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Foreword by 
the Chair of 
the Trustees
I am pleased to introduce the Annual 
Report for 2015‑16 for the Welfare 
Benefits Unit which serves North 
Yorkshire and York. There have been 
some important developments during 
the last year.
Nationally, the new Conservative administration has 
continued its radical overhaul of the benefits system, and 
Universal Credit rolled out in the areas we cover. 

More than ever, people who have to access welfare benefits 
need the advice of competent and confident professionals. 
Our Unit serves a vital role in helping such professionals to 
ensure their advice is accurate and up-to-date. We continue 
to receive many positive comments and commendations 
about the training, the advice and the materials we provide.

For the Welfare Benefits Unit itself, the last year has seen us 
undergo a rigorous process to turn ourselves into a 
Charitable Incorporated Organisation. At the same time we 
have refreshed our website and modernised our branding. 
These changes will give us a strong platform on which to 
build as we move forward.

We recognise that the future is uncertain, not least because 
of the enormous pressures on our key funders, for whose 
continued support we remain deeply grateful. We 
nevertheless know, as they do, that our services have never 
been more needed.

 

Paul Murphy 
Chair of the Trustees

The role of 
the Welfare 
Benefits 
Unit
The Welfare Benefits Unit offers 
specialist welfare benefits advice 
to those who work with members of 
the public. Our experienced advisers 
provide independent support 
through our advice line, publications, 
training, consultancy and projects.
We provide:

•  Accurate advice, training and publications about 
an increasingly complex benefit system.

•  A professional and quality assured service to 
ensure that specialist advice can be accessed 
through local support agencies and cascaded to 
a wide number of individuals. 

•  Information to promote the take-up of benefits 
and awareness of entitlement.

•  A focal point for welfare rights work across North 
Yorkshire and York offering networking 
opportunities, updating and information. 

The Welfare Benefits Unit aims to maximise benefit 
take-up, helping to reduce the incidence and impact 
of poverty and in doing so improve health, 
well-being, financial and social inclusion.

Management Committee 
and Staff
Management Committee during 2015 to 2016:
Paul Murphy | Chair

Christine Skinner

Robert Jenkinson | Treasurer

Staff during 2015 to 2016:
Liz Wilson 
Joint Manager to June 2015,  
Manager from June 2015

Rachel Boyes 
Joint Manager to June 2015

Amy Blythe 
Welfare Rights Adviser

Andrew Davies 
Welfare Rights Adviser

Kate Fincham 
Welfare Rights Adviser 
from December 2015

Richard Porter 
Welfare Rights Adviser

Jane Helm 
Office Administrator

Carron Whorley 
Administrative Assistant

Finances
The Welfare Benefits 
Unit is supported 
by North Yorkshire 
County Council and 
City of York Council. 
The continued recognition of 
the value of specialist benefits 
advice for the residents of these 
areas is appreciated and 
provides a firm foundation for 
the revenue-raising carried out 
by the Welfare Benefits Unit.

Additional revenue raised 
through training and publication 
sales is essential to ensure 
service provision.

Continuation funding towards 
our Benefits Advice and Tribunal 
Support project was received 
from City of York Council’s 
Financial Inclusion Steering 
Group allowing this important 
resource to continue.

Full copies of our accounts are 
available on request.

Welfare Benefits Unit 
17 Priory Street 
York YO1 6ET

T: 01904 646058 
E:  admin@welfare-benefits-

unit.org.uk

Advice Line 
For advisers in North Yorkshire 
and York

T: 01904 642512 
E:  advice@welfare-benefits-

unit.org.uk

Registered Charity: 519099 
(transferred to 1164225  
from April 2016)

Training

Number of Delegates
Quarterly Training Bespoke Training

City of York
City of York employees 50 0
Citizens Advice Bureau 35 0
Others (e.g. voluntary 
organisations) 15 98

North Yorkshire
NYCC employees 68 25
Citizens Advice Bureaux 53 37
Others (e.g. voluntary 
organisations) 97 50

Outside Area 21 56
Totals 339 266

Additional training was provided over 6 courses to 45 trainees during the final 
quarter of the original Benefits Advice and Tribunal Support project, working in 
partnership with Advice York (Big Lottery funded). 

Universal Credit briefings were provided without charge in North Yorkshire to 
40 people, raising awareness of the impact of the continuing Universal Credit 
roll-out across North Yorkshire. These mirrored the briefings held in York the 
previous year. More than 1,100 Adviser’s Guides were provided to City of York 
and North Yorkshire County Council staff, and to Citizens Advice Bureaux in the 
area. A further 2,400 copies were sold nationally.
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Our Services
Advice Line
Our advice line is available to advisers 
in North Yorkshire and York, providing 
specialist advice on welfare benefits 
to anyone working with members of 
the public. 

We receive calls from a wide range of 
organisations, from hospital social 
workers to MP’s offices. EU queries 
receive a response from a specialist 
adviser. We increased accessibility by 
introducing email contact and we 
offer extended support for complex 
queries. Our aim is to develop skills 
and understanding to ensure that 
advice is appropriately applied and 
can also inform future activity.

‘Staff are always very 
helpful and 
knowledgeable.’

Training
Our training remains popular with 
positive evaluations. Attendees 
provide feedback to help determine 
future subjects for our training 
programme ensuring that the courses 
remain appropriate and meet the 
needs of advisers. 

Our popular three-day Introduction  
to Benefits and Credits course offers a 
broad overview of the benefits 
system, providing practical examples 
to enable benefit maximisation and 
understand how to remedy problems 
when they occur. 

The introductory course is 
complemented by our one-day 
courses and bespoke training.

‘Training is always pitched 
at the right level with the 
correct level of detail.’

Publications
Our concise Advisers Guide to 
Benefits and Credits is updated 
annually and provides an overview of 
the benefits system in an easily 
accessible format. It provides a 
succinct point of reference and is sold 
nationally along with our benefits 
rates card and wall-chart. Leaflets for 
members of the public are also 
provided free of charge to 
organisations in North Yorkshire and 
York. These provide a useful tool to 
share information about appropriate 
benefits when working with people 
who need support.

‘The Advisers Guide is an 
excellent resource and 
used every day by our 
advisers.’

Consultancy and projects
We provide a consultancy service for 
organisations; updating publications, 
offering specialist support and 
bespoke advice. We found working 
with the University of York on their 
Sustainable Pathways research project 
was mutually beneficial; we provided 
accurate current and projected benefit 
entitlement whilst gaining insight into 
the impact of Universal Credit on 
different client groups.

Our Benefits Advice and Tribunal 
Support project received part-funding 
from City of York council to continue 
in York area. This provides valuable 
support to advisers who are helping 
clients challenge benefit decisions 
and aims to ensure that York 
residents have the stability of income 
needed to develop financial capability 
and ensure financial inclusion.

‘A very useful resource.’

Forum meetings and 
collaborative working
Our bi-annual Forum meetings 
provide updating briefings and 
introduce specialist speakers to 
support the work done within the 
advice sector and a wider range of 
organisations. This networking 
opportunity helps identify working 
partnerships and enables 
information-sharing.

We worked with University of York 
Management School students who 
looked at our current position within 
the voluntary sector and supported 
our discussions around development. 

We collect data and seek to identify 
suitable cases in response to requests 
from Citizens Advice and specialist 
legal advisers. 

We continue to attend DWP and 
voluntary sector meetings to ensure 
that the needs of the benefits advice 
sector and individual claimants are 
represented.

‘This service has a lead 
role in providing 
invaluable information 
services and training in 
the area.’

If you’d like  
to find out 
more please 
get in touch

Figures
In 2015/16 the advice line received 926 calls generating 1491 queries. Over half 
of the calls involve complex queries requiring advanced reference material or 
extended responses. 
We continue to receive calls from a 
wide range of organisations, some 
who have little involvement with 
benefit issues and others in which 
advice provision is central. All are 
supporting claimants at a time when 
the complexity of the benefit system 
continues to increase.

There was an increase in the number 
of queries about Personal 
Independence Payment as the 
phasing out of Disability Living 
Allowance for adults continued. 
These often related to claimants who 
have experienced a reduction or loss 
of disability benefit; accurate advice 
helps determine whether a challenge 
would be appropriate. Enquiries 
relating to Employment and Support 
Allowance continued to be the main 
area of concern; the administration of 
this cost of living benefit created 
headlines in 2015/16 with ongoing 
concerns about the medical 
assessments and the related 
government review.

The Welfare Benefit Unit’s training is 
provided contractually to City of York 
Council and North Yorkshire County 
Council staff, as well as to Citizens 
Advice Bureau in the area. A total of 44 
courses were provided, both contracted 
and bespoke. The most popular being 
our 3-day Introduction to Benefits and 
Credits course and Universal Credit. 

Our training evaluations show that 
the main descriptors for the courses 
were ‘useful’, ‘interesting’, ‘valuable’, 
‘challenging’ and ‘practical’. 98% of 
attendees thought that the course 
‘good’ or ‘very good’ in relation to 
meeting their needs for work. York

Number of calls by area and type of organisation
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