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Purpose of Paper:  
Following Salford City Council (SCC) Procurement Board approving the request to extend 
Services provided by Citizens Advice Salford (CAS) for a further 2 years (1 April 2021 to 
March 2023) this paper present the findings of the review of the current service provision. 
 
 

Further information 

How will this benefit the health and wellbeing of 
Salford residents, or the CCG or City Council? 

A review of the CAS service to ensure it is 
meeting the needs of the people of Salford. 
The review will also ensure SCC and CCG 
are getting value for money. Inform SCC and 
CCG commissioning intentions going 
forward. 
 

How does this paper address health inequalities 
and promote inclusion? 

A review of the CAS service to ensure it is 
meeting the needs of the people of Salford. 
The service promotes inclusion as it  

What risks may arise as a result of this paper 
and how will they be mitigated? 

Changes to the Information and Advice 
services provided by CAS: 

 Contract end date is 31/03/23 and a 
robust procurement exercise including 
an options appraisal if needed which 
would mitigate against any risks 

Does this address any existing high risks facing 
the organisation and how does it reduce them? 

 

Are there any possible conflicts of interest 
associated with this paper? 

N/A 



 

   
 

 

    
    
    
     

Will any current services or roles be affected by 
issues within this paper and what are they? 

Yes, the Information and Advice Service 
provided by CAS as the findings of the review 
will inform commissioning intentions for the 
service.  

Note: Where appropriate, please ensure detail is provided. 

Document Development 

Has there been Public Engagement? Yes – Questionnaire sent out to clients accessing 
the service 

Has there been Clinical Engagement? Yes – Stakeholders sent questionnaire  

Has the impact on Salford socially, economically 
and environmentally been considered? 

To be considered as part of the procurement 
process 

Has there been an analysis of any impacts on 
equality? 

To be completed as part of the procurement 
process 

Has legal advice been obtained? No  

Has this been to any groups or committees for 
engagement, comments, or approval?   

Note: Where relevant, please provide detail and ensure that it is clear how and when particular stakeholders were 

involved in this work, that there is clarity of what the key message/decision was, and whether amendments were 
requested about any part of the work.



 

    
    
    
     

Citizens Advice Salford Review 
 

1.  Executive Summary 
   

 
Following Salford City Council (SCC) Procurement Board approving the request to extend 
the services provided by Citizens Advice Salford (CAS) for a further 2 years (1 April 2021 to 
March 2023) this paper present the findings of the review of the current service provision.  
 
 
 
 
 
 

 

2. Background  
 
2.1 SCC and NHS Salford Clinical Commissioning Group (CCG) have a long-standing commitment 
to the services that support the provision of advice and information in the city and the contract for 
the provision of Information and Advice currently provided by Citizens Advice Salford (CAS) is one 
of the components of a citywide service. Salford City Council also has a statutory duty under the 
Care Act 2014 to ‘establish and maintain a service for providing people in its area with information 
and advice relating to care and support for adults and support for carers’. This statutory duty is also 
currently provided by CAS.  
 
2.2 In March 2016 SCC Procurement Board approved a 3-year contract for the provision of a High 
Street and Health and Social Care Information and Advice Service - April 2016 to March 2019 (3 
years), with an option to extend for a further 12 month (1 April 2019 to 31 March 2020) and then a 
further 12 months (1 April 2020 to 31 March 2021). The provider of this service is Salford CAS. 
Since the award of the original contract in 2016, there have been 3 variations to the contract to 
include CCG funded information and advice services: Mental Health, Disabled Children/Expectant 
Families and Palliative Care Provision. Contract monitoring for all services sits with SCC. 
 
2.3 In February 2021 SCC Procurement Board approved a further 2-year contract extension (1 April 
2021 to 31 March 2023) with a view for the service to be competitively tendered and/or insourced 
when the contract comes to an end. As part of the contract extension officers were asked to conduct 
a review of the CAS service provision to help inform SCC commissioning intentions.  
 
 

3. Services 
 
3.1 Table 1 shows an overview of the services provided by CAS.  
 

Service Description 

High Street Provides both general and specialist advice, from form filling to legal 
representation (where appropriate). 

Health and Social 
Care 

Provides health and social care general information and advice 
service that supports, informs, and enables clients to access 
information that is relevant to their individual needs. This service forms 
part of the council’s statutory duty under the Care Act 2014. 



 

    
    
    
     

Disabled Children Provide specialist benefits advice for Salford families with a disabled 

child receiving treatment at Pendleton Gateway and other appropriate 

venues in Salford.  This advice may cover welfare benefits as a 

specialism, and general advice about employment, debt, housing, 

health and community care. 

Expectant 
Families 

Provide specialist advice about maternity benefits and maternity and 

paternity employments rights to expectant families, including 

teenagers, throughout the pregnancy in appropriate settings for 

Salford patients. 

Palliative Care  Financial advice and support to patients identified as being in the last 
year of life. This may also extend to family members/carers during the 
bereavement phase. 

Mental Health This service is contracted to MIND in Salford. It ensures that people 
experiencing mental ill-health have access to a range of free, 
impartial, confidential and independent advice. The service will enable 
clients to interpret, understand and apply information to best meet 
their needs and enables them to be more effective decision makers. 

Table 1: Overview of the services provided by Citizens Advice Salford 

 
3.2 Providing these different services enables CAS to operate a no wrong door service. Their staff 
and volunteers are able to provide information and advice across services. 
  
3.3 As part of the service specification for the High Street service CAS are required to maximise 
opportunities for external funding. The additional funding from alternative sources should fund 
developments which will compliment and build further capacity in the overall service and support the 
delivery of the High Street service. 
 
3.3 As CAS is a charitable and voluntary sector organisation this puts them in a unique position to 
secure external funding that is only available to the charitable and voluntary sector. 
 
3.4 CAS are a member of the National Association of Citizens Advice therefore have access to 
national funding streams for example, Help to Claim and Money Advice Service. Through this 
network they can also access the Consumer helpline, Witness Support Service and Pensionwise for 
the benefit of the people of Salford. This is uniquely available to CAS. 
 
3.4 Table 2 provides an overview of services funded through external funding streams (including 
contract end dates) that compliment and support the SCC and CCG funded services.  
 

Service Description Contract Information 
Contract 
End Date 

Help to 
Claim 

The service is to support 
claimants with making their 
applications for Universal credit.  
This is not a general advice 
service for Universal Credit, it 
focuses on initial claims. 

Commissioned by 
Department for Work & 
Pensions. Nationally run 
Citizens Advice 
programme subcontracted 
to local Citizens Advice 
services.  

31/03/2023 



 

    
    
    
     

Money 
Advice 
Service 

Clients are all seen and advised 
by the High Street service, if 
they require higher level 
specialist advice including court 
representation they are referred 
through to the Money advice 
contract. 

Commissioned by the 
Money & Pensions 
Service. Nationally run 
Citizens Advice 
programme subcontracted 
to local Citizens Advice 
services. 

31/03/2023 

Edward 
Holts 

The main aim of the funding is 
to facilitate and build links 
between the organisations and 
share good practice.  
Also working with the service 
users around more life skills and 
preventive work rather than 
actual advice e.g. help with 
preparing for work  
 

Funding is for Citizens 

Advice Salford to work 

with Emmaus and Loaves 

and Fishes 

28/02/2023 

(With 

negotiation 

currently 

taking place 

for a new 

contract for 

3-5years) 

Domestic 
Abuse and 
Coercive 
Control 

The project supports victims of 

domestic abuse and coercive 

control.  The project supports 

the victims for many months.  

This is an extensive casework 

project which focuses on all 

areas of advice. 

Commissioned by Booths 31/03/2024 

Housing 
advice for 
private 
tenants 

The project offers advice and 
support to private tenants. 
The project also has an 
extensive research and 
campaigning aspect to it. 

Commissioned by Booths Ongoing 

Loaves & 
Fishes 

Dedicated advice service for the 
service users of Loaves and 
Fishes. 

Commissioned by Loaves 
& Fishes 

Ongoing 

Macmillan Dedicated advice services to 
clients affected by cancer 
Dedicated advice services to 
clients affected by cancer 

Commissioned by 
Macmillan 

31/12/2024 

Salford 
Foodbank 

Advice service to those 
presenting in foodbanks 

Commissioned by Salford 
Foodbank/Trussell Trust 

31/03/2025 

Binoh Dedicated advice session at 
Herschell Weiss 

Binoh Ongoing 

Table 2: overview of services funded through other funding streams 
 

 

4. Finance  
 
4.1 Table 3 shows the annual budget for the services commissioned by SCC and CCG. The table 
also shows the budget streams that they are funded through. 
 



 

    
    
    
     

Service Budget Annual Budget (£) 

High Street Non-integrated fund 193,205 

Health and Social Care Integrated fund 273,993 

Mental Health Non-integrated fund 55,928 

Disabled Children Non-integrated funding 24,000 

Expectant Families Non-integrated funding 3,700 

Palliative Care Integrated fund 14,000 

 Total: 564,826 
Table 3: Citizens Advice Salford Annual Budget 

 
4.2 Chart 1 shows the annual SCC and CCG contract value split by service area.  
 

 
Chart 1: Annual contract value by service area 
 

4.3 The largest contribution for CAS comes from the Health and Social Care service as this 
accounts for 48% of the overall budget. The High Street service accounts for 34% of the overall 
budget and the smaller contracts make up the rest. 
 
4.4 Table 4 shows the annual budget for the externally funded services. 
 

Service Commissioner 
Annual 

spend (£) 
Contract end date 

Help to Claim DWP 265,117 31/03/2023 

Edward Holts Edward Holts 32,078 28/02/2023 

Money Advice Service 
Money & Pensions 

Service 
270,452 31/03/2023 

Domestic Abuse & Coercive 
Control 

Booths 15,000 31/12/2024 

Health & Social 
Care (Care Act)

48%

High Street
34%

Expectant Families
1%

Mental Health
10%

Disabled Children 
4%

Palliative Care
3%

ANNUAL CONTRACT VALUE BY SERVICE



 

    
    
    
     

Housing advice for private 
tenants 

Booths 15,000 ongoing 

Loaves & Fishes Loaves & Fishes 8,300 ongoing 

Macmillan Macmillan 75,002 31/12/2024 

Salford Foodbank 
Salford 

Foodbank/Trussell 
Trust 

20,000 31/03/2025 

Jewish Advice Service Binoh 5,000 ongoing 

 Total 705,949  
Table 4: CAS annual budget for externally funded services 

 
 
4.5 As part of the service specification for the High Street service CAS are required to maximise 
opportunities for external funding by securing a minimum of £400,000 per annum. CAS are meeting 
this requirement as they have currently secured £705,949 of external funding. It is important to note 
that CAS have secured external funding throughout the life of their current contract and these have 
been long standing contracts. 
 
 4.7 Chart 2 shows the split of funding coming into CAS from SCC and CCG and external sources. 
 

 
Chart 2: CAS Funding Split 

 
 

 

5. Performance  
 
5.1 The performance data that has been used for the purpose of this review is 2019/20 this is due to 
the COVID-19 pandemic that has altered the way in which CAS have had to operate. CAS response 
to COVID-19 will be reflected in this section of the report.  
 

SCC & CCG 
Funding 

48%

External 
Funding

52%

CAS FUNDING SPLIT



 

    
    
    
     

5.2 High Street - The High Street service operates in Walkden, Swinton and Eccles Gateway, Irlam 
and Cadishead Library, and the Main office on Salford Precinct. In 2019/20 the service started 
operating from Broughton Hub which makes the service more accessible to the Jewish Community.  
 
In 2019-2020 CAS has: 
 

 Supported over 21,000 clients (target 20,000) in relation to approx. 63,000 issues (target 
45,000) 

 As expected, clients are presenting with multiple issues that require information, advice, and 
interventions. Again, as expected benefits, and debt continues to be the highest areas of 
need 

 In terms of value for money, as a result of service provision in this service area there has 
been approx. £12.5m secured for Salford residents in benefit gains. 

 
5.3 The High Street service has and continues to meet and even surpass the contracted outcomes. 
 
5.4 Health and Social Care: 
 

 Supported 3472 people 

 Over 12,000 issues dealt with in 2019/2020  

 Benefit gains of £7,054,922  

 Benefits and Tax Credits advice and information is the service area of highest demand  

 £3,456 financial gains per client 
 
5.5 The Health and Social Care service operated in Macmillan, Newbury Green and Sorrell Bank in 
2019/2020 the following services were delivered: 
 

 356 clients supported  

 1,300 issues supported with approx. 83% being benefit related being benefit related  

 Benefit gains £750k 

 £2,106 financial gains per client 
 
 
5.6 The Health and Social Care service has performance indicators in the specification, but targets 
have never been set for this. Despite there not being any targets set the activity coming through the 
Health and Social Care service does not align with the level of investment going into the service. 
CAS have however advised that advisors will spend more time with clients accessing the Care Act 
Information and Advice service than they do with other contracts. This is not currently reported 
through performance metrics and is hard to qualify. 
 
5.7 CAS advised that they have fed back informally to commissioners that the current performance 
metrics for the Care Act Information and Advice service does not fully capture the wellbeing gains 
clients experience through access this service. For example CAS feel that their input has prevented 
people going into residential care by enabling them to stay in their own homes for longer. 
 
5.8 Disabled Children - The service is delivered with the High Street service and Stott Lane Library: 
 

 252 Clients provided with a service (target 200) 

 Estimated £624k in benefit gains for clients  

 Benefits and tax credits are the highest area of need in relation to this service 



 

    
    
    
     

 £2,476 per client 
 
 
5.9 The Disabled Children service is outperforming on the targets they have been set. The benefit 
gains are large compared to the level of investment going into the service. 
 
5.10 Expectant Families - The service operates in Stott Lane Library and referrals come from 
Midwives, Langworthy Cornerstone and word of mouth: 
 

 116 families provided with a service at the end of Q4 (Target 75) 

 Benefit gains of approx. £310k 

 £4,133 per family 
 
5.11 The Expectant Families service is meeting the target that have been set. The benefit gains a 
large compared to the level of investment going into the service.  
 
5.12 Palliative Care - This service is delivered from Stott Lane next to SRFT. In 2019/2020: 
 

 supported 311 clients with advice and information (target 300) 

 benefit gains of approx. £366K 

 the demand being most significant for support in relation to attendance Allowance 

 £1,177 per client 
 
5.13 The Palliative Care service is exceeding the targets that have been set and bringing in high 
benefit gains for the level of investment.  
 
5.14 Mental Health - This service is subcontracted to MIND in Salford and delivered from Cromwell 
House, Ramsgate House, The Angel and Prescott House. Referrals mainly come from the hospital, 
advocacy, mental health practitioners, mental health drop ins and via VCSE. MIND in Salford will 
often already have relationships with clients due to the Advocacy Service that they provide.  
 
5.15 In 2019/20 the Mental Health service achieved: 

 

 389 new referrals or on average 32 per month (target 35 per month) 

 136 of the new referrals were from returning clients  

 Existing monthly caseloads of on average 110 people per month (target 80) 

 Debts managed: £248,463 

 Debts written off: £193,391 

 Lump sums received: £164,745 

 Monthly benefits received: £40,163 

 Top 3 debt advice given: Ways of dealing with debt or arrears, increasing income and ways 
of dealing with creditors 

 Top 3 benefits advice given: ESA, PIP & Attendance Allowance, Council Tax Benefit 
 
5.16 There are some months where Mind in Salford do not meet their new referral target and some 
months that they exceed it. Mind in Salford are exceeding their target for managing existing 
caseloads.  
 



 

    
    
    
     

5.17 Volunteers - A requirement of the High Street and Health and Social Care specifications is for 
CAS to create opportunities for volunteers, providing appropriate training and support. Table 5 shows 

the volunteer figures for 20219/20. The annual targets have been set in the High Street service 
specification. The year to date (YTD) figures highlighted in green show that the service is meeting 
and exceeding the annual targets. 
 
 

QTR 1 QTR 2 QTR 3 QTR4 YTD 
Annual 

Target No. 

Total No 
Volunteers 

34 39 48 41 162 70 

Total Number of 
Volunteers 

67 65 71 75 278  

New Volunteers 
inducted 

10 5 9 10 34  

Volunteers 
Accessing 
Training and 
Support 

67 65 71 72 275 70 

Volunteers 
moving on to 
Training / 
Employment 

4 2 5  11  

Total Volunteer 
Hours 

6,968  6,760 7,384 7,800 28,912 30,000 

Table 5: 2019/20 Volunteer activity 
 
5.18 Although the use of volunteers is a requirement of the High Street contract the other services 
benefit from access to the volunteers. This is because at CAS volunteers might provide initial 
triaging for clients. As CAS offer a seamless service to prevent referral fatigue it is not possible to 
identify how many volunteer hours the other contracts benefit from.  
 
 
5.19 Chart 3 shows a breakdown of the people supported by CAS in 2019/20 across the contract 
areas.  



 

    
    
    
     

 
Chart 3: Number of people supported by CAS 2019/20  
 
5.20 The Health and Social Care element of the contract receives the most investment but does not 
see as much activity as the High Street service.  CAS have advised that the High Street and Care 
Information and Advice service are very different. The client will remain with the advisor longer in the 
Care Act Information and Advice service whilst they explore all aspects of their care needs.  For the 
high street there are some enquiries which are much more straightforward. Therefore, the two 
services should not be compared. Although this is difficult not to do when the figures are so 
different.  This is currently difficult to quantify as the time taken on cases is not currently recorded or 
reported.  
 
5.21 Graph 1 shows spend per person accessing all services provided by CAS in 2019/20.  
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Graph 1: 2019/20 Spend per Person 

 
5.22 Table 6 shows the cost per person against the number of people that accessed the service in 
2019/20 and the activity target. 
 

Service 
2019/20 Cost per 

person (£) 
2019/20 number of people 

accessing the service 
Target 

Health & Social Care 
(Care Act) 

79 3472 N/A 

High Street 9 21,000 20,000 

Expectant Families 32 116 75 

Disabled Children 95 252 200 

Palliative Care 46 311 300 

Mental Health 144 389 (32 per month) 
35 new referrals 

per month 
Table 6: 2019/20 Cost per person, activity and activity target 
 
5.23 Table 6 shows that the cost per client might be considered high, but the services are hitting 
their contractual targets. Although no target has been set the Care Act Information and Advice 
service is expensive compared to the High Street service and it is seeing considerably less people. 
Especially if it is considered that it is anticipated that the Care Act Information and Advice service 
like the High Street service would see a mix of cases from low level to more complex. 
 
5.24 CAS has continued to adapt their services throughout the COVID-19 pandemic. CAS moved to 
providing advice services over the telephone. The telephone lines are staffed by volunteers and 
advisers. CAS has followed government and local guidelines adapting the service as necessary to 
ensure continuity throughout the pandemic. People accessing the service have welcomed the return 
to face-to-face services which CAS have been gradually building back. CAS have continued to 
support staff and volunteers to deliver services in ways that they feel comfortable. 



 

    
    
    
     

 
5.25 CAS has reported an increase in people accessing information and advice services compared 
to pre-pandemic figures. The top two advice categories over the pandemic have been Welfare 
Benefits and Housing. Over the pandemic the CAS have reported an increase in the need for 
housing related advice.  
 
5.26 Throughout the pandemic CAS has had to assimilate concisely and very quickly, key 
Government messages, so that our staff and volunteers were ready to advise, such as the creation 
and eventual suspension of a Job Support Scheme which has meant we have had to re-focus on 
the revised rules to the Coronavirus Job Retention Scheme. 
 
5.27 During the pandemic CAS have worked in partnership across the system to support with the 
cities COVID-19 response. This has included acting as a point of contact to offer advice and 
supporting with the development and delivery of the Spirit of Salford.  
 

6. Client Information  
 
6.1 The data used for this section is from Q3 2021/22 as the data is reported quarterly.  
 
6.2 Chart 4 shows the gender of clients accessing CAS in Q3 2021/22. The data shows there is an 
even split of people accessing the service. The gender options included should be reviewed to add 
other/transgender options.  
 

 

 
Chart 4: Gender of clients accessing CAS Q3 2021/22 

 

6.3 Chart 5 shows the age of clients accessing CAS in Q3 2021/22. The data shows that in Q3 
2021/22 most clients accessing CAS were working age adults aged between 25-54. 
 



 

    
    
    
     

 
Chart 5:  Gender of clients accessing CAS Q3 2021/22 

 
6.4 Chart 6 shows the disability status of clients accessing CAS in Q3 2021/22. The majority of 
people have advised they do not have a disability of health condition, or they have not reported 
anything. 34.4% of clients have a long-term health condition and 10% have identified as having a 
disability.  
 

 
Chart 6:  Disability status of clients accessing CAS Q3 2021/22 
 
 

 
6.5 Chart 7 shows the ethnicity of the clients accessing CAS in Q3 2021/22. 
 



 

    
    
    
     

 
Chart 7:  Ethnicity of clients accessing CAS Q3 2021/22 

 
6.6 Table 7 shows the expected ethnicity of Salford as a whole. The expected data is based on the 
2011 census. 
 

Salford expected ethnicity  (%) 

White British 85 

White Other 4 

White Irish 1 

Asian (All) 4 

Mixed (All) 2 

Black (All) 3 

Other 1 
Table 7: Expected ethnicity of Salford from 2011 Census  

 
6.7 The ethnicity data suggests that the CAS services are reaching different communities across 
Salford. It would suggest they CAS are seeing more Black (6.8%) and Asian (5.4%) people than 
what is expected. This probably reflects the change in the communities of Salford and will potentially 
be reflected when the 2021 Census data becomes available.  
 
6.8 Graph 2 shows CAS clients by ward for Q3 2021/22. The client by ward data is based on the 
client’s home address. The higher activity levels mirror the areas of deprivation and ill health. The 
top 5 wards with the highest level of activity: Pendleton & Charlestown, Broughton, Weaste & 
Seedly and Barton & Winton. 
 
 



 

    
    
    
     

 
Graph 2:  Clients accessing CAS by Ward Q3 2021/22 

 
6.9 Graph 3 shows the external organisations that have referred into CAS in Q3 2021/23.  Age UK, 
Salford Royal and Salford Assist are the top 3 referrers into the service.  
 

 
Graph 3:  External organisations referring into CAS Q3 2021/22 

 
 

7. Engagement  
 
7.1 Three engagement questionnaires were developed for service users, Citizens Advice Salford’s 
volunteers and stakeholders, including Salford City Councillors. The questionnaires sought to 
understand what is working well, what is not working well and what needs to change. An overview of 
the responses can be found below or see appendix 1 for the full analysis.  
 
7.2 Service User Questionnaire 
 



 

    
    
    
     

Citizens Advice Salford asked people accessing their service the service user questionnaire for a 
two-week period, Monday 12 July 2021 - Friday 23 July 2021.  
 
321 responses were received. 57 of the responses are for services funded through the other funding 
streams referenced above. Therefore 264 responses were in scope for the review. 
 
Question 1: What was the main reason(s) for accessing the CAB Service? 

 
Chart 4 shows the main reason(s) for accessing the CAB Service.  
 

 
Chart 4: Reason for Accessing CAS 

 
The three main reasons for accessing Salford CAB in the two-week period was Benefits, Debt and 
Housing.  
 
Only 3% of clients accessed CAS for Health and Social Care support, with the level of funding that 
goes into the contract you would expect this figure to be higher.  
  
Question 2: What has your experience been of the CAB service? 
 
The responses to this question were very positive. Only three people’s comments were slightly 
negative, but one of these comments seems to be referencing a previous time they accessed the 
service.  The other two slightly negative comments are about having to wait to speak someone. The 
themes have been listed below:  
 

 Excellent service with helpful staff. The people that accessed the service received the help 

that they wanted, and it has made them feel better about the situation they are in.  

 Unique service and people do not know where else they would have received the help they 

got.  
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9%

Benefits
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 In some cases, people have accessed the service multiple times as it is somewhere that 

they trust.  

 Difficulty accessing the service was highlighted as an issue by 2 people. They both indicated 

that it was hard to get through. When they did get through, they received a good service.  

 
Question 3: What worked well? 
 
The feedback to this question was positive. The themes have been listed below:  
 

 Seeing people face to face again 

 Phone appointments as some people struggle to leave their house 

 Quick and easy to access  

 Service was able to help people where English is not their 1st language 

 Help to complete forms and explaining their content 

 Service is very knowledgeable 

 Appointments made available to suit people’s needs (childcare/work) 

 Easy to contact 

Question 4: What is not working well? 
 
179 people advised that they were happy with the service, and nothing is not working well. 43 
people did not respond to the question. The remaining responses identified areas that are not 
working which have been themed below: 
 

 The time it can take to access the service  

 Where English is not their first language people reported that they struggled to understand, 
and they would benefit from having access to an interpreter 

  People reported issues with the phonelines, this included waiting times, phoneline quality 
and calls from withheld numbers 

 Unable to provide advice as it was on a specialist subject 

 Would like the service to return to normal following covid restrictions 

 Difficult to understand with masks on 
 
 
Question 5: What needs to change? 
 
203 people advised that nothing needs to change, and 29 people did not respond to this question. 
The remaining responses identified areas that need to change which have been themed below: 
 

 People would like the service to be open longer and expanded across Salford 

 Improved access to interpreters 

 Improved waiting times 

 Improve the telephone access, this included wait times, finding the correct contract number 
and hold music  

 Introduce video calls 

 Expand the remit of advice provided 

 Service to return to normal following covid restrictions 

 Get rid of masks 



 

    
    
    
     

 
Question 6: How do you prefer to access CAS services? 
 
The top three ways people prefer to access Information and Advice services is face to face, 
telephone and a mix of face to face and email. Chart 5 shows how people would like to access 
Information and Advice services. 
 
 

 
Chart 5: Accessing Advice & Information 

 
One peron idntified that their preference for accessing the service would be via video call. CAS 
service have advised that this is something that they would like to start trialing.  
 
7.3 CAS Volunteer Questionnaire 
 
CAS developed a questionnaire to send out to their volunteers. 35 volunteers completed the 
questionnaire.  
 
Question 1: How long have you been a volunteer/ did you volunteer with CAS? 
 
There is a mix of long standing and new volunteers. With some volunteers that have just started with 
CAS and others that have been volunteering with CAS for over 11 years. 
 
Question 2: How do you think volunteering for CAS has helped you? (Please select as many 
as appropriate) 
 
32 volunteers selected more than one option for how volunteering for CAS has helped them. 3 
volunteers selected one option. Chart number 6 shows the different ways volunteering for CAS has 
helped the volunteers. 
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Chart 6: How volunteering for CAS has helped the volunteers 

 
Question 3: Do you feel that volunteering has helped to connect you to the local community? 
 
Most of the volunteers advised that volunteering with CAS helps connect them to their local 
community.  
 
Question 3a: If you answered Yes to the previous question: In what way? 
 
The following themes were identified as how volunteers felt better connected to the local community:  
 

 Improved my understanding of the issues that my community are experiencing 

 Improved my understanding of the community 

 Enabled me to interact with a diverse cross section of the local community 

 Feel like I am making a positive contribution to my community 

 Get to know more people in the community 
 
Question 4: Is there anything you would like to say about your experience volunteering with 
us? 
 

 Enjoyable 

 Feeling supported and part of a team 

 Invaluable experience 

 Work is valuable and fulfilling 

 Provides me with a sense of purpose and raise self esteem 
 
Question 5: What is working well? 
 
32 people responded to this question.  

 

 Face to face interaction with people  

 Excellent supervision, support, and training opportunities 

 Flexibility 

Improved my skills 
and knowledge

34%

Imporved my 
wellbeing

23%

Improved my self 
confidence

22%

Improve my 
employability

15%

Other 
5%

Improved my 
listening

1%

HOW DO YOU THINK VOLUNTEERING FOR CAS HAS HELPED 
YOU?



 

    
    
    
     

 Staff and volunteers’ dedication 

 Everything  
 
Question 6: What is not working well? 
 
29 people responded to the question 11 responses did not want to change anything 

 

 Changes to the service due to COVID-19 pandemic e.g. appointments no longer face to 
face, missing going into the office, missing seeing other team members 

 Process can be long winded and difficult to understand e.g. different apps, systems and 
complicated forms 

 Occasionally there will be gaps in the training provided 

 More consideration is needed for volunteers time and external commitments that might 
mean they are unable to complete the work they are doing  

 Communication barriers for people whose 1st language is not English  

 Inconsistency in processes 
 
Question 7: What needs to change? 
 
24 people responded to the question. 10 people would not want anything to change.  
 

 Revert to face-to-face appointments without the need for masks  

 Increase resources including increasing good volunteers 

 Streamline the apps that service uses 

 Respect volunteers time 

 Regular online catch ups 

 Upgrade the computers 

 More staff and volunteers meet ups 
 
7.4 Stakeholders Questionnaire 
 
The Stakeholder Questionnaire was sent with a two-week deadline in July 2021. Table 8 shows the 
different stakeholders the questionnaire was sent out to.  
 

Stakeholders 

Salford City Councillors Healthwatch 

Primary Care Salford Royal Foundation Trust 

Adult Social Care Age UK Salford 

Salford CVS Macmillan 

Salford Loaves and Fishes Salford City Council 

ForHousing Yemini Association 

Salix Homes Other community groups across Salford 
Table 8: Stakeholders the questionnaire was sent to 
 
24 Stakeholders responded to the questionnaire. Table 9 shows where the responses came from. 
 

Stakeholder Number of Responses 

SCC Councillors 4 

Salford Royal Foundation Trust 3 



 

    
    
    
     

Macmillan 2 

Age UK Salford 1 

Salix Homes 1 

Salford City Council 5 

Loaves & Fishes 2 

Healthwatch Salford 1 

Yemini Community Association 1 

Domestic Violence 1 

Salford Foundation Women’s Services 1 

Salford CVS 1 

For Housing 1 
Table 9: Stakeholders that responded to the engagement questionnaire 
 
 
Question 3: What is working well?  
 
The response to this question was very positive and the following themes have been identified:  
 

 Referral process, including the updated online referral form 

 Response times 

 Range of expert information and advice that is offered to people 

 Ability to engage with people 

 Partnership working 

 Communication 

 Strategic contributions across a wide range of topics 

 How well the service adapted in the COVID-19 Pandemic 
 
Question 4: What is not working well? 
 
7 people could not identify anything that is not working well. The other people identified the following 
themes:  
 

 Referral process 

 Feedback from CAB about the outcome of referrals made 

 Availability of the service, people wanted to see the service open for longer or in a certain 
location for more days 

 Communication for clients that are digitally challenged 

 Allocate more time for CAB to work on Salford Policy Issues and Campaigning 

 Employ more multilingual people from a diverse background to reflect Salford’s population 
 
Question 5: What needs to change?  
 
8 people responded that they would not change anything. 
 

 Improved referral processes 

 Increased hours of operation 

 Enable CAB to continue to support partners strategically with systematic change 

 Enable CAB to work more on preventative work through Salford policy issues and 
campaigning 



 

    
    
    
     

 Multilingual service to reflect the Salford population 
 
Question 6: What is important in relation to the future delivery of Information and Advice 
Services in Salford? 
 

 Increased availability across the city face to face and digitally, including increased opening 
hours and days available 

 The service to become more accessible via email and telephone 

 The service to have access to an NHS email address to improve secure referrals 

 Service to continue to support clients regardless of their circumstances 

 Increased partnership working 

 Ensure people that are digitally challenged are not excluded from the service 

 Increase staff 

 Look at what community needs and deliver accordingly 

 Continues to evolve 

 One stop, single point of access for people in Salford to then be connected to the support 
they need. Aligned to neighbourhoods 

 Keep it independent, keep it local, keep it based in a charity, keep it with Salford Citizens 
Advice 

 Keep the model as is, the volunteers working in the service support social value 

 Employ more bilingual people with the capacity of speaking many languages 
 
7.5 Adult Social Care were asked about the service, and they did not know it was available. It was 
advised that they thought of CAS providing the traditional High Street service. 
 
 

8. Social Value  
 
81 Salford CAB are currently one of the largest single volunteering organisations in Salford with a 
minimum of 60 volunteers working across the bureau at any one time, The national investment 
involved in training volunteer advisors with CAB is estimated to be worth £1600 per volunteer and 
the extensive programme also plays a significant part in meeting the city’s broader Worklessness 
and Volunteering Strategy.  
 
8.2 CAS are accredited to the Salford City Mayor’s Employment Standards Charter and a National 
Living Wage employer. CAS ensure the same with any businesses and organisations they 
subcontract with. 
 
8.3 CAS’s Volunteer Programme also provides a therapeutic work environment for a significant 
number of people with long term mental health, health of dependency problems with CAB acting as 
an intermediary into the regular workplace 
 
8.4 CAS set up and ran the VCSE Living Wage Kick Start employment programme. 
 
8.5 CAS campaign locally, regionally, and nationally to improve the lives of the people of Salford. 
 
 
 
  



 

    
    
    
     

9. Added Value  
 
9.1 CAS lead and support on projects that go above and beyond the service they have been 
commissioned to provide this gives added value to SCC. Table 10 provides an overview of the 
additional projects CAS are working on. Appendix 2 provides more information about the projects.  
 

Project Overview 

Council Tax Best Practice Protocol Supporting SCC with agreeing the Council Tax Best 
Practice Protocol and associated projects. Acting as an 
adviser to SCC following changes in regulations. 
 
This is a three-part agreement between CAS, the council 
and Local Government Association and represents a 
different way of working for the council’s council tax service 
with CAS and other advice agencies.  Since its adoption 
Council Tax revenues have increased by over £2m in each 
financial year and the latest year this is expected to be 
£3.4m 
 

Support for the city’s food poverty 
strategy and food crisis response 

Leading on Salford’s food crisis response. Setting up the 
Food Share Network – jointly delivering in partnership with 
Salford CVS and Salford CCG the Salford Emergency Food 
Fund.  
 
Supporting SCC on bidding for the Holiday Hunger 
Programme.  
 
Offering advice to senior officers about how to allocate 
winter resilience funding. 
  
Over £400,000 is now allocated to food projects across the 
City under a partnership managed by CAS, CVS and the 
Foodshare Network. There is also another £100,000 
programmed for delivery this year. 
 
Supporting the delivery of the Healthy Holiday Programme 
offering a tailored advice service. 
 
Also supporting families to gain access to school uniforms 
as a follow up to the healthy holidays work. 
 

Breathing Space Organising the city-wide discussions with partners over the 
introduction of the new Breathing Space regulations. 

Ongoing Rights Awareness Maintaining an ongoing publicity campaign around key 
rights issues. Including Pension Credit Awareness and 
Health Start Scheme. 

Work around the European Union 
(Citizens) Support Scheme 

Working with SCC to ensure good engagement with the 
scheme, and high rates of registration under the scheme. 



 

    
    
    
     

The Greater Manchester Citizens 
Advice Out of Hours emergency 
provision 

Support to GM Citizens Advice colleagues in setting up, as 
well as obtaining funding for the GM Out of Hours advice 
service. 

Salford’s Red Box Scheme Setting up and supporting with the delivery of the red box 
scheme 

Membership of mayoral and 
statutory groups 

Attending mayoral and statutory groups e.g. Anti-poverty 
strategy, Inclusive Economy Strategy and city’s 
homelessness strategy. Being regularly invited by senior 
officers to meet various service assessors or regulators. 

Training Training for agencies across the city 

Volunteers  Volunteers and the concept of volunteering to help your 
fellow citizens is at the heart of what we do as a service in 
Salford. 

Fair Funeral Campaign Work with the funeral providers locally to help reduce costs 
and prepare for the introduction of regulation.  Work with 
local authority to improve bereavement services including 
the establishment of the Salford Municipal Funeral Scheme. 

Table 10: CAS added value projects 
  
 

10. Other Areas  
 
10.1 A scoping exercise was undertaken to find out what other local authorities are doing to provide 
CAS information and advice services. Table 11 shows an overview of the responses that have been 
received. From the responses that have been received Salford’s information and advice service, in 
particular the health and social care element is quite unique. The other areas service models are 
similar to Salford’s and all services have a requirement to utilise volunteers. All local authorities 
except Blackpool have external third sector providers providing their information and advice 
services. In some cases areas have more than one third sector organisation working together to 
provide Information and Advice services. 
 

Area 
Contract Value 

(£) 
Contract 
Length 

Contract Overview Provider(s) 

Trafford 

Unknown Healthwatch 

12,000 5 years 
Low level Information and 
Advice service over 55’s 

Age UK 

10,000 5 years 
Low level Information and 
Advice service for the Afro 
Caribbean community  

ACCG  

17,000 5 years 
Low level Information and 
Advice service for the 
South Asian community 

LMCP  

146,000 1 year 
Generic information and 
advice 

Citizens Advice 
Stockport, 
Oldham, 

Rochdale and 
Trafford 

Stockport 200,000 1 year 
Generic information and 
advice and some 

Citizens Advice 
Stockport, 



 

    
    
    
     

specialist welfare and debt 
services 

Oldham, 
Rochdale and 
Trafford 
 

Rochdale 
305,000 1 year 

Combined generic and 
specialist social welfare 
advice and legal services 

Unknown 
Also use the Carers 
service and other CVS  

Manchester 965,000 3 years 
Debt, welfare, benefits, 
and housing advice. 

Citizens Advice 
Manchester 
(lead provider), 
Shelter housing 
and Cheetham 
Hill Advice 
BAME element.  

Wigan - - - 
Citizens Advice 
Wigan 

Blackpool In house Unknown 

Bury No contract 
Table 11: Other areas Information and Advice Services 
 
 

11. Conclusion 
 
11.1 The review has highlighted that the services provided by CAS are well regarded by the people 
that access it, the volunteers and its stakeholders. 
 
11.2 CAS go above and beyond what they are commissioned to provide offering real value for 
money particularly in relation to the High Street, Palliative Care, Disabled Children and Expectant 
Families services. 
 
11.3 The results of the review indicate that the Health and Social Care element of the contract is not 
providing SCC/SCCG with value for money as the numbers accessing the service are significantly 
lower than the High Street service despite the Health and Social Care contract being the largest 
investment into CAS. CAS have advised that they do not agree with this as they feel the 
comparators across the services are not like for like. 
 
11.4 CAS bring in additional funding to support the SCC and CCG contract and provide added value 
with the additional projects they are working on across the city. 
 
11.5 CAS also provide added value through the social value they provide across the city.  
  
 
 
Lauren Fairey  
Integrated Commissioning Manager 
 
 
 
 
 


