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56%  

have improved 

physical health  

 

 

78%  

have  

reduced stress 

 

 

 

44%  

have improved 

knowledge  

 

Introduction 

 

York Carers Centre is an advice provider in York offering free, independent, impartial, 

confidential advice to unpaid carers who live, or care for someone who lives, in York. Through 

the Advice York partnership advice was given out on social welfare law, including welfare 

benefits, debt, housing and employment. During 2014-15 more than 9 enquiries were dealt 

with by York Carers Centre helping residents of York. This represents around 0.005% of the 

local population. Our client profile is broad and inclusive. 

It is important to know how York Carers Centre makes a real difference to the residents of 

York. Many clients tell us about the wider benefits of advice and there is increasing evidence 

nationally of the impact and outcomes of advice services on health and well-being. We wanted 

to find out and be able to report how advice has improved the lives of York residents. 

We asked clients how their problems had been affecting their lives prior to receiving advice, 

what happened as a result of the advice, and what, if any, impacts there had been any 

following the advice. 

This report looks at the results from our research and demonstrates the considerable benefit of 

advice provided by Advice York partner agencies and its contribution to the well-being of local 

residents and the City. 

 

The Research 

Eight advice agencies in York surveyed a proportion of their clients who received advice during 

the financial year 2014/15 using the same outcome survey. We took part in this research and 

this report details our organisations results.  

The surveys were sent at least one month after the initial advice. Of 935 surveys sent out 

across York, 242 completed surveys were received back, giving a 26% completion rate.   
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The Advice Needed 
 

The 9 clients responding received help to deal with 18 problems. The top three areas of advice 

we gave were: benefits/tax credits, health and carer responsibilities in general (other).  A large 

number of clients reported that they were helped with a problem with their health. This is a 

higher proportion of clients than agencies report. This shows many of the reason why people 

look for advice on benefits or debt issues are related to their health conditions; and reflects 

that a number of social welfare law issues directly impact a person’s health and that individuals 

recognise this. Advice on these issues can result in a number of outcomes, from an increased 

income through benefit take up, to debts being managed or written off and homelessness 

averted. 

 

We asked clients how their problems had been affecting their lives prior to receiving advice.  

The greatest impact on clients and their families was stress and worry which was reported by 4 out 

of 9 people. 33% of people said their health had worsened as a result of the issues they were 

facing . 
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Claire Richards (name has been changed) contacted York Carers 

Centre as she was struggling to fill in forms for the DWP for help 

for her and her son. This issue was causing problems for Claire’s 

health, making her stressed and worried, and causing panic 

attacks. She found the application process long and complicated, 

with parts difficult to understand. York Carers Centre helped her fill 

in the forms and translate the technical jargon into plain English. 

Claire felt they were experienced and understood her problems, 

and she knows she can go to them for advice and help in future. 

Her health has improved as a direct result of the help she received 

from York Carers Centre. 
 

22% of those surveyed told us that their problems meant they were having great difficulty affording 

even the basics, such as struggling to pay bills. A maximised income as a result of advice and 

benefit take up can help clients to deal with these issues. It is clear from seeing how the issues 

people seek advice for is affecting their lives that it is vital for these issues to be tackled, improving 

the lives of residents in York. 

The link between receiving advice and improving health has been highlighted over recent years. 

Many of the determinants of health are social and economic factors which advice directly 

improves. Tackling problems related to housing, income and employment reduces inequalities and 

improves health.1  In another study by the Legal Action Group, backed by the Law Society, 1,000 

GPs were asked about advice in relation to health consequences. The majority of GPs thought 

that the number of patients who would have benefited from social welfare advice had increased.2 

This is supported by the findings of our research where clients reported a number of ways in which 

they and their family’s health were being affected.  

Age UK recently reported a crisis in adult social care, with the numbers in need increasing and the 

funding reducing.3 This means that many elements of care are now being covered by individual’s 

household budgets.  

 

                                                                           
1
 The Marmot Review (2010) 'Fair Society Healthy Lives',  http://www.instituteofhealthequity.org/projects/fair-society-healthy-lives-

the-marmot-review  
2
 Legal Action Group (2014), ‘Healthy legal advice; Findings from an opinion poll of GPs’ 

http://www.lag.org.uk/magazine/2014/12/gps-say-legal-aid-cuts-damaging-patient-health.aspx?ReturnUrl=%2fadvanced-
search.aspx%3fsearch%3d  
3
 Age UK (2014) ‘Care in Crisis’,  http://www.ageuk.org.uk/Documents/EN-

GB/Campaigns/CIC/Care_in_Crisis_report_2014.pdf?epslanguage=en-GB?dtrk%3Dtrue  

http://www.instituteofhealthequity.org/projects/fair-society-healthy-lives-the-marmot-review
http://www.instituteofhealthequity.org/projects/fair-society-healthy-lives-the-marmot-review
http://www.lag.org.uk/magazine/2014/12/gps-say-legal-aid-cuts-damaging-patient-health.aspx?ReturnUrl=%2fadvanced-search.aspx%3fsearch%3d
http://www.lag.org.uk/magazine/2014/12/gps-say-legal-aid-cuts-damaging-patient-health.aspx?ReturnUrl=%2fadvanced-search.aspx%3fsearch%3d
http://www.lag.org.uk/magazine/2014/12/gps-say-legal-aid-cuts-damaging-patient-health.aspx?ReturnUrl=%2fadvanced-search.aspx%3fsearch%3d
http://www.ageuk.org.uk/Documents/EN-GB/Campaigns/CIC/Care_in_Crisis_report_2014.pdf?epslanguage=en-GB?dtrk%3Dtrue
http://www.ageuk.org.uk/Documents/EN-GB/Campaigns/CIC/Care_in_Crisis_report_2014.pdf?epslanguage=en-GB?dtrk%3Dtrue
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89%  
said advice 

helped them 

solve their 

issues  

89%  
clients say their 

confidence is 

better   

44%  
clients have 

increased their 

income 

What happened 

Clients were extremely positive about the advice they received, with almost all (89%) giving a 

positive response to the advice they received. Many were extremely grateful for the help they got 

and the quality of the advice given, with over two thirds (67%) rating the help they received as 

brilliant, and the rest (33%) rating it as good. 

No clients felt the help they received was poor.  

Clients told us the advice they received made a difference to them. Almost all (89%) said the 

advice they received helped with sorting out their issues, with a further 11% still waiting for the 

outcome.  Almost half told us that because of the advice they received their problems were 

completely solved. 100% of these people said the problem could not have been solved without the 

advice from York Carers Centre. This clearly shows the huge difference advice made in helping 

people solve their problems.   
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All those who told us that their problem was only partly solved explained to us that this was due to 

action still being taken, or ongoing issues such as knowing more forms will be coming to fill in. 

These clients have stated they know they can continue to ask for our support however. One 

person dealing with benefit issues also reported their issue was still ongoing. Welfare reform has 

changed the way the benefits system works so that the process for claiming benefits can take a 

long time. This is particularly true with benefits such as Employment Support Allowance where 

assessments, reconsiderations and appeals can take months. 

 

  

45% 

44% 

11% 

What has happened as a result of our help to 
you 

My problem has been
completely sorted out

My problem has been partly
sorted out

My problem is not sorted
because awaiting action

Fiona was calm and collected 

and put me at ease straight 

away and helped me get a grip 

of my self when I was feeling 

overwhelmed 

 

Everyone is very kind and 

helpful and supportive 

 

York Carers Centre was so 

helpful and informative 

helping us fill in the 

complicated forms 
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44% clients 

increased their 

benefit take up 

The Outcomes4 

4 out of 9 clients reported that as a result of the advice they were now 

claiming benefits they previously had been unable to or were unaware 

that they were entitled to. There are huge benefits to the individual 

from the take up of benefit entitlement, including improving the 

financial position of the household, increasing standards of living and 

reducing deprivation and poverty. 5  

Increased income does not just benefit those individuals but also the 

York economy, as the additional money is often used to purchase goods and 

services locally.6  

Health and Well-being7 

There is a large body of research looking at the links between advice and health and well being; 

with studies showing that 8 per cent of patients reported improvement in their physical or mental 

well-being following advice.8 We asked a number of questions looking at both health and well-

being.  One of the greatest outcomes reported by our clients was a positive improvement in their 

peace of mind, and well-being. In total 78% reported improvements in their well-being, and over 

half of those indicated that this was significantly increased.   

89% also said that they now had more confidence. This is extremely empowering for clients and 

indicates that they may be more able to help themselves more in the future, or will at least 

understand more about what is happening, as well as improvements to their wider life. 

 

 

                                                                           
4
 Please note only 137 people answered these questions. A number of assumptions have been made to calculate figures. Where 

specific rates of benefits have not been specified the lowest rate has been used for calculations.  
5
 National Association of Welfare Rights Advisors (2006) ‘The benefits of welfare rights advice: a review of the literature’ 

http://www.nawra.org/nawra/docs_pdf/Benefitsofwelfarerightsadvicelitreview.pdf 
6
 Legal Services Research Centre (2007) ‘A Helping Hand: the Impact of Debt Advice on People’s Lives.’ 

http://www.lsrc.org.uk/publications/Impact.pdf 
7
 It is worth noting that around one third of clients did not fill out this section of the survey. This is shown in the graphs as ‘Prefer not to say’. The 

figures within the text have excluded those who did not answer.  
 
8
 Hobby, L. and Emanuel, J (1998) Citizen’s Advice Bureaux in primary care in England and Wales - A review of available information  
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We also asked clients to rate themselves on the Warwick and Edinburgh 

Mental Well-being scale (WEMWBS). This is a validated scale for 

assessing mental well-being in the adult population used by health 

researchers across the UK. As we were unable to ask the clients to rate 

themselves before and after advice, we asked them to tell us if they had 

seen an improvement following the advice.  The greatest improvements 

was in the numbers feeling more optimistic in the future, thinking clearly 

and feeling relaxed (56%). This indicates huge improvements in mental 

wellbeing. Combined with the numbers feeling more able to make up their 

own mind (44%), this suggests that these clients are now more equipped 

to making decisions and to stay in control of their lives.  
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Conclusion 

The results from the research with our clients clearly show that the advice provided by York Carers 
Centre is hugely beneficial to both our clients and the wider community. Advice makes a real 
difference by helping to increase incomes, stabilise debt and resolve problems.  

Clients demonstrated that advice services help them achieve positive outcomes contributing to 
reducing poverty and increasing health and well-being; providing benefits not only to individuals 
and families, but to our community as a whole. 
 
Following advice, some of the headline outcomes include:  

 

 

 44% of clients gained through increased benefit take up 

 78% saw an improvement in their peace of mind and well-being 

 56% felt more optimistic about the future  

 44% now feel more able to make up their own mind as they have a greater knowledge of 

how things work 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

I have learnt about some aspects 

of my son's mental illness 

therefore have a greater 

understanding of his condition 

The service has 

been a Godsend 

 

Also coffee mornings helped 

me relax 

 

She pointed me in 

the right direction to 

discuss legal 

thoughts I wanted 

help with.  

 

They need someone 

like you to make them 

feel safe 
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Appendix 1 – Profile of survey respondents  
 

 

   

 

 

11% 

89% 

Gender 

Male
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Age 

0

0.5

1

1.5
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2.5

3
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Couple Couple and
children

19+

Couple and
children
under 18

Other -
with
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under 18

Other
adults only

Single Single and
children

19+

Single and
children
under 18

Living in Household 

22% 

11% 

11% 

56% 

Occupation 

Carer - elderly/disabled

Looking after children

Not working due to
disability/sickness

Other

Paid employment

Retired
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 Advice York is the network of advice providers in York offering free, 

independent, impartial, confidential legal advice in areas of social welfare 

law, including welfare benefits, debt, housing and employment.  

 A number of advice providers across the city have contributed to this 

report and have used the survey with their clients. A thank you to the 

following agencies:  

 

Age UK, York Carers Centre, Christians Against Poverty, City of York Council Benefit 

Advisers, Citizens Advice York, York Law School Clinic, Yorkshire Housing, Welfare 

Benefits Unit 

 

 

  

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

For more information on this report please contact: 

Emma Keef, Communications Officer, York Carers Centre 

Emma.keef@yorkcarerscentre.co.uk 

01904 714590 

mailto:Emma.keef@yorkcarerscentre.co.uk

