
range of our services
To use technology to enable multi-channel access and to
support as many clients as we can in the way that best meets
their needs
To ensure our services are accessible by prioritising face-toface support for those who most need it and finding other
means to help vulnerable clients
To invest in quality training and supervision to make the
most of our exceptional staff and volunteers.
To build the long-term success of the charity by prioritising
financial sustainability and by attracting more investment
from our communities
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Citizens Advice Merton and Lambeth supports our local
communities.
We provide free, confidential, impartial and independent advice to
help people overcome their problems. We are a voice for our
clients on the issues that matter to them.
We value diversity, champion equality, and challenge
discrimination and harassment.
We’re here for everyone.

Thank you
Thank you to our staff, volunteers, funders, and supporters.
Without you, we would not be able to deliver our vital services to
the individuals and families across the London Boroughs of
Merton and Lambeth.

caml.org.uk
Citizens Advice Merton and Lambeth
@CAMertonLambeth
Citizens Advice Merton and Lambeth
Citizens Advice Merton and Lambeth is a registered charity (1046018) and a company limited by
guarantee (02914384). Registered office: 7 Crown Parade, Crown Lane, Morden, SM4 5DA.
Authorised and regulated by the Financial Conduct Authority (617664).
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