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Executive Summary
Introduction
In 2016, Citizens Advice Wandsworth (CAW) and Wandsworth Community Empowerment
Network (WCEN) were awarded a four-year grant by the Big Lottery Fund (now known as The
National Lottery Community Fund) to deliver the Community Centred Help Through Hardship
Crisis project. The Big Lottery Fund’s Help Through Crisis programme acknowledged that 13
million people across the UK continued to experience poverty (Joseph Rowntree Foundation,
2014) and over the last few years there had been a significant increase in situations where
people have reached an emergency in relation to a lack of basic needs such as food, shelter,
fuel and basic health and/or social care. The Big Lottery Fund wanted to fund projects that
enabled people to access and navigate the services they need to address their immediate
difficulty and help prevent it happening again by tackling the more underlying causes.
To address these identified needs, CAW and WCEN are working in partnership with
community, faith and social networks and groups to develop and deliver tailored, communitybased advice and advocacy for people in Wandsworth facing hardship and crisis. In 2018, CAW
commissioned a mid-term evaluation. This mid-term evaluation report highlights results and
successes of the project to date, challenges and lessons learned, and recommendations for
the remainder of the project.
Evaluation Approach
The mid-term evaluation was conducted between October 2018 and January 2019. A mixed
methods participatory approach was used, framed by theory-based impact evaluation
methods including Contribution Analysis, Process Tracing and Raynor’s Framework. The midterm evaluation examined the impact to date of the four key areas of the project:
• Advice and advocacy support for individuals: CAW is providing advice to people facing
hardship and crisis
• Advice First Aid / Assessor training and then referral into CAW: CAW has trained 5 Cohorts
of community volunteers in Advice First Aid. Some have gone on to undertake the sixmonth Citizens Advice Assessor training, after which they are able to operate as Citizens
Advice volunteers within the community;
• Network Events / Conferences: CAW and WCEN organise events for partner organisations
in the network. Network events can be themed around single issues, such as Universal
Credit or the Homelessness Reduction Act, etc. Annual conferences are also organised,
which report back to the network and other stakeholders directly on the performance of
the project; and
• Policy influencing: working with Wandsworth Council to identify the underlying issues that
contribute to individuals in hardship slipping into crisis.
Results and Successes
Supporting individuals facing hardship and crisis
The project is successfully engaging with individuals facing hardship and crisis and is
succeeding in addressing the short-term needs of these individuals. with longer-term results
v

that could impact wellbeing beginning to emerge. For example: an older man known as ‘S’,
with mental health difficulties, suspected learning difficulties, with no English or literacy in
any known language was referred to CAW after being abandoned by his family. By using a
networked approach and working alongside its network partners, CAW has been able to
address ‘S’ critical immediate needs and stabilise his medium-term situation, as the
illustration below shows:

Learning
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Mental
Health
Diﬃculties

Interpreter

S

Contacted GP
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no
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Psychiatric
Assessment

Abandoned
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Wandsworth Early
Intervention Team

Health Visitor for
Asylum Seekers &
Refugees

Social
Services

Benefit Applications &
Payment
Arrangements for Bills

Temporary
Accommodation
Dentist & Other
Health Services

Monday drop service helps with
translating letters

There is evidence that Advice First Aid-trained community volunteers are signposting and
supporting individuals themselves.
we have signposted to various other organisations, including: Citizens Advice (Wandsworth
and other boroughs); South West London Law Centre (SWLLC); Community Action for
Refugees and Asylum Seekers (CARAS); South London Refugee Association (SLRA);
HomeStart; Shelter, and various children’s centres.
– Little Village Partner Update, July 2018

Advice First Aid training
The AFA training is the stand out success of the Help Through Hardship Crisis project to date.
The model challenges previous notions of what it means to deliver advice to people in need
and has resulted in advice skills been identified by participants as a useful, and in some cases
an essential, ability to have.
She came to CAB for support with [her ESA claim] when it was suggested by a friend who
works for … the Hope Atrium [a Hardship Crisis Network member].
– Service User Case Study, Lewis Insight

Promoting voice of those experiencing hardship and crisis
The network events have been successful in amplifying the voice and experiences of
individuals facing hardship and crisis. Beneficiaries of the project have given successful and
vi

impactful presentations and talks in these forums – which have been heard by a range of
attendees including senior decision-makers. . These events also encouraged Wandsworth
Council to explore the delivery of AFA training to some of its staff teams and councillors, which
is an unexpected positive result.
Developing relationships between organisations and communities
CAW, through its relationship with WCEN and as a result of the project, has been able to
increase the diversity of the referral agencies it works with. As a consequence, it has increased
the diversity of both its team and the clients that it supports.
Taking a network approach to developing and delivering the Help Through Hardship Crisis
project has resulted in CAW developing relations with a broader range of organisations.
Some of these organisations were previously outside of CAW's scope of influence or
engagement. Its relationship with WCEN has proven to be crucial to securing the
participation of BAME groups and non-Christian groups that had previously not considered
CAW as somewhere for them.
- Outcome Harvesting Statement on the increase in diversity of people contacting CAW for
advice and support

WCEN has raised its own profile further and has challenged perceptions of the organisation
as a niche organisation within the borough that only works with BAME organisations. Both
organisations have had some influence on the ways of working of the other.
Challenges and Lessons Learned
Flexibility
The project successes are down largely to a high degree of flexibility and adaptability amongst
the project team, and the team’s willingness to discuss issues with their management teams
and the project oversight panel, together with a rare willingness on the part of CAW and
WCEN to engage and challenge each other and adapt as a result.
CAW has been open about the internal changes it has needed to make in order to adjust to
the different ways of working of its network partners. CAW is clear about the positive impact
changing some of its ways of working to accommodate community-based volunteers being
trained, and making referrals into CAW, has had on its systems. WCEN has acknowledged
that the project management rigour that CAW has brought to the project has been useful for
them, and they have adapted some of their systems to benefit from this learning.
Data collection
Data collection from community volunteers trained as AFAs remains a challenge, and the
project team has limited information on how many individuals are being helped directly or
signposted across the network as a result. CAW and WCEN have learned that in order to
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successfully collect data with the AFA partners, the way a question is asked, the type of
questions, as well as where and when the questions are asked are all necessary
considerations.
Supervision plays a role in data collection and as the group of trained AFAs increases and AFAs
train to become assessors, they require more supervision in order to provide effective support
as well as collect relevant data which provides a challenge in the longer term.
Hardship Crisis Network and Advice First Aid Network
CAW and WCEN intended to develop two networks as part of the project: a network of
community organisations and a network of community volunteers. At this point the two
networks demonstrate different engagement levels.
The network of community
organisations is not yet fully engaged and is a network in name only at this stage of the
project. Network members are more likely to recall that the events put on for the network
(mostly training or information events) was the sole activity of the network. This limited
engagement may also be having an effect on the referral rates into the project team at CAW.
CAW is aware that referral rates are not as high as expected and are working to address this
through ongoing engagement with partners. Developing a sustainable network rather than
one that simply endures for the project period is a challenge as many organisations are used
to operating in their own unique way which affects their ability to engage more broadly in
sharing learning and workloads.
However, the network of community volunteers, the Advice First Aid Network, is functioning
better than the organisational network. AFA-trained community volunteers do develop links
with those in their own training cohort. CAW has identified that it needs to do more to follow
up with the AFAs to keep the network of community volunteers thriving.
At the evaluation validation workshop, participants acknowledge peer-to-peer learning
amongst AFAs would be a useful part of developing skills and expertise across the AFA
network and having more than one person trained as an AFA in each organisation would be
of value.
Participants also highlighted that it was important that partners needed to know the
outcomes achieved for service users referred to the Hardship Crisis project. While the
collaboration experience had been very positive, a clearer network identity was needed,
together with an understanding of what network membership meant.
Advice in communities
The participants in the validation workshop on 29 January 2019 also put forward lessons
learned from the project to date and highlighted that the term ‘advice’ means different things
for different groups while different community settings might have different needs. This is
important when considering the way AFAs might be working in their communities and the
support they need to continue delivering the service in their communities. Cross local
authority issues needed to be considered to accommodate those who live outside of the
border of Wandsworth but access community support within the borough.
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Recommendations The mid-term evaluation report makes several recommendations,
outlined below, under four headings. These recommendations are based on the findings of
the mid-term evaluation and aim to enable CAW and WCEN to further develop and
successfully implement the remainder of the Community Centred Help Through Hardship
Crisis Project.
R1 Network Development:
R1.1: The Hardship Crisis Network, led by CAW and WCEN, should review itself against the
capacity areas outlined in Raynor's Framework and decide which it needs to improve to
ensure that it grows to be a dynamic and sustainable network.
R1.2: The Hardship Crisis Network should also review the collaboration matrix in Raynor's
Framework and agree where it currently sits on the matrix and then where it would like to sit
on the matrix. This will help to identify the level of effort and planning needed to develop the
network further.
R1.3: The Hardship Crisis Network should review the four network questions in Raynor's
Framework with each of its members (this can be done at both an organisational level and at
an individual level).
R2 Data Collection and Indicators:
R2.1: The Project Oversight Panel, together with the senior management teams of CAW and
WCEN need to agree what data and information they need to see in order to fulfil their roles.
R2.2: Indicators for Outcome 3 and Outcome 4 should be reviewed, and changes discussed
with the donor.
R2.3: Collecting data on individuals who get advice and support from AFAs without being
referred to CAW needs to be collected on a regular basis.
R3 Engagement of beneficiaries CAW and WCEN, together with the network partners, need
to increase the level of engagement with beneficiaries, or service users.
R4 Sustainability of the Project:
R4.1: CAW should set a fundraising strategy for the project beyond the lifetime of the grant
from Big Lottery Fund and identify how long it (CAW) should be the main source of funding
for the project.
R4.2: CAW and WCEN should ensure that as part of the development of the network, joint
funding opportunities for the longer-term sustainability of the project are actively sought.
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1. Introduction and Background
A significant proportion of people living in the UK continue to experience poverty or povertyrelated crises, despite economic improvements in the UK since the 2008 recession. Child
poverty has increased by 500,000 in the past five years, in-work poverty has been rising faster
than employment, leading to 4 million workers living in povertyi.
In Wandsworth, hardship and poverty have increased in line with the national trends over the
past five years, with increases in homelessness, domestic violence, vulnerability due to
benefit changes, mental health needs, etc.ii
In response to these worrying trends, the Big Lottery Fund launched its Help Through Crisis
Fund in 2015 to support voluntary groups and established charities working locally, to come
together into partnerships to offer advice advocacy and support to people in a way that meets
their individual needsiii. This provided an opportunity for Citizens Advice Wandsworth and
the Wandsworth Community Empowerment Network to develop a joint bid for a project that
would aim to tackle these issues in Wandsworth.

1.1 The Help Through Hardship Crisis Project
When people are experiencing hardship, they often turn to organisations embedded in the
community and close to them such as tenant associations, churches, schools, local voluntary
groups, etc for advice. While these groups are often well placed to identify vulnerable people,
they sometimes lack the skills and experience to provide support or access services that are
available. In addition, formalised advice services and routes into advice services can appear
remote and inaccessible to some communities.
Citizens Advice Wandsworth (CAW) and Wandsworth Community Empowerment Network
(WCEN) are working in partnership and with community, faith and social networks and groups
to develop and deliver tailored, community-based advice and advocacy for people in
Wandsworth facing hardship as a result of extreme conditions. The Help Through Hardship
Crisis project is a four-year project funded by the Bog Lottery Fund through its Help Through
Crisis fund.
CAW and WCEN are building a Hardship Crisis Network to learn from the lived experience of
people in hardship and developing a network of advisors who can provide 'Advice First Aid',
an approach developed at CAW. Some advisors will go on to access the Citizens Advice
recognised Assessor Pathway training to provide more rigorous support in the community
and access to CAW’s other core services.
Through developing and maintaining the network, CAW and WCEN also intend to influence
policy-makers in order to tackle the reasons why people need to access advice services in the
first place.
The project is working towards the following outcomes as specified by the Big Lottery Fund:
• People who have experienced hardship crisis are better able to improve their
circumstances.
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•
•
•

People who are at high risk of experiencing hardship crisis are better able to plan for
the future
Organisations are better able to support people to effectively tackle hardship through
sharing learning and evidence
Those experiencing, or who are at high risk of experiencing, hardship crisis, have a
stronger, more collective, voice, to better shape a response to their issues

Fostering relationships between organisations built on trust and is a central aspect of the
project and is based on WCEN’s previous experience of developing a network to provide
support for people with mental health needs in Wandsworth.
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2. Methodology
The methodology developed for this evaluation has been set out below.

2.1 Mixed Methods

Set out attribution problem to be addressed

2. Work with relevant stakeholders to
identify intermediate and/or final outcomes
considered by stakeholders to be the most
significant for the evaluation to focus on.

Develop a hypothesis (theory of change) to
the attribution problem

Gather the existing evidence to the
hypothesis (theory of change)

1. Undertake a process of (re)constructing
the intervention’s theory of change, to
clearly define the intervention being
evaluated.

3. Systematically assess and document
what was done under the intervention to
achieve the selected targeted outcomes.
4. Identify and evidence the extent to which
the selected outcomes have actually
materialised, as well as any relevant
unintended outcomes.

Assemble and assess the contribution story
and challenges to it

5. Undertake ‘process induction’ to identify
salient plausible causal explanations for the
evidenced outcomes.

6. Gather required data and use ‘process
verification’ to assess the extent to which
each of the explanations identified in Step 5
are supported or not supported by the
available evidence.

Seek out additional evidence

7. Write a narrative analytical report to
document the above research processes
and findings.
Revise and strengthen the contribution story

8. Summarise aspects of the above
narrative analysis by allocating
project/campaign “contribution scores” for
each of the targeted and/ or associated
outcomes.

Raynor's Framework for Assessing Networks &
Partnerships

Assessment of Member
Capacity

Process tracing methodology

Assessment of Help Through Hardship
Crisis Network Capacity

Contribution analysis methodology

Assessing Help
Through Hardship
Crisis Network
Impact

Write up findings

Gather evidence to support or disprove
each part of the hypothesis

Develop an hypothesis
about what was
supposed to happen

A mixed methods participatory approach for this evaluation, framed by using theory-based
impact evaluation methods such as Contribution Analysis, Process Tracing and Raynor’s
Framework has been agreed (see table 1 below).

What each member gets out
of the Help Through Hardship
Crisis Network

How much time does each
member devotes

How each member justifies
their involvement

What each member can offer
to the Help Through Hardship
Crisis Network

Leadership capacities

Management capacities

Adapatability capacities

Technical Capacities

Value proposition: why is the
Help Through Hardship Crisis
Network the right approach?

Goal Destination: What has
the Help Through Hardship
Crisis Network achieved?

Community impacts

The Help Through Hardship
Crisis Network

Member benefits

Table 1 Methodologies to frame this evaluation

2.1.1 Contribution Analysis
Contribution Analysisiv is useful for assessing complex projects. Evaluators use Contribution
Analysis in scenarios where two or more agencies are collaborating on a programme. Mayne
(2008) argues that in such complex scenarios it is more useful to focus on contributory rather
than direct causality: to what extent has CAW, WCEN, the network and the project itself
contributed to the overall change observed.
Contribution analysis also provides a rigorous platform to investigate added value generated
by the organisation and both intended and unintended outcomes.
2.1.2 Process Tracing
Process Tracing v is increasingly used together with Contribution Analysis and is used by
evaluators to consider policy and advocacy gains that are attributable to a particular project
and is also used to understand the impacts of events and activities in both the immediate and
longer-term. Process tracing can also be used to highlight unrecorded or unreported activities
and impacts.
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2.1.3 Raynor’s Framework for Assessing Networks
Raynor's frameworkvi can be applied to any level of partnership or network interaction and
uses a simplified approach to determine how effective the partnership or network, the
members of that partnership or network and the results or outcomes of that partnership or
network have been. Raynor suggests that there are four key questions that both members of
a consortium and the consortium itself should consider:
• What do you want to get out of the consortium/partnership/network?
• How do you justify your involvement?
• How much time can you devote?
• What can you offer?
These four questions support a summary approach to assessing a network’s performance that
considers three elements:
!"#$"% '()('*+, + ."+/0%1 2()('*+, + 34+'0#"5
2.1.4 Hypothesis for the Project
In accordance with the methods set out above, a workshop was held on 2 November 2018 to
determine the hypothesis for the project that will be used in the evaluation. Ten people
participated in the workshop (F7:3M) and represented CAW, WCEN, four network partners,
Wandsworth Council, Assessors, recipients of AFA training and the project oversight panel.
Rich picturing was used to describe the context in which the project was designed, followed
by two sessions to map out what had happened in the project to the present point and what
was expected to happen up to the end of the project period. Influences on events and
activities were identified and potential sources of evidence were also identified. The
hypothesis will stand for both the interim evaluation and the final evaluation and will be
reviewed again at the start of the final evaluation. The complete hypothesis can be found at
appendix 5.1.

2.2 Data Collection and Analysis Tools
The methodological approaches outlined above provide the framework for the evaluation.
CAW and WCEN have set a specific scope or focus for the evaluation, that this framework will
build on.
There are two major lines of enquiry:

1. Overall progress towards project outcomes
2. Advice First Aid and Assessor Pathway project elements

These two lines of enquiry have been further unpacked into a series of evaluation questions,
each with a set of appropriate indicators. These will form the focus for responding to the
lines of enquiry in this evaluation (see table 2 below).
Line of
Enquiry
Overall
progress

Evaluation Questions
1. To what extent is the project
on track to achieve the four
project outcomes?

Indicators for the evaluation questions (TBC during the
inception period. Evaluation questions can have more than
one indicator)
Activities to date demonstrate that CAW and WCEN are
delivering against key milestones and objectives
Project challenges are addressed and resolved quickly
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Data collection is happening across the project and in
accordance with the project MEL Framework
Stakeholders / Network Members also report that the project is
progressing according to plan
2. What are the main
contributory factors to the
achievement of results to date?
3. Have there been any
unexpected outcomes?

4. How has learning (for the
project, partnership and sector)
been captured and how has this
learning informed the project
during its lifetime?

Advice First
Aid and
Assessor
Pathway
Programme

5. What lessons and good
practice have emerged that can
inform future activity by the
partnership and beyond?
6. What social value impact has
the Advice First Aid and Assessor
Pathway training programmes
had on partner organisations?
7. To what extent has a coproduction approach been used
in the Advice First Aid and
Assessor Training Programme
and how has this approach
affected the project impact?

Contributory factors are identifiable and understood by all
stakeholders
Unexpected outcomes are identified, recorded and understood
Lessons from unexpected outcomes are incorporated into dayto-day project management and future project design
Learning is identified and recording in accordance with the
project MEL framework
Participants in the Network meetings confirm that they are
learning from this project and that CAW / WCEN are sharing
learning with them
Learning from project delivery & results is shared beyond the
network and is being picked up / used by other Organisations /
CA network members
Learning is identified and recorded in accordance with the
project MEL framework
Lessons / Good practice is written up, shared and identified as
useful for future programming by stakeholders
Early indications of Social Impact can be determined using both
quantitative and qualitative methods
A co-production approach is evidenced in supporting materials
and KIIs and stakeholders support this view
Co-production has influenced project delivery and changed
potential implementation decisions, which has affected
beneficiary groups

Service users, partners and CAW identify shared achievements
and achievements specific to each group that have had a
8. What are the achievements,
demonstratively positive, expected effect on them as a result of
challenges and learning of the
the AFA and Assessor training
Advice First Aid and Assessor
Service users, partners and CAW recognise and can articulate
Pathway training programme for
the challenges in delivering the AFA and Assessor training and
service users, partner
have suggestions for tackling these challenges
organisations and Citizens
Service users, partners and CAW can identify learning that they
Advice Wandsworth?
have been able to take from the AFA and Assessor training
process and apply it to improve the project and project results
Table 2 Evaluation Framework

To deliver results against these two lines of enquiry, the following data collection and analysis
has been undertaken.
2.2.1 Document Review
A review of internal documents relating to the Help Through Hardship Crisis project will be
made. An online search of keywords relating to the project was undertaken to identify third
party references to the project.
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2.2.2 Key Informant Interviews
Semi-structured interviews took place with a range of stakeholder representatives.
Summarised Outcome Harvesting questionnaires (see appendix 5.3) were circulated to all key
informants to gather case study material to support key observed changes resulting from the
project.
2.2.3 Online Survey for Network Members
Questions about project activities were included in an online survey for partner organisations
that are in the Hardship Crisis network. The same questions will be asked again at the final
evaluation. There were 6 responses out of a possible 48, meaning that the results cannot be
statistically significant. However, the responses can inform indications of possible trends that
both CAW and WCEN should be aware of and investigate further.
2.2.4 Participatory Rapid Assessment (PRA) Exercises and Focus Group Discussions
PRA exercises and FGDs were conducted with Advice First-Aiders, trainee Assessors and
Service Users. The PRA approach is favoured as it enables a group of stakeholders to discuss
options for responses together and arrive at a consensus with everyone’s opinion taken into
account. PRAs are designed to give early indications of potential impact and can often
uncover unintended outcomes. The PRA exercises were designed in the first two weeks of
data collection and reviewed by CAW. For the interim evaluation, the focus was on those
volunteers and other stakeholders that have completed or are completing the AFA training
and the Assessor Pathway training and one group of service users.
2.2.5 Data Analysis Tools
The evaluation framework for this evaluation (see appendix 5.2) was developed for a
combined approach using Contribution Analysis and Process Tracing methods. Evidence
collected was assessed for how well it supports the hypothesis agreed with CAW and WCEN
using Contribution Analysis’ categorisation for assessing the contribution story. Evidence was
also considered for type and for test of robustness under Process Tracing.

2.3 Limitations of this Evaluation
There are a number of limitations that need to be considered and which will have had an
effect on the results of this evaluation. The lack of data on individuals supported through the
project by community-based advice first-aiders is a significant limitation and we cannot know
the full reach of the project without knowing more about these people. It has been
challenging to access beneficiaries of network partner organisations, who are not used to
participating in independent evaluations of this kind. There is limited third party
documentation. Whilst some local media and social media has covered some of the events,
there is little in the way of other documentation from other sources to validate the records
kept by CAW. This is not unusual in a project like this where such a novel approach is being
rolled out. We do however have to be mindful of this as the only validation that is possible is
from people linked to or involved with the project or network partner organisations. That
raises the final limitation that we need to be mindful of: personal bias. While every effort has
been made to limit personal bias through a structured approach, there will always be some
degree of bias inherent in any assessment of a project’s success.
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3. Results
This section sets out the results of this evaluation according to 4 areas: design,
implementation, successes and challenges, based on the data analysis set out in section 2
above.

Overview
The project is succeeding in engaging with individuals in hardship crisis and addressing their
needs. This is happening mostly through internal and network referrals to CAW, and there is
some evidence that Advice First Aid-trained community volunteers are also signposting and
supporting individuals without engaging CAW. The success of the project in delivering the
Advice First Aid (AFA) training is confirmed by network members and other stakeholders.
A revised log frame1 has been prepared as part of the mid-term evaluation and has been
reviewed with the project manager (see table 3 below).
Outcomes
Outcome 1

Outcome Indicators
Outcome Indicator
Number of people receiving advice and advocacy
support from CAW through project

1. People who have
% of people who have received advice and
experienced hardship crisis are
advocacy support from CAW through project with
better able to improve their
improved wellbeing scores
circumstances
Number of people who have received advice and
advocacy support from CAW through project
contributing to project as spokespeople or
Outcome 2
Outcome Indicator
Number of community volunteers trained and
equipped to provide early identification, support
and referral to people at risk of hardship crisis
2. People who are at high risk
Number of people at risk of experiencing hardship
of experiencing hardship crisis
crisis who have received advice and advocacy
are better able to plan for the
and/or support from community volunteers
future
Number of people at risk of experiencing hardship
crisis provided with support from community
volunteers who are better able to plan for the
Outcome 3
Outcome Indicator
Advice and advocacy hardship network active
3. Organisations are better
able to support people to
effectively tackle hardship
through sharing learning and
evidence

Project oversight panel active
40 local organisations are better able to support
people to tackle hardship
Hardship Crisis network has become accepted as
essential infrastructure in the borough

Outcome 4

Totals
Total
Planned
Achieved
Source
Planned
Achieved
Source
Planned
Achieved
Source

465
265

Planned
Achieved
Source
Planned
4. Those experiencing, or who Number of service users on project oversight panel Achieved
are at high risk of
Source
experiencing, hardship crisis,
Planned
have a stronger, more
Number of case studies
Achieved
collective, voice, to better
Source
shape a response to their
Number of case studies raising policy and practice Planned
issues
issues informing network meetings, annual
Achieved
conferences and local policy responses
Source
Number of case studies of voice of people
Planned
experiencing hardship crisis from project being
Achieved
heard by policy makers and service providers and Source

85

80.00%
0%

80.00%
81.00%

80.00%

80.00%

17
9

5
2

5
7

4

3

Baseline

Year 1

Year 2

Year 3

Year 4

80
37

10
13

10
24

30

30

600
0

120
0

120
0

210

150

480
0

120
0

120
0

168

72

Total
Planned
Achieved
Source
Planned
Achieved
Source
Planned
Achieved
Source
Planned
Achieved
Source

Annual Targets
Year 1
Year 2
Year 3
Year 4
120
160
100
142
123

80.00%
41%

Total
Planned
Achieved
Source
Planned
Achieved
Source
Planned
Achieved
Source

Outcome Indicator
Number of service users speaking at annual
conference

Baseline
Baseline

Baseline

Year 1
Active
Active

Year 2

Year 3

Year 4

Active
Active
50
24

Total

0
7

Baseline

Year 1

0
17

Year 2

15

Year 3

35

Year 4

7
3

2
0

1
3

2

2

5
0

2
0

1
0

2

20
6

0
0

4
6

4

12

10
7

0
4

4
3

4

2

8
0

0
0

2
0

2

4

Table 3 Revised Log Frame for the Help Through Hardship Crisis Project

1

Data has been drawn from project records
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This section will set out in more detail the achievements of the project to date. In summary
however, we can say that although referrals to the CAW project team from AFAs accounts for
about 50% of all the individuals supported in the project to date, it is not clear that this early
identification, intervention and support of people at risk of hardship crisis is actually resulting
those people being able to better plan for the future. This is mostly due to a lack of data on
the individuals that are being helped in the community without being referred formally to the
CAW team.
For outcome 3 it is possible to say that the network exists, however its role in the project is
not fully articulated yet. While there is more work to do on the network, it might also be
useful to consider more appropriate indicators for this outcome to fully measure
effectiveness of the project’s approach.
While the stronger, more collective voice of people at risk of or experiencing hardship crisis
is yet to emerge from the project, there have been some advances in policy that are not
captured here on the log frame. These are discussed under section 3.2 Project
Implementation.

3.1 Project Design
Project design is prompted by three different things: an awareness at CAW that they are not
reaching everyone and their services can appear out of reach or inappropriate to parts of the
community, the co-production and network emphasis that WCEN had been successfully
implementing in other projects and the Big Lottery Fund initiated a call for Hardship Crisis
focused projects. The latter spoke directly to the issues of getting appropriate advice to the
people that needed it most and acted as a prompt to CAW and WCEN to initiate discussions
about a joint bid that tackled both the issue of barriers to advice-seeking behaviour and
getting advice provision into the community.
The design approach did include a co-design workshopvii that consisted of representatives
from a range of local organisations known to either WCEN and/or CAW. CAW also had
meetings with other prospective partners over a period from December 2016 to March
2017viii. The local organisations would become members of the Hardship Crisis Network that
would be seen as a key delivery mechanism for the project ix . A co-production approach
including local partner organisations was also used when developing the Advice First Aid
training programme. Using this approach has meant that some of the content and tools used
are more appropriate to the priorities and issues faced by the partner organisations in their
daily work.
It is not clear that local people (beneficiaries) separate from the community organisations
mentioned above have been involved in the project design. While beneficiaries that
participated in the PRA exercise conducted at Elays Network did confirm that they are
consulted about the shape and focus on services at Elays Network generallyx, there is no
evidence that beneficiaries generally in Wandsworth were included in the Help Through
Hardship Crisis project design.
The project concept is not dissimilar to the approach WCEN took when building the Family
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Care Network with Pastors and religious leaders in the boroughxi. This involved training the
Pastors in family therapy having recognised that they are uniquely placed to identify
situations where this type of intervention would be needed. Within the advice sector
however, the concept is radical and challenges some preconceived notions of advice-giving,
all of which have meant CAW having to re-examine its own systems and processes to
accommodate the project.
Project governance is overseen by a Project Oversight Panel (POP) which includes CAW,
WCEN, Wandsworth Council and some network members and meets quarterly. There is also
a project management team that meets more regularly as required. The use of the POP places
project ownership squarely on the network, however management of the project is still very
much within CAW.
The project has four streams of activity:
•
•

•

•

Direct service support: CAW is providing advice to people in hardship crisis directly,
through internal referrals and self-referrals
AFA / Assessor training and then referral into CAW: CAW has trained 7 Cohorts of
community volunteers in Advice First Aid (which is also sometimes referred to as stage
1 or phase 1) training. This training is not accredited at this time. Some have gone on
to undertake the six-month Citizens Advice Assessor training, after which they are able
to operate as Citizens Advice volunteers within the community
Network Events / Conferences: CAW and WCEN organise events for partner
organisations in the network. Network events can be themed around single issues,
such as Universal Credit or the Homelessness Reduction Act, etc. Annual conferences
are also organised, which report back to the network and other stakeholders directly
on the performance of the project.
Policy influencing: working with Wandsworth Council to identify the underlying issues
that contribute to individuals in hardship slipping into crisis

3.2 Project Implementation

Implementation of the project has been rapid, with significant engagement with
organisations to encourage them into the project and to recruit individuals to sign up to the
AFA training.
For CAW the focus has mostly been on developing and implementing the training and then
following this up to understand the rates of referral from other organisations into CAW's
Adviceline. The introduction of AFA training was delayed as CAW tried to find a way to develop
appropriate training for volunteers at other community organisations that was also
accredited. This was not possible in the end and CAW proceeded to develop the AFA training
modules and trial different delivery approaches, finally settling on a two-day intensive
approach that has seen better retention levels over the two days than other approaches.
WCEN has been focused on developing the network, identifying and engaging with
community organisations across the Borough and especially those organisations with which
it already had links through other programmes. WCEN leads on developing the annual
conferences, which act as a stakeholder reporting mechanism to keep the network, funder
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and other key stakeholders informed on activities and progress within the project. There have
been two annual conferences, both well attended, and these appear to have been recruiting
grounds for community volunteers and others to sign up to the AFA training.
Challenges in delivering the project have been identified early in most cases and an adaptive
approach has been used to find solutions to challenges that have also engaged partner
organisations and community volunteers.
Advice First Aid & Assessor Training
The AFA training is delivered in cohorts since late 2016. The training is now delivered over
two days (previously other delivery models were trialled, but this approach appears to deliver
better training results). Participants learn about thematic content such as debt, housing,
benefit and income/expenditure referrals, as well as how to interview someone to get the
right details, providing advice, etc. xii AFA training is delivered mostly from either CAW or
WCEN's offices, but in some cases other venues at network members' offices have been used.
The feedback on the training has been extremely positive. The majority of respondents across
the cohorts for which data is available said they found the content very useful or useful (see
chart 1 below).
45
40
35
30
25
20
15
10
5
0
Debt - Not
useful

Debt - Useful Debt - Very
Useful

Inc-Exp - Not
Useful

Inc-Exp Useful

Inc-Exp - V ery Housing - Not
Useful
Useful

Housing Useful

Housing - Res-Ref - Not
Very Useful
Useful

Res-Ref Useful

Res-Ref - Very AFA Intro Useful
Not Useful

AFA Intro Useful

AFA Intro - Benefits - Not
Very Useful
Useful

Benefits Useful

Benefits Very Useful

Interview
Skills - Not
Useful

Interview
Interview
Skills - Useful Skills - Very
Useful

Chart 1 Post-participation responses for Cohorts 1 - 5 of Advice First Aid Trainees

This was echoed by the participatory rapid assessment exercise conducted with AFAs and
assessors during the evaluation. The PRA group further elaborated that learning about issues
such as gaining consent from clients and developing interviewing and communication skills
were really valuable, more so than the thematic content, gaining and using these softer skills
was seen as the most important thing they gained from the AFA training. PRA participants did
not however feel that the use of case studies was especially important.xiii A view not shared
by the post-participation respondents, who felt that there could have been more use of case
studies.
In total over 40 volunteers have been trained as Advice First Aiders. This has translated into
approximately 50% of the referrals into the Hardship Crisis advisors over the lifetime of the
project being from community organisations in Wandsworth, with the other 50% being
internal or self-referrals2.

2
There are underlying trends in the referrals from network partners over 2016.2017 and 2018 that are
discussed further under the sub-section on the network.
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istribution of Referral agency
Age UK: 1.1% Wandsworth foodbank: 0.5%
Elays Network
Unknown: 11.4%
3.5%
The Hope Project
2.7%

Elays Network: ±
Griffin Primary Schoo
± 1.3%

South London Refugee Association
0.5%
STORM
5.2%
Pound Advice: 0.8%
Mushkil Aasaan
1.1%
Internal
49.3%

Love to Learn
5.7%

Internal
± 5.1%

Chart 2 Breakdown of source of referrals into the Help Through Hardship Crisis project team

Observed Sample
Currently there is also a significant issue with data collection from this group. There is no
collection of information from AFAs on how many people they have provided advice to and
what they are advising on, outside of any referrals to CAW that may be made. There appear
to be multiple reasons for this, such as the utility of the data collection form, distinguishing
between Hardship Crisis-relevant advice and advice that would have been provided anyway.
At the moment the only tracking
point is when referrals are made to
CAW. CAW have identified that they
need to find out why AFAs are not
making more referrals into the
Hardship Crisis advisors. The AFAs
that participated in the PRA exercise
as part of this evaluation reported
that they are more likely to signpost
clients to CAW than to make a formal
referral.
During the session it emerged that
the AFAs were not aware that they
could make referrals rather than just
signpost, so it is possible that further
Figure 1 Referral Pathway Developed from the Co-design Workshop 31 March
2017
communication on what is possible
needs to be sent to the AFAs in the
community. The PRA participants also reported that they were just as likely to signpost clients
to other organisations as they were to signpost to CAWxiv. This does suggest that the concept
of a network of AFAs that know of each other and their respective organisations is taking root
amongst AFA trainees.
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we have signposted to various other organisations, including: Citizens Advice
(Wandsworth and other boroughs); South West London Law Centre (SWLLC); Community
Action for Refugees and Asylum Seekers (CARAS); South London Refugee Association
(SLRA); HomeStart; Shelter, and various children’s centres.
– Little Village Partner Update, July 2018

PRA participants also reported that they use their training to help people using their
community services directly. This has also been confirmed by the small group of beneficiaries
who were available to participate directly in the evaluationxv.
The assessor training commenced in 2018 and the first cohort are about to go out into the
community xvi . This evaluation comes too early to assess whether the assessors in the
community model is operating successfully. Although assessor training was covered with the
PRA participants. Assessor training appears to have been a more strategic consideration. PRA
participants reported that being trained as an assessor meant that they could support CAW
to reach more people, gain access to CAW systems and help their own community
organisations improve the services they offer to the community by being able to include
advice and support in their service offerxvii.
One of the issues that CAW is currently working through is how to provide supervision to this
group from within the project team. The ideal is mainstreamed supervision, that is supervision
provided to the Hardship Crisis assessors in the community from the same group of
supervisors within CAW that attend to its core operation. CAW hopes to have a solution in
place in early 2019.
Results for Individuals
The project has provided advice to 3673 individuals since the project began (averaging 12.622
clients every 30 days for 29 months). The majority of beneficiaries are women (72%) and
most beneficiaries identify as black (57%). Those with long-term health conditions and those
with a disability combine to make up 58% of beneficiaries. This is also reflected in that
Personal Independence Payments are the third highest benefit issue recorded by the project
(behind Housing Benefit and Employment Support Allowance xviii . Results recorded in
Casebook show that CAW is delivering both financial and non-financial results for individuals.
Financial results are mostly related to benefit and debt-related crises, although in one case
£40,000 in unclaimed pension payments was unlocked for a clientxix. Non-financial results do
include housing benefit.
Some housing-related crises can also have a financial result attached to them, however
housing-crises can also relate to individuals or families being made homeless or at risk of
homelessness, which, if successfully tackled, can be considered a non-financial result and also
a longer-term result. Keeping a family in its home has multiple knock-on positive effects that
are not necessarily directly attributable to the Help Through Hardship Crisis project, however
3

This is an increase of 102 from the total as at the end of year 2 (see log frame) suggesting that the target for
year 3 has been met ahead of schedule. This would need to be confirmed during preparation of the annual
report to the donor.
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the project could claim some contribution towards these positive effects, if they were
recorded. Non-financial results are not recorded in detail on CAW’s database Casebook,
however it is possible that the non-financial results are just as important as the financial
results in ensuring hardship crisis resilience.
She came to CAB for support with when it was suggested by a friend who works for … the
Hope Atrium [a Hardship Crisis Network member].
– Service User Case Study, Lewis Insight

Once referred and in the CAW system, service users' wellbeing was to be tracked using the
Warwick Edinburgh Mental Wellbeing Scale. In practice this scale proved too cumbersome to
implement and CAW have developed a shorter more-user friendly survey that has been
implemented since November 2018. This survey is applied over the phone once service users'
cases have been closed. Sometimes it is difficult to close cases neatly and in these cases the
survey cannot be easily applied. Feedback on the utility of the new survey has been positive
and initial data related to wellbeing is now coming in. Unfortunately, there are too few
responses to provide useful analysis at this point, and this is something that should be
revisited in the Final Evaluation.
There are, however, some longer-term benefits for individuals beginning to emerge. The
project has had substantial success in accessing benefits and tax credits due to beneficiaries,
some of which are reviewed only annually, providing a level of stability for individuals. Some
beneficiaries have had debts written off, which would have a significant impact on their
available income for spending on prioritised bills. The individual mentioned above who was
able to access pension payments of £40,000 has received a life-changing sum.xx This emerging
longer-term benefit is not yet properly recorded and issues around data collection are
discussed in section 3.4 Challenges below.
Anecdotally network partners do confirm that they have signposted or helped individuals,
however there is no concrete data to confirm the degree to which network partners have
used their training from the project to provide advice and support locally.
we’ve helped about 5 families per month … we have signposted to various other
organisations [and we] have helped to find and provide information on different
government benefits and social issues … We have also handled basic queries about finding
a resource (like a Local Citizens Advice or non-voucher foodbank).
– Little Village Partner Update, July 2018

Participants in the PRA exercise conducted at Elays Network on 13 December 2018 reported
that Elays Network has helped them to navigate life in Britain and as a result of participating
in Elays’ services (including AFA-trained staff supporting them directly and advising on how
to access Council services) they now feel more confident. These participants also reported
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that they were not the only beneficiaries of Elays’ services, but rather the whole community
benefitted from the work that the organisation does because Elays’ services are open to
everyone.xxi This latter point is interesting as it suggests that there is possibly a cross-over
between the benefit of the project as reported at an individual level and the benefit that could
be found in a robust network (see sub-section below on networks).
In case studies, CAW has shown that it is delivering a holistic support and advice service
together with its partners in a way that is different from previous advice models. The two
case studies illustrated below show how CAW refers clients to partner organisations and
subsequently works with those partners to deliver both short- and long-term outcomes for
clients
Case Study – S
An older man with mental health difficulties, suspected learning difficulties, with no English
or literacy in any
known
language
Mental
was referred to
Health
Diﬃculties
Learning
CAW after being
Diﬃculties
S
abandoned by his
family.
Interpreter

Contacted GP

Speaks
no
English

Psychiatric
Assessment

Abandoned
by Family

Wandsworth Early
Intervention Team

Health Visitor for
Asylum Seekers &
Refugees

Besides
direct
support
through
benefit applications,
CAW also worked
with two of its
partners under the
auspices of the
South West London and St George’s Mental Health Trust (the early intervention team and
the health visitor for asylum seekers and refugees), as well as with Social Services and the
South London Refugee Association to access temporary accommodation for ‘S’ as well as
other health services such as a Dentist and a GP. ‘S’ now makes use of the Monday drop in
service at the South London Refugee Association to gain access to an interpreter to read
letters sent to him and take appropriate response.xxii
Social
Services

Benefit Applications &
Payment
Arrangements for Bills

Temporary
Accommodation

Dentist & Other
Health Services

Monday drop service helps with
translating letters

Box 1 Case Study of 'S' - an older man
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Case Study – V
A homeless, pregnant woman was referred to CAW, who referred her on to both Refugees
at Home and CARAS, subsequently working with both agencies to arrange a network of
support
for
‘V’,
including access to
antenatal
support,
benefits, other local
V
charities,
temporary
Homeless
and
medium-term
& Pregnant
accommodation and
additional support such
as ESOL classes with a
creche attached, a
children’s centre, a
local
refugee
association
and
another local Citizens
Advice Bureau.
No further
legal help
oﬀered

Local
Authority
refused
Application

Benefit Applications

Advice

Information

Trainee Social
Worker
Assigned to V

Temporary
Accommodation

Identify & secure
medium-term
Housing

Set up Payment
Arrangements for New
Home

Accessed GP &
Antenatal
Support

Apply for
Maternity
Grant

Children’s
centre

Started ESOL
Classes

Accessed
Local Charity

Orientation
in New Area

ESOL Classes
with Creche

Provided
Equipment for New
Babies

CAB

Local Refugee
Organisation

V
‘V’ is in her
new home with
her new baby

Box 2 Case Study of 'V' - a pregnant homeless woman

The client is now safe
and housed in medium
accommodation and
integrating into her
new location.xxiii

These two case studies illustrate how a networked approach to advice-giving and support can
result in better outcomes for individuals.
Results for the Network
In their application, CAW and WCEN referred to two networks that they would work to
develop: a network of community organisations and a network of community volunteers.
There is an absence of evidence to suggest that the network of community organisations is
more than a network in name only. The absence of documentary evidence is validated by the
key informants who identified the network only through events such as the Universal Credit
events or the annual conference and email updates that come through from CAWxxiv. This
was also confirmed by a small number of network partners who responded to a survey sent
out in December 2018. Network members that identified themselves as community-based
organisations were more likely to state that they did not know anything about the network
(Rank correlation, p < 0.001), whereas organisations that identified themselves as voluntary
were likely to say that they did know something about the network. Organisations that
identified themselves as faith-based demonstrated no correlation one way or another.
Community-based organisations were also more likely to state that the events, such as the
universal credit events, were the only thing that the network did (Rank correlation, p = 0.044).
Networking with other organisations at events produced by CAW and WCEN was not
considered a sufficiently important draw for any of the organisations that responded.xxv
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This limited engagement by community organisations in the network may have also
contributed to a downward trend in referrals to CAW’s Hardship Crisis project team between
July 2016 and November 2018. Most of the 48 community organisations or referral teams
that are referring into the Hardship Crisis project team have reduced their referral rates
between 2017 and 2018. The referral rate for 2016 represents only six months and is,
generally comparable to 2017’s referral rates, however in almost all cases, external referrals
decrease in 2018 whilst internal referrals increase during 2018. For example, referrals from
Love to Learn made up 8.3% of referrals in 2016 and 2017 but dropped to 1.4% in 2018. Whilst
STORM has dropped from 6.7% of referrals in 2016 to 3.5% of referrals in 2018.xxvi CAW is
aware that referrals are not coming through from network partners at the rate that was
expected and has set out to understand why and how this can be improved.
While it is clear that the community organisations are contributing resource to the network
in the form of individuals to be trained as AFAs and Assessors and getting some capacity
building in return, in the form of those same trained AFAs and assessors, from membership
of the network, the network itself does not appear to exist as an entity yet.
We hope we can continue to do more knowledge sharing like this among more volunteers
- to further expand the reach of the AFA/Assessor training. We know from our annual
partner survey that 56% of our referral partners want us to offer more of the advice
service as they find it very helpful for their clients
– Little Village Partner Update, July 2018

The same resource provision and capacity building could just as easily happen under the
auspices of this project without a network being in place. Whilst co-production was evident
in the early part of the project, this approach appears to have tailed off as the focus of
implementing the Hardship Crisis project shifted to developing and delivering the AFA and
assessor training.
The second network of AFAs does appear to be functioning slightly better. AFA-trained
community volunteers do develop links with those in their own training cohort. The PRA
participants also suggested that there is a notional network effect amongst their cohorts,
suggesting that they are as likely to signpost clients to other organisations as to CAWxxvii. CAW
has identified that it needs to do more to follow up with the AFAs to keep the network of
community volunteers thriving. This includes ensuring that individuals from different cohorts
are able to come together and share learning and experiences of using their AFA skills in the
community. These AFA events are scheduled to start taking place in 2019.xxviii
The other aspect that is considered under the auspices of the network is the development of
a voice of people at risk of or experiencing hardship crisis. The network events have been
successful in amplifying the experiences of individuals in hardship crisis through very
successful presentations and talks given by some beneficiaries of the project. These events
also encouraged Wandsworth Council to explore the delivery of AFA training to some of its
staff teams and councillorsxxix. Low level advocacy is recognised as taking place, especially
with the development of Refernet and the 1:1 advocacy that CAW and network partners make
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on behalf of their clients.xxx While informal conversations on policies such as Universal Credit,
Housing, etc are taking placexxxi, there is not yet evidence that these conversations are doing
more than raising awareness or opening doors.

3.3 Successes
This section considers the initial successes that the project has delivered at this mid-term
point.
The AFA training can be considered as the stand out success of the Help Through Hardship
Crisis project to date. The model challenges previous notions of what it meant to deliver
advice to people in need and has been identified by Wandsworth Council staff and Councillors
as a useful and in some cases an essential skill set to havexxxii. AFA training has been delivered
to Wandsworth Council's housing team, which is an unintended result of the project.
The AFA training has also been profiled at the Citizens Advice Chief Officer’s Forum in the
summer of 2018. Between seven and ten Chief Officers have had follow up discussions and
taken further information on AFA. CAW hopes to provide more information on AFA to two
Citizens Advice-wide intranets during 2019.xxxiii
CAW, through its relationship with WCEN and as a result of the project has been able to
increase the diversity of the referral agencies it works with and as a consequence the diversity
of both its team and the clients that it supports. The agency is now more representative of
the ethnic profile of Wandsworth.
The Elays Network and Citizens Advice Wandsworth have deepened their relationship through the Help Through Hardship
Crisis project. Elays refers more of its clients to CAW for advice and support, specifically in relation to hardship crisis and
CAW has involved Elays in supporting those clients holistically. Elays also has a governance role in the project oversight
panel for the Help Through Hardship Crisis project. CAW has also contracted translation services from Elays, which is
outside of the project remit.
Description
WCEN already had a relationship with the Elays Network, based in Battersea, when the Help Through Hardship Crisis
project started in July 2016. This encouraged Elays to get involved right from the start of the project. Trust between CAW
and Elays was built through Elays' involvement in the project at a governance level, by sitting on the project oversight
panel. Key Elays members of staff were trained by CAW as Advice First Aiders and one has gone on to undergo Citizens
Advice Assessor training. This training has led to Elays making referrals to CAW on behalf of its clients, specifically to the
Help Through Hardship Crisis project team. The project team has met with Elays to encourage referrals to happen and
has included Elays in the holistic support for clients where appropriate. In addition, CAW realised that Elays staff could
provide interpreting services for Somali clients more generally and has set up a paid-for service agreement with Elays.
Significance
This relationship has helped to increase CAW's reach in the Wandsworth community and has increased the quality and
variety of services that Elays is able to offer its clients. Both organisations have benefitted in both expected and
unexpected ways. Whilst the relationship has been based on involvement in the Help Through Hardship Crisis project,
CAW has been able to set up a separate contract-based relationship with Elays for interpreting services, which is not an
expected result of the project. In addition, Elays has a better understanding of its clients' needs and is able to adjust some
of its services as a result.
Contribution
CAW's project management and focus on developing the relationship with Elays within the remit of both project
governance and project implementation was crucial to ensuring that the relationship between the two organisations
developed. While Elays' commitment to the project and engaging with the opportunities made available in the project
implementation was equally important. It is unknown however whether this relationship would have developed in this
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way over such a short period, without the confidence that both CAW and Elays had been able to place in WCEN, who
brokered the relationship between the two initially.
Box 3 Outcome Harvesting Statement on the development of new relationships between CAW and network partner Elays
Network
The Help Through Hardship Crisis project and its focus on building a network of Advice First Aiders from a broad base of
community, voluntary and faith-based organisations has resulted in Citizens Advice Wandsworth becoming more closely
connected to the diverse communities in Wandsworth. This has seen the profile of clients seeking help from CAW change
to better reflect the ethnic profile of Wandsworth.
Description
The Help Through Hardship Crisis project set out to create a network of Advice First Aiders across the borough of
Wandsworth in South London. Commencing in July 2016, the project has trained over 40 AFAs from faith-based and
community and voluntary organisations across Wandsworth. AFAs use their new skills to help members and clients of
their own organisations and to make referrals to CAW for more specialist help where necessary. The AFAs and their
organisations have demonstrated improved trust in CAW as a result of the training and engagement provided under the
Help Through Hardship Crisis project. This trust has filtered through to the individual members and clients of those
organisations who are more likely to see CAW as somewhere they can find support. This has increased the diversity of
clients CAW has been able to help.
Significance
Taking a network approach to developing and delivering the Help Through Hardship Crisis project has resulted in CAW
developing relations with a broad range of organisations. Some of these organisations were previously outside of CAW's
scope of influence or engagement and its relationship with WCEN has proven to be crucial to securing the participation
of BAME groups and non-Christian groups that had previously not considered CAW as somewhere for them.
Contribution
WCEN already had many of the relationships in place with the BAME groups in Wandsworth, when CAW proposed that
they jointly bid for the funding for Help Through Hardship Crisis. WCEN's relationship management skills were crucial to
bringing diverse organisations onboard and CAW's project management skills, robust systems and experience in advicegiving ensured that the organisations participating in Help Through Hardship Crisis have continued to engage as much as
they are able to.
Box 4 Outcome Harvesting Statement on the increase in diversity of people contacting CAW for advice and support

For WCEN this project has helped to raise its own profile further and help to challenge
perceptions of the organisation as a niche organisation within the borough of Wandsworth
that only works with BAME organisations. It has improved relationships with existing network
members and developed new relationships with organisations that it had not previously
worked with. WCEN also reported that the partnership with CAW has had an impact on its
own operations as CAW brings a stronger project management experience to the partnership,
which WCEN as benefitted from.xxxiv
Early success for beneficiaries is captured by CAW's systems, but it is not yet clear (because
so little time has elapsed) whether this success is longer term or not. CAW have identified
that there is a core group of almost permanently vulnerable clients who repeatedly come
back with new crises or additional issues related to their original crisis xxxv. This group are
unlikely to be moved out of Hardship Crisis or vulnerability in general within the project
period. Understanding this ongoing vulnerability will be crucial to CAW identifying ways to
help this group in the longer term.

3.4 Challenges
Data collection from individuals and AFAs is a significant challenge. There is no useable data
being collected on the individuals who are being helped in the community by AFA-trained
volunteers and workers, meaning that unless a client is referred to CAW and takes that
referral up, the project team has no idea how many other individuals are being helped directly
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or signposted across the network. The PRA exercises conducted with both AFAs and clients
confirmed that signposting and direct support is taking placexxxvi.
Those AFAs that have gone on to do the assessor training will be able to log cases on CAWs
database, increasing the available data on individuals. This does not solve the AFA data
collection problem and this needs further consideration to identify useful tools to capture
information. One approach that will be trialled at the Hope Atrium is including monthly review
of AFA-related activity in the monthly review of mental health service provision that is taking
place within the Mental Health network.xxxvii
Supervision for AFAs is also a potential challenge that needs to be thought through. As the
group of trained AFAs increases, so the need for more formalised supervision increases. As
AFAs train to become assessors, this supervision need increases further. While it is possible
to supervise the AFAs through the network organisations that they work for and CAW is taking
steps to enhance the AFA network directly, the supervision of assessors is usually directly
delivered by CAW, given that assessors are accessing CAW’s systems and delivering advice
based in CAW’s processes. Currently supervision is likely to be handled by the project team.
This might work initially but is not a long-term viable option as it would retain supervision for
community assessors as separate from supervision for CAW’s own assessors. CAW already
has good internal supervisors in place for its core work. In addition, increasing the supervision
requirement of the project team, reduces the number of referrals from network partners each
team member can effectively handle.
The network of community organisations is a significant challenge. Not only because there is
an intention to develop a sustainable network rather than one that simply endures for the
project period, but also because many organisations are used to operating in their own unique
way and not engaging more broadly in sharing learning and workloads. The project is a
challenge, not only to CAW to review the way it works and to develop more flexible methods,4
but also to WCEN and the many community organisations that it has identified and brought
into the project.

Summary of Section 3
In summary we can say that the Help through Hardship Crisis project has delivered results for
367 individuals across Wandsworth, many of whom have come from communities that CAW
was previously not accessing. In this way the project is successfully extending the notion of
advice provision beyond the usual boundaries of the advice sector and developing a new way
of delivering advice in the community.
The AFA training and assessor training are successful, and the impact that these elements of
the project may be having in the community needs to be better articulated.
Results for individuals are measured in financial and non-financial terms, based on the robust
Citizens Advice processes. However, the more complete impact for individuals is likely to be
greater as there are a number of individuals that are supported and sign-posted to other
services and who are not captured currently in the project data.
4

In as far as it can as a member of the Citizens Advice Network
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Events produced for the network of community organisations participating in the project are
well attended and easily identified by community organisations, yet they do not necessarily
feel like they are part of a network per se. Network development needs further consideration
if the project activities are to be sustainable beyond the lifetime of the project.
The project is on track to achieve Outcome 1 and possibly Outcome 2 (assuming the data
collection issues are resolved). There is also a possibility that Outcome 4 can be achieved
with further thought about engaging with beneficiaries. The indicators for Outcome 3
however need further review.

4. Lessons Learned and Recommendations for the Remaining Project
Period
This section is separated into two sections: lessons learned, and recommendations.

4.1 Lessons Learned
What has been clear from the start of the project is the willingness of CAW and WCEN as the
two lead organisations to engage with each other, challenge each other and adapt to the
challenges that the project has presented. The project successes are down largely to a high
degree of flexibility and adaptability amongst the project team, and the team’s willingness to
discuss issues with their management teams and the project oversight panel. This flexibility
appears to have been encouraged by the donor and has provided the project team with the
confidence to make changes during project delivery that have helped to improve the overall
design and implementation of the project.
The Help Through Hardship Crisis project has challenged CAW and WCEN in their standard
ways of thinking. CAW has been open about the changes it has needed to make internally in
order to adjust to the different ways of working of its network partners and the effect that it
has felt on its systems of changing some of its ways of working to accommodate communitybased volunteers being trained and making referrals into CAW. WCEN has acknowledged that
the project management rigour that CAW has brought to the project has been useful for them
and they have adapted some of their systems to benefit from this learning.
Developing a network has appeared to be a more difficult challenge. While WCEN has
attempted to take an approach influenced by systems thinking in the development of the
network, this has not worked as well has WCEN may have hoped. While the network events
are well recognised and attended, the identity of the hardship crisis network as a ‘network’ is
not yet visible. This may be due to the lack of a clear identity and structure at network level,
and this is taken up under 4.2 Recommendations below.
The network of individual community volunteers (AFAs and Assessors) as described in the
project is slowly emerging, and as CAW have already identified, needs further care and
support to thrive.
Collecting data from individuals in crisis and in hardship has been a significant challenge and
CAW and WCEN have learned that the way a question is asked, the type of questions as well
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as where and when the questions are asked all play a role in whether a data collection strategy
is successful or not. There are some data gaps in the project. These have been discussed with
CAW and suggestions are included in the recommendations below.
4.1.1 Reflections from the Validation Workshop
Lessons learned were also discussed at the validation workshop on 29 January 2019. Apart
from the lessons highlighted above, the group also reflected that the term ‘advice’ means
different things for different groups and CAW has to take into consideration that other
organisations might not recognise advice-giving in the way that Citizens Advice does. Equally
different community settings might have different needs. This is important when considering
the way AFAs might be working in their communities and how adaptations are needed (both
by the AFAs and CAW/WCEN) when developing the project design and implementation
processes.
Cross-local authority issues needed to be considered, especially where AFAs were working
with people who either lived on the border of Wandsworth or outside of Wandsworth but
accessed community support in Wandsworth. Similarly, peer-to-peer learning amongst the
AFAs would be a useful part of developing skills and expertise across the AFA network.
While CAW clearly considers the project a success, more clarity was needed over the remit of
the Hardship Crisis project within the CAW structure, especially if the service is to continue
beyond the project period.
Participants highlighted that it was important that CAW reported back to network partners
that had made a referral to the Hardship Crisis team on what the outcomes were that had
been achieved for the service user. The issue of communication arose in different contexts
throughout the workshop, especially in regard to the network. While the collaboration
experience within the project was seen as very positive, a clearer identity was needed for the
network together with an understanding of what membership of the network meant. Whilst
this was identified as something to follow up on, it was also acknowledged that not all
members of the network would be at the same level of development and engagement.
The group also highlighted that while it is important to ensure advice-giving was embedded
in community organisations it was always useful to have more than one person trained as an
AFA and that it took significant resources to engage with the AFA and Assessor work as
currently designed and that this also affected data collection.

4.2 Recommendations
These recommendations are set out in four sections with each recommendation given a
reference such as R1.2 or R4.1, etc. The recommendations have attempted to focus on what
CAW and WCEN should be doing to deliver the project over the remainder of the current
project period and give consideration to the longer-term sustainability of the project.
R1: Network Development
This report has identified that the Hardship Crisis Network is not yet fully developed and that
it needs further development work to be successful. Successful networks have some traits in
commonxxxviii:
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Leadership Capacities:
• Shared purpose and vision
• Formalised set of rules / procedures
• A core leadership team
• A commitment to action
• Transparent decision-making processes
• Strategically
developed
and
engaged
membership
Management Capacities:
• Frequent and productive communications
• Facilitate language differences
• Managing member participation
- Deliver on reciprocity / expectations
- Clear task and goal assignments
- Clarity around member and staff roles
- Ability to manage conflict
- Careful record-keeping

Adaptive Capacities:
• Ability to monitor the environment
• Effective and action-oriented planning
• Ongoing monitoring and evaluation (goal, value
proposition, positive externalities)
• Membership assessment
• Procurement of resources
• Foster inter-member non-network collaboration
Technical Capacities:
• Appropriately diverse membership
• Network staffing (as appropriate)
• Communication skills
• Technical expertise
• Tangible non-human resources
• Resource development skills

Table 4 Network Traits, according to Raynor (2013)

R1.1: The Hardship Crisis Network, led by CAW and WCEN, should review itself against these
capacity areas and decide which it needs to improve to ensure that it grows to be a dynamic
and sustainable network. This may include developing a structured plan for capacity building
some of the smaller or less well-resourced network members. Capacity building network
members also feeds into recommendation 4.2 below.
R1.2: The Hardship Crisis Network should also review the following matrix and agree where it
currently sits on the matrix and then where it would like to sit on the matrix. This will help to
identify the level of effort and planning needed to develop the network further.

Mutual
Accountability

Merger
Joint Venture
Consortium

Strategic Alliance
Informal
Organisation

Collaboration

Formal
Organisation

Coalition

Formal Network
Committee
Informal Network

Separate
Accountability

Adapted from: Wolf, T. (2003). A Practical Approach to Evaluation of Collaborations. In T.E. Backer (Ed.). Evaluating Community
Collaborations. New York, NY. Springer Publishing Co. with additional acknowledgement of K. Hobson and M. Hightower King at AEA 2009.

Figure 2 Raynor's Revised Collaboration Matrix (2013)
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R1.3: The Hardship Crisis Network should review the following four questions with each of its
members (this can be done at both an organisational level and at an individual level):
• What do you want to get out of the network?
• How do you justify your involvement?
• How much time can you devote?
• What can you offer?
These questions can be used to maintain and develop the management and adaptive
capacities shown in table 4 above.
R2: Data Collection and Indicators
Ensuring that the right data is being collected in the right way and at the right time is crucial.
This is only possible however when it is clear what the data is being used for and who needs
to use and report on that data. This clarity is found in part through the indicators set for the
data collection and the reporting requirements of the project at a strategic level.
R2.1: The Project Oversight Panel, together with the senior management teams of CAW and
WCEN need to agree what data and information they need to see in order to fulfil their roles.
Some of the following may be useful:
• Number of referrals into the Hardship Crisis Team per quarter, disaggregated by
network partner, referral status, crisis ‘type’, gender (from Casebook)
• Number of AFAs trained, disaggregated by network partner, location in borough,
thematic focus of network partner (from Project Records)
• Number of Assessors trained, disaggregated by network partner, location in borough,
thematic focus of network partner (from Project Records)
• Number of individuals advised by AFAs, disaggregated by network partner, crisis
‘type’, gender (source TBC)
• Number of individuals advised by Assessors, disaggregated by network partner, crisis
‘type’, gender (from Casebook)
• Financial report, focusing on burn rate.
R2.2: Indicators for Outcome 3 and Outcome 4 should be reviewed, and changes discussed
with the donor. Suggested changes are shown below in table 5.
Outcome 3

Current Indicator
Advice and advocacy hardship
network active

3. Organisations are
better able to support
people to effectively
tackle hardship through
sharing learning and
evidence

Project oversight panel active
40 local organisations are better
able to support people to tackle
hardship

Suggested Indicator (measurement)
Learning and evidence is actively shared
with the network (annual events,
websites, email newsletters: measured
through click-through rates, downloads
and post-participation questions)
Network partners report using learning
and evidence in designing interventions
in their work (online survey)
Network partners submit learning and
evidence of improved interventions for
participation at annual events (quality
and volume of submissions assessed by
POP)

23

Outcome 4

4. Those experiencing, or
who are at high risk of
experiencing, hardship
crisis, have a stronger,
more collective, voice, to
better shape a response
to their issues

Hardship Crisis network has
become accepted as essential
infrastructure in the borough

None

Current Indicator

Suggested Indicator (measurement)

Number of service users speaking
at annual conference

Number of service users speaking at
annual conference (existing measure)

Number of service users on project
oversight panel

Number of service users on project
oversight panel (existing measure)

Number of case studies

Number of case studies raising
policy and practice issues informing
network meetings, annual
conferences and local policy
responses
Number of case studies of voice of
people experiencing hardship crisis
from project being heard by policy
makers and service providers and
action taken as a result

Service users are able to participate in
50% of meetings with WBC and other
policy decision-makers about housing,
benefit and debt issues in the borough
(meeting notes and attendance record)
Service users co-design policy responses
with the Hardship Crisis Network on
Housing, Benefits and Debt (or other
areas as appropriate) that are put
before WBC and other policy decisionmakers (meeting notes, attendance
records)
None

Table 5 Suggested amendments to indicators and how to measure them

R2.3: Collecting data on individuals who get advice and support from AFAs without being
referred to CAW needs to be collected on a regular basis. The following data is needed:
•
•
•
•
•

Date of intervention
Gender
Ethnic background
Type of advice given (housing, debt or benefits)
Where was the client signposted to

These five categories of data are the only information that needs to be collected in order to
understand the reach of the project and the key issues emerging from any community
organisation or group.
There are a number of options on how to progress with this. In the POP meeting in December
2018, it was agreed with the Hope Atrium to trial an approach that included review of AFA
activity alongside other supervision. This is possible because those individuals already have a
structured monthly supervision session in place. Structured supervision will also be useful for
managing data collection amongst trained Assessors in time.
The most likely and useful mechanism for managing data collection amongst a distributed
network of individuals is text message. Data collection via text message is effective,
economical and widely used. This can be set up to send pre-designed questions to AFAs
monthly that specify the data required as set out above5. Such an approach will still require
AFAs to keep minimal records, which may be a pre-agreed spreadsheet.
5

See https://www.surveymill.co.uk ; https://www.textmarketer.co.uk ; https://www.esendex.co.uk
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Alternatively, CAW could require that AFAs submit a short spreadsheet with minimum data
categories on a monthly basis (either via email or a shared platform like Google Docs or
Dropbox). This does assume access to the internet and a computer, which might not always
be the case.
R3: Engagement of beneficiaries
CAW and WCEN, together with the network partners, need to increase the level of
engagement with beneficiaries, or service users, specifically those seen by AFAs in the
community and who will not have the post-participation questionnaire developed by the
Hardship Crisis team at CAW applied to them.
This can be challenging, but one way to do this is to add on five to ten minutes at the end of
a regular group session held by a network partner to do short PRA exercises with service users
to ascertain their views and opinions on specific points6. Some exercises can take only a few
minutes, some take longer. The ones that work best are the preference ranking exercises that
tend to be quicker and can provide instant feedback to CAW, WCEN and the network partner
on what is working and not working for beneficiaries.
For those network partners that conduct only 1:1 support, it might be more useful to develop
a shorter survey based on the Client Feedback and Outcomes Survey developed by CAW for
the project service users advised by the Hardship Crisis Team. This network partner survey
should specifically include questions 3, 4 and 5 from the Client Feedback and Outcomes
Survey. As before, the collection of this data could be delivered on shared platforms such as
Google docs or Dropbox.
Such an approach will make data collection from and about individuals much easier over time
and increase the volume of usable data to demonstrate the effectiveness of the project.
R4: Sustainability of the Project
The sustainability of the Help Through Hardship Crisis project is tied up as much in the health
of the Hardship Crisis Network as it is in CAW’s ability to identify future funding sources.
R4.1: CAW should set a fundraising strategy for the project beyond the lifetime of the grant
from Big Lottery Fund and identify how long it (CAW) should be the main source of funding
for the project.
R4.2: CAW and WCEN should ensure that as part of the development of the network, joint
funding opportunities for the longer-term sustainability of the project are actively sought.
That this could take longer to set up is acknowledged in the setting of recommendation 4.1
above. CAW and WCEN should ensure that a plan for this development work is in place before
6

See
http://www.participatorymethods.org/sites/participatorymethods.org/files/VSO_Facilitator_Guide_to_Partici
patory_Approaches_Principles.pdf ;
https://resourcecentre.savethechildren.net/sites/default/files/documents/kit-of-tools_1.pdf ;
https://www.betterevaluation.org/en/resources/overview/tools_engaging_young_people_particip_eval for
inspiration

25

the end of the current project period. CAW and WCEN should consider whether a capacity
building programme for smaller or less well-resourced members of the network should form
part of this development plan (linked to recommendation 1.1).
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5.2 Evaluation Framework with completed worksheets
(see separate document)

5.3 Outcome Harvesting Statements
(see separate documents)

5.4 Management Response
(see separate document)

5.5 Terms of Reference
See following page
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Community Centred Help Through Hardship Crisis Project
Evaluation Terms of Reference
September 2018

1. Introduction
Citizens Advice Wandsworth requests proposals from suitably qualified organisations or
individuals to undertake an independent evaluation of its Community Centred Help
Through Hardship Crisis Project.
2. Background
In 2016, The Big Lottery Fund awarded Citizens Advice Wandsworth (CAW) over
£470,000 for a 4 year project to work in partnership with Wandsworth Community
Empowerment Network (WCEN), community, social and faith networks and groups to
provide tailored, community-based advice and advocacy for local people facing a crisis
as a result of extreme circumstances.
At CAW, the project is delivered by the Head of Projects, a Caseworker and a Generalist
Adviser. The Caseworker and Adviser take referrals from local community, voluntary
and statutory organisations of people who are facing hardship and crisis. They support
these clients with advice and advocacy, primarily around benefits, housing and debt
issues.
CAW and WCEN have worked together to develop and deliver an ‘Advice First Aid’
training programme. This introductory course to welfare benefits, housing and
homelessness and debt has been delivered to 37 people from 24 community, faith and
voluntary organisations in three cohorts with the aim of building their capacity to
support people within their communities with relevant information and signposting.
Following participation in the Advice First Aid course, ten people have embarked on an
Assessor Pathway training programme, involving a commitment of 1 day a week to train
to become a CAW certified Assessor, with the aim of participants conducting
assessments within their communities.
CAW and WCEN have also worked in partnership to deliver network events and two
annual conferences. These events bring local community, faith and voluntary
organisations together in order to build relationships, discuss issues and increase
knowledge and capacity around issues related to hardship and crisis. For example the
roll out of Universal Credit, and implementation of the Homelessness Reduction Act.
The intended outcomes of the project are:
People who have experienced hardship crisis are better able to improve their
circumstances.
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People who are at high risk of experiencing hardship crisis are better able to plan for
the future
Organisations are better able to support people to effectively tackle hardship
through sharing learning and evidence
Those experiencing, or who are at high risk of experiencing, hardship crisis, have a
stronger, more collective, voice, to better shape a response to their issues
3. Aim of this evaluation
The aim of this evaluation is to assess the effectiveness and impact of the Community
Centred Help Through Hardship Crisis Project and identify good practice and learning.
Key questions that we wish the evaluation to answer include:
Overall
To what extent have the four project outcomes been achieved?
What were the main contributory factors to the achievement of the outcomes?
Have there been any unexpected outcomes?
How has learning (for the project, partnership and sector) been captured and how
has this learning informed the project during its lifetime?
What lessons and good practice have emerged that can inform future activity by the
partnership and beyond?
Advice First Aid and Assessor Pathway Programme
What social value impact has the Advice First Aid and Assessor Pathway training
programmes had on partner organisations?
To what extent has a co-production approach been used in the Advice First Aid and
Assessor Training Programme and how has this approach affected the project
impact?
What are the achievements, challenges and learning of the Advice First Aid and
Assessor Pathway training programme for service users, partner organisations and
Citizens Advice Wandsworth?

4. Methodology
The appointed contractor will be able to draw upon data collected during the course of
the project delivery including:
Annual reports
Client outcomes data from casebook (CAW case management system)
Presentations to Project Oversight Panel
Advice First Aid training feedback forms
Conference films
Conference feedback forms
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We expect the methodology to include, but not be restricted to:
Collection and analysis of both quantitative and qualitative information – this could
include outcomes data, interviews, case studies, focus groups or surveys with key
stakeholder groups (including our staff, partners, service users, volunteers, etc).
Development or selection and use of an appropriate social value impact tool
5. Project management
Day to day management of the evaluation will be undertaken by the Head of Projects,
Beth Rattigan.
6. Reporting and outputs
The project started in July 2016 and will end in June 2020. The evaluation will take place
from the start of October 2018 and be completed by the end of March 2020.
We require an interim evaluation report to be completed by 18 January 2019 and an
end of project evaluation report to be completed by 15 June 2020. Each report should
be presented to the Project Oversight Panel on a mutually agreed date. The contractor
will also be required to present findings at the project’s annual conference in June 2020
(date tbc).
The reports should contain:
Introduction and overview of methodology
Key findings – including on social value
Quotes, quantitative data from surveys and case studies
Conclusions and recommendations
Lessons learned or good practice identified
Executive summary suitable for external audiences
Annexes
7. Budget
The total budget available for evaluation is up to £15,450 (including VAT and expenses).
Please indicate how you will offer value for money within this budget.
8. Responses
Any enquiries about this specification should be made by email to
beth.rattigan@cawandsworth.org by 21 September 2018.
Deadline for responses: 28 September 2018.
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Responses should not exceed 6 x A4 pages in length (excluding annexes and CVs) and
should set out as a minimum:
A brief outline of how you would conduct the evaluation in order to meet the
requirements outlined above. This should demonstrate your understanding of the
brief, and provide a clear rationale for your approach
An outline project plan
A budget outlining day rates and other costs, including any travel or accommodation
costs.
Evidence of your skills and experience, together with CVs (which can be provided as
a separate annex) and/or company/organisation profile
Two examples of previous, relevant reports to illustrate approach and writing style
Contacts for two referees who have been previous evaluation clients
Interviews, if required, may be held in w/c 1 October 2018.
Successful applicants will be notified of the outcome by 5 October 2018.
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5.6 Key Informant Interviews & PRA / Focus Groups
1. Matt Maher, Head of Community and Partnerships, Wandsworth Council, Richmond
Council, by Phone, 12 November 2018
2. Mary-Ann Foxwell, Chief Executive, Citizens Advice Wandsworth, by phone, 13 November
2018
3. Ruth McKinney, Project Manager, WCEN, by phone, 14 November 2018
4. Beverley Baines, Casework (Housing), Citizens Advice Wandsworth, by phone, 20
November 2018
5. Jo Fairclough, Generalist Advisor, Citizens Advice Wandsworth, by phone, 20 November
2018
6. Dianne Vigilance and Jacky Reid-Rodney, St George’s Hospital Refugee & Homelessness
Health visiting team, St George’s by phone, 22 November 2018;
7. Louise Simms, Centre Manager, STORM, by phone, 23 November 2018
8. Roby Dogwoh, Finance Manager, Citizens Advice Wandsworth, by phone, 30 November
2018
9. Paula Walker, Wandsworth Councillor, by phone, 30 November 2018
10. Darren Fernandes, Strategic Co Production Lead, London Leadership Academy Associate
Inclusion Advisor, South West London & St George’s Mental Health Trust, by phone, 5
December 2018
11. Director, Wandsworth Community Empowerment Network, WCEN Offices, 5 December
2018
12. Abdirahman Xirsi, Project Manager, Elays Network, 13 December 2018
1. PRA Exercise: AFAs and Assessors, WCEN offices, 5 December 2018 (F1:3M)
2. PRA Exercise: Elays Network Beneficiaries, Elays Network, 13 December 2018 (F4:0M)

5.7 Documents Reviewed
1.
2.
3.
4.
5.
6.
7.
8.
9.
10.
11.
12.
13.
14.
15.
16.
17.
18.
19.
20.

Help Through Hardship and Crises Agenda
160712 Network Event Slides
160712 Crisis Network Notes
160712 Attendees list
06.12.16 Network Event Presentation
161206 Network - Hope Project case study notes
Alison Hall Case Study
Network Event Attendee List
Ayodele Oni Case Study
Network Event Group Discussions Notes
Network Event Agenda
Network Event Attendee List Dec16
CoDesign Workshop Notes, 31 March 2017
Project Meeting Notes, December 2016 – March 2017
151210 HTC Stage 2 application FINAL
Advice First Aid Course outline, 2018
Assessors Meeting Notes, 18 July 2018
HTHC Assessors meeting Jul18 (Slide Deck)
POP presentation, 19 July 2018
CaseBook Project Data
33

21.
22.
23.
24.
25.
26.
27.
28.
29.
30.
31.
32.
33.
34.
35.
36.
37.
38.
39.
40.
41.
42.
43.
44.
45.
46.
47.
48.
49.
50.
51.
52.
53.
54.
55.
56.
57.
58.
59.
60.
61.
62.
63.
64.
65.
66.
67.
68.
69.
70.
71.

Crisis Project Cases Data Nov18
Project Oversight Panel Meeting, CAW Offices, 13 December 2018
Crisis Project Client Feedback and Outcomes survey
1811 Client Feedback Survey Responses
1811 Referred by List since Oct18
1811 Referred By List1
1811 Referred By project spreadsheet
160712-Network-Event-Slides
161206-Network-Hope-Project-case-study-notes
Developing Skills AFA presentation
Advice First Aider Network co design workshop agenda and FGD questions
AFA 3 Feedback
AFA All Trainees list
AFA Cohort 1 Feedback Summary - Sessions 1-2-3
AFA Cohort 2 Feedback Summary
AFA Cohort 4 Feedback Forms (Scanned)
AFA5 Day 1 Feedback forms
AFA5 Day 2 Feedback forms
Hardship Crisis Project Referrals Guidelines
advice map new (3) June 2018
Annual Conference 2 Evaluation forms (no name)
Hardship Crisis Conference 29.06.18 Slide Deck
Annual Conference 2 Agenda FINAL
HTHC Jun 2018 Flyer
Annual Conference 2 Service User quotes
Annual Conference 1 Case Studies
Annual Conference 1 Briefing Note
Annual Conference 1 Project Handout
Annual Conference 1 Agenda
HTHC Map July 2017
Annual Conference 1 Participant List 26.07.17
Evaluation Work Plan Final revised 16.03.2017
Evaluation table
HTHC Year 1 Annual Report Jul16-Jun17
HTHC Annual Report Year 2 Jul18
HTHC Progress Against Outcomes Year 2+ Year 3 plan Jul18
Year 2 All outcomes dashboard in PDF
Crisis Project Year 2 Key Statistics in PDF
Crisis Project Year 2 Outcomes
Little Village AFA Partner Update Jul18
HTHC PMT meeting notes 24.02.17
HTHC PMT Notes 09.06.17
PMT Update 08.06.17 Slide Deck
HTHC PMT Notes 11.10.17
HTHC Project Mgmt Meeting 01.12.16
PMT meeting update Dec16 Slide Deck
PMT Meeting Notes 23.09.16
PMT meeting update Sept16 Slide Deck
Project Oversight Panel ToR
Project Oversight Panel Oct16 Notes
Hardship Crisis POP Oct16 Slide Deck
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72. Project Oversight Panel Jan17 Notes
73. Hardship Crisis POP Jan17 Slide Deck
74. Project Oversight Panel Feb17 Notes
75. Project Oversight Panel Mar17 Notes
76. Project Oversight Panel Apr17 Notes
77. Hardship Crisis POP Apr17 Slide Deck
78. Project Oversight Panel Jul17 Notes
79. Hardship Crisis POP Jul17 Slide Deck
80. Project Oversight Panel 31Jul17 Notes
81. Project Oversight Panel Nov17 Notes
82. Holistic Support Case Studies Nov17
83. Hardship Crisis POP Nov17 Slide Deck
84. Project Oversight Panel Mar18 Notes
85. Hardship Crisis POP Mar18 Slide Deck
86. POP May18 Notes
87. POP Jun18 Notes
88. Hardship Crisis POP Jun18 Slide Deck
89. Project Oversight Panel Jul18 Notes
90. Hardship Crisis POP Jul18 Slide Deck
91. Project Oversight Panel Dec18 Agenda
92. 181008 Refernet Pilot Protocols
93. Pathways Participants
94. Pathways Workshop Programme
95. Refernet Pilot Launch Agenda
96. Refernet Leaflet
97. Refernet Meeting Notes 26.07.18
98. Refernet Pilot Launch Presentation Slide Deck
99. Wandsworth Advice Pathways Alan’s comments
100. Wandsworth Advice Pathways 5.3.18 notes
101. Universal Credit 180207 Programme
102. Universal Credit Network Meeting 07.02.18
103. UC-Presentation-Wandsworth-7-2 Slide Deck in PDF format
104. Universal Credit AFA UC events Agenda Sept 2018
105. Universal Credit Network Meeting Sept 2018 Register
106. CAB Wandsworth interviews: Case Studies of User Involvement
107. CAW depth interviews - partner organisations (Lewis Insight)
108. Wandsworth
Co
Production
Flier,
WCEN,
updated.
http://wcen.co.uk/wandsworth-coproduction/ accessed on 15 November 2018

Available

at

Websites

1. http://cawandsworth.org/crisis accessed 18 October 2018
2. https://youtu.be/bEAjR0n_ZrA accessed 18 October 2018
3. https://youtu.be/LQi0w_IW2sg accessed 18 October 2018
4. https://youtu.be/IEaRxeMcYxE accessed 18 October 2018
5. https://youtu.be/HINlhQGg3zM accessed 18 October 2018
6. https://youtu.be/NkZn3uW55lI accessed 18 October 2018
7. http://wcen.co.uk/advice-and-advocacy/ accessed 18 October 2018
8. http://wcen.co.uk/training/ accessed 18 October 2018
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