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Executive Summary 

This report was commissioned by Guildford Advice Services; a partnership of Guildford 

Citizens Advice Bureau, Ash Citizens Advice Bureau, The Surrey Law Centre, Age UK 

Surrey, Voluntary Action South West Surrey and Guildford Borough Council.  The project 

is funded by the Big Lottery Advice Services Transition Fund. The purpose of this report 

is to assess the level of need for advice across the Borough of Guildford, the  type of 

advice that is needed, to look at what advice provision there already is and who are the 

main providers. From this information, to then assess whether there are any gaps in 

provision and to look at whether residents of Guildford are having their need for advice 

met and to look at any areas that could be improved. 

The report only looks at free advice provided by the Not for Profit, Voluntary and 

Community Sector. We do not look at advice provided by solicitors firms or by statutory 

agencies.  

Guildford Borough is an area of contrasts; while mainly affluent with high employment, 

home ownership and good health for many there also areas with high levels of 

deprivation compared to the rest of the county and indeed to England as a whole.  This 

is an issue that the advice givers we spoke to are only too well aware of as meeting the 

needs of those less affluent and more vulnerable people are what they do every day.   

During the course of this report we interviewed many people; both working for advice 

agencies and those using them, some of the evidence we present is therefore anecdotal 

as we have used the opinions of those working on the frontline and of those seeking 

advice. We have attempted where possible to use statistical data from the advice 

agencies we interviewed, but as can be seen from the report one of our findings is that 

there is a lack of readily comparable and robust data and one of our recommendation is 

that agencies work more closely together to collect comparable data on client need.  

We are pleased to be able to report that not for profit advice agencies are delivering a 

wide range of free good quality advice to large numbers of people in Guildford and 

most people who need advice would be able to find an agency that would be able to 

assist them. 

However, there are some gaps and there are areas that could be improved and our 

recommendations fall mainly into three groupings: the need for better collaboration 

between advice agencies to improve appropriate and timely referral, a need to improve 

access in all its forms which could be done by more sharing of resources across agencies 

and by looking at different ways to deliver advice and the need to collect better and 

more consistent statistical data which would help to make a case for better funding.  

We also believe that the Social Policy work carried out by the CAB and some other 

groups could be used more effectively to campaign for change and help prevent some 

of the issues faced by clients of Guildford Advice Services. 
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1 Introduction 
 
Summary and purpose 
 
The research in this Report identifies (1) data on local client need in the Borough of Guildford and (2) 
the sources of advice available in the Borough of Guildford. It sets out to identify strengths, 
weaknesses, duplication and gaps.  
 
Scope  
 
The people in the Borough of Guildford include: residents, including short term residents such as 
students and visitors, as well as those who work, visit or pass through the Borough of Guildford. 
 
Needs 
 
Local client need relates specifically to residents of the Borough of Guildford, but also includes short 
term residents such as students and visitors, and those who work, visit or pass through the Borough 
of Guildford. 
 
Sources of Advice 
 
The Report identifies those agencies which provide information, advice, support and advocacy 
(known as advice) for general or specific areas of enquiry within the Borough of Guildford. 
 

i. The sources of advice included are quality controlled or delivered by trained personnel. 
Informal advice such as that provided by friends or family has been excluded. 

ii. Enquiry areas related to matters impacting on the individual are included. Enquiry areas 
related to matters impacting on organisations are excluded.  

iii. Advice provided by statutory bodies is excluded, but advice on how to access and interact 
with statutory bodies is included. 

iv. Enquiry areas are targeted at generic or specific groups of people where the underlying 
requirement that overall equality and diversity is promoted.  

 
The enquiry areas cover many different topics. These include where people face difficulties they 
cannot manage alone and / or where they need support in accessing or challenging services provided 
by statutory bodies, such as the health service, the local authority, the education authorities, library, 
police or social services.   
 
A ‘Directory’ of the main Advice Services operating within the Borough of Guildford has been 
compiled for this Report. This non-exhaustive list can be found in Annex 1. Within this ‘Directory’ the 
main Advice Services with a representation within the Borough of Guildford are distinguished from 
those where advice is not their main remit and also from those offering their services over a much 
larger area, with no local representation, or just having a web presence.  
 
Methodology 
 
Needs Information 
 
Much of the information about the need for advice within the Borough of Guildford referred to in 
this Report was found through desktop and online investigation. Other information, though, was 
gathered during interviews which were carried out with individuals from a small number of 
community groups consulted with regard to their own experiences and opinions of local advice 
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services. This includes information about specific organisations and more general information of an 
anecdotal nature, both of which are referred to in this Report. 
 
Advice Services Information 
 
Much of the information about the Advice Services, referred to in both this Report and the Directory, 
was found through desktop and online investigation. Other information, though, was gathered 
during interviews which were carried out with representatives of a small number of organisations. 
This includes more specific information about the relevant organisations and information of an 
anecdotal nature, both of which are referred to in this Report. Some statistical information was also 
gathered directly from some key partner organisations. The information in the Directory was 
gathered in the ways described above; though providing fully comprehensive information on all 
services is not the remit for this report due to the constantly changing nature of this information and 
the time constraints in collecting it. Detailed information on the scope of each organisation’s service 
can only be gathered through face to face interviews which could not be carried out with all 
organisations. 
 
During the research for this report, it was found that some organisations state in their literature that 
they offer an Advice Service, but that this is limited to signposting to other advice services or is 
limited to giving very simple advice. These organisations have largely been omitted from this report.  
 
Previous research and citations 
 
The report refers to prior research and publicly available data and sources are cited as appropriate.  
 
  



Final Version 2 

5 

2 Needs Assessment  
 
Introduction 
 
This section provides an overview of the needs of the population of the Borough of Guildford and so 
highlights the potential need for advice services.  
 
The Borough of Guildford is Surrey’s most populous district with an estimated population of 137,183 
in 2011 (compared to 129,700 in the 2001 census)1 and it comprises 54,500 households2. Projections 
by the Office of National Statistics, which do not make any allowance for local housing development, 
predict that the population will have risen by another 14,317 (11.5%) to 151,500 by 20263. In 2010, 
the UK Competitiveness Index ranked Guildford as the most competitive ‘city’ in the UK outside 
London4. The two principal urban areas are the town of Guildford and the urban area of Ash and 
Tongham in the west of the Borough. Approximately half of the Borough’s population live in the 
town of Guildford. Ash and Tongham have a population of approximately 18,000 (2008). The 
Borough is also a popular tourist destination attracting 4.2 million visitors each year, with Guildford 
town centre also having up to 6,000 visitors at any one time coming in to take advantage of its 
extensive social and recreational facilities5. 
 
The Borough of Guildford is largely an affluent area with low crime levels. The majority of residents 
are largely healthy and enjoy well above average life expectancy. The workforce is generally well 
educated, highly skilled and well‐paid. The Borough was also ranked as one of the least deprived 10% 
of districts in England by the Index of Multiple Deprivation 2010, which provides a measure of 
deprivation based on factors such as income, employment, health, education, housing and crime6.  
 
However, there are specific areas of deprivation within the Borough. For the purposes of the Index of 
Multiple Deprivation, the Borough is divided into 84 smaller areas called Local Super Output Areas 
(LSOAs). Guildford has the highest proportion of LSOAs found in the most deprived half of England 
(14.4% of its population) and whilst 68% of the Borough’s LSOAs are within the least deprived 
quartile in England, a part of Westborough is within the most deprived national quartile and is the 
fourth most deprived area in Surrey. A further 10 areas (located in Stoke, Westborough, Ash Wharf, 
Friary and St Nicolas, and Worplesdon) are within the most deprived half of LSOAs in England and 
amongst the 70 most deprived in Surrey (out of a total of 709)7.  
 
Housing 
 
Guildford’s house prices are among the most expensive in the country due to its location in the 
South East, proximity to London and relative affluence. The average house price in Guildford is 
£394,654 compared to £242,415 across England and Wales8. Yet this brings with its own set of issues 
for certain sections of Guildford Borough’s communities, such as a lack of affordable and appropriate 
housing in the Borough which has a considerable impact on those who are less affluent and 
exacerbates the relative deprivation.  
 

                                                           
1
 Office for National Statistics (2012): Table 3 2011 Census: Usual resident population by five-year age group and sex, local 

authorities in the United Kingdom 
2
 Guildford Borough Council: Homelessness Strategy 2013–2018 

3 Guildford Local Strategic Partnership: Local Plan 2007-08 – State of Guildford Borough Report 
4
 Surrey economic overview - February 2013: http://www.surreycc.gov.uk/__data/assets/pdf_file/0019/527050/Economic-

overview-slides.Feb-2013.pdf 
5
 Guildford Local Strategic Partnership: Local Plan 2007-08 – State of Guildford Borough Report 

6
 Department for Communities and Local Government: English Indices of Deprivation 2010 from https://www.gov.uk 

7
 Department for Communities and Local Government: English Indices of Deprivation 2010 from https://www.gov.uk 

8
 Land Registry of England and Wales, Figures for England and Wales are for the period April to June 2013: 

http://news.bbc.co.uk/1/shared/spl/hi/in_depth/uk_house_prices/counties/html/county91.stm#table 
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Despite high house prices and the shortage of affordable housing, data on homelessness and rough‐
sleeping in the Borough shows that it has remained at low levels in recent years. Although, with a 
count of 10, Guildford had the largest Street Estimate of Rough Sleepers in Autumn 2012 of all the 
Surrey Wards (overall total of 38)9. There is also evidence showing a gradual increase in 
homelessness applications and instances of rough sleeping over the two years 2011 to 2013. Plus, 
there is the risk of significantly higher numbers of home repossessions being made due to the 
current economic climate.  
 
Single people account for over half the households on Guildford Borough Council’s housing register, 
but are generally considered a lower priority than families or other households and there is evidence 
of an increase in homelessness amongst single people, and in particular rough sleeping, reflecting 
the national trend10. Also, changes to household formation, including a large increase in single 
person households through elderly people living longer, separation and divorce and young people 
living alone, looks set to result in household numbers rising at a faster rate than population growth11. 
 
Homelessness is a hidden issue in Guildford and homelessness charities suggest the real figure is 
higher than official statistics which do not give the real picture. We were told that official statistics 
do not take account of the homeless people who reside in the area, sometimes for decades, but who 
are not from the area and so have no ‘link’ here. They also have no ‘link’ to the area that they 
originally come from. Hence, these people are not counted in the statistics of their ‘adopted’ area, or 
of that in the area that they are originally from, and are therefore among a number of the ‘hidden 
homeless’ that exist within Guildford (anecdotal evidence). 
 
In the Borough of Guildford the majority of social housing is provided by the local authority, rather 
than housing associations. The proportion of social housing is nearly 13% in the borough overall, but 
is concentrated in certain areas. One Local Super Output Area in Westborough has over 75% rented 
accommodation (this statistic includes private rentals). Some areas of the Borough experience 
overcrowding, such as the Westborough and Holy Trinity wards. In the latter, 30% of households are 
deemed to have one room too few and 10% of households are deemed to have two rooms too few12.  
 
Employment 
 
The Borough’s overall employment levels are high and a higher proportion of working age residents 
are employed in the most senior types of employment compared to the regional and national 
averages13. The number of adults, aged 16-64, claiming Jobseeker’s Allowance in the Borough in 
February 2013 was 1.6% of the working age population14. Also, Borough residents generally have a 
higher level of skills attainment than found regionally and nationally, including at degree level, and 
many are employed in the knowledge‐driven sectors. Although the workforce is generally highly‐
skilled in nature, parts of the Borough appear in the national quartile with the lowest skills levels15. 
The proportions of working age adults in parts of Stoke (51%), Westborough (40%) and Ash Wharf 
(36%) with no or low qualifications are very significant and amongst the highest in Surrey16. 
 
The recent economic downturn is, and will continue to have, an impact on the Borough, particularly 
on local businesses and employment opportunities. While unemployment is generally low in 
Guildford as a whole the proportion of those experiencing long term unemployment increased 

                                                           
9
 Community Foundation for Surrey (2013): Surrey Uncovered 

10
 Guildford Borough Council: Homelessness Strategy 2013 – 2018 

11
 Guildford Local Strategic Partnership: Local Plan 2007-08 – State of Guildford Borough Report 

12
 Community Foundation for Surrey (2013): Surrey Uncovered  

13
 Guildford Local Strategic Partnership: Local Plan 2007-08 – State of Guildford Borough Report 

14
 Surrey economic overview - February 2013: 

http://www.surreycc.gov.uk/__data/assets/pdf_file/0019/527050/Economic-overview-slides.Feb-2013.pdf 
15

 Department for Communities and Local Government: English Indices of Deprivation 2010 from https://www.gov.uk:  
16

 Guildford Local Strategic Partnership: Local Plan 2007-08 – State of Guildford Borough Report 



Final Version 2 

7 

during the period January 2012 to January 201317. This is not only affecting the less skilled, but also 
affluent professionals who have been made redundant and who are also now finding it difficult to 
obtain work.  
 
Welfare Benefits 
 
Although comparatively affluent overall in Guildford there are areas with concentrations of residents 
on low incomes and benefits. Part of Westborough is in the national quartile with the highest 
proportion of the population in receipt of means‐tested benefits (27%), the fourth highest figure in 
Surrey. Parts of Stoke, Westborough, Ash Wharf and Worplesdon (with between 17% and 21% of 
their populations receiving such benefits) perform worse than the national average and so are 
amongst the most income deprived areas in the county18.  
 
Welfare Reform 
 
The Government’s new Welfare Reform changes have now also starting to come into effect. While 
the new Universal Credit has not yet been implemented, other changes have started to be 
introduced including; Personal Independence Payment (PIP) replacing Disability Living Allowance 
(DLA), the Jobseeker’s Allowance Claimant Commitment, the cap on the amount of benefits working 
age people can receive and the reassessing of Incapacity Benefits recipients for Employment and 
Support Allowance19. This means that the need for Benefits Advice is continuing to grow and this 
need is across the board rather than just affecting one particular social group.  
 
Transport 
 
Car ownership and usage is also very high across the Borough of Guildford20, but this too exacerbates 
problems for those without access to a car as they can find it particularly difficult to access services 
and employment. Although Guildford town is the main centre of population there are also significant 
rural areas21 with limited services with accessibility issues increasing challenges for more vulnerable 
people, especially as infrastructure is not geared to those reliant on public transport. There are also 
fewer bus routes and less frequent services in rural parts of the Borough, which could mean, for 
example, that young people are less able to access jobs and older people have less access to the 
services they require to enable them to continue living independently. The increasing cost of public 
transport is also prohibitive to those on low incomes. We were told by residents interviewed that 
community transport has something of an image problem in that it is perceived, as a service just for 
older people with poor mobility and other associated issues so is not viewed as an option by some 
people who could use it. The number of households with no car in Westborough is twice the national 
average22.  
 
Internet Access 
 
Inconsistent provision of broadband across Guildford is an issue in rural areas and means that rural 
communities can find it difficult to readily access information as many organisations (including local 
authorities) often assume that everyone has access to the internet. Despite the growth in household 
Internet connections over recent years, nationally, there were still 5.7 million households which 
were without an Internet connection. Some householders suggested that specific barriers were 

                                                           
17

 RAISE (for Surrey Community Action) 2013: The Changing Face of Communities in Surrey 
18

 Guildford Local Strategic Partnership: Local Plan 2007-08 – State of Guildford Borough Report 
19

 Department for Work & Pensions Welfare Reform Website: https://www.gov.uk/government/policies/simplifying-the-
welfare-system-and-making-sure-work-pays 
20

 Office for National Statistics (2012) 2011 Census: KS404EW Car or van availability, local authorities in England and Wales 
21

 Department for Environment, Food & Rural Affairs Rural Focused Reports - October 2004 
http://www.defra.gov.uk/statistics/rural/local-areas/focus-reports 
22

 Community Foundation for Surrey (2013): Surrey Uncovered 
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preventing them from investing in a household internet connection; for example 19 per cent 
indicated that equipment costs were too high, while 21 per cent stated that lack of skills prevented 
them from getting the Internet. However, half of those without a household Internet connection said 
they didn’t have one because they “don’t need the Internet”23. 
 
Ethnicity 
 
The Borough of Guildford population is not particularly ethnically diverse, with 93% of residents 
describing themselves as white in 2006. This proportion is higher than for Surrey (92%) and England 
(87%). The largest ethnic group in the Borough is Indian with 1.1% of the population followed by 
Chinese (1.0%)24. Within specific wards, though, when those who deem themselves as non-white are 
shown as a percentage of all residents, we see the following: Onslow (25.6%), Stoughton (13.4%), 
Westborough (12.9%), Friary and St Nicolas (11.2%), Christchurch (11%), Holy Trinity (10.9%) and 
Burpham (10.6%) (only those above 10% shown). Whilst over 56% of Guildford residents who were 
born overseas have arrived in the UK since 2000, whilst the figures are 46.7% for Surrey as a whole25.  
 
While BME communities are small within the Borough and there are no significant concentrations of 
ethnic minority groups, the Gypsy and Traveller community, particularly in the Ash area, is three 
times the size of the national average26. This provides a challenge in ensuring that the needs of these 
particular and often dispersed groups and individuals are met.  
 
Sexuality and Gender Identity 
 
There are currently no reliable estimates of the size of the LGB population in Guildford. Neither is 
there any substantive knowledge of how many people in the Borough of Guildford identify as 
transgender or transvestite, or use any other gender identity descriptor.   
 
The Government estimates that up to 7% of the UK population is lesbian, gay or bisexual and the 
Gender Identity Research and Education Society (GIRES)27 have estimated that about 1 in 4000 
people in Britain are receiving medical help for gender dysphoria. Based on an adult population 
(from the 2011 Census) of 108,714 this would give the Borough of Guildford an upper projected 
LGB&T population of approximately 7,640. However, these figures do not include cross 
dressers/transvestites and those whom are questioning their sexuality or gender identity at some 
time in their lives.  

 
Given how many LGB people feel about their identities and through fear of discrimination it is 
unlikely that all of them answer openly in research projects. In addition, many organisations do not 
like to ask questions around sexual orientation but without such data it is difficult to know the extent 
of, or the needs of, the lesbian, gay, bisexual and transgender community within the borough.  
 
Carers 
 
The 2011 Census shows that there are 108,433 Carers of all ages in Surrey and that is 9.8% of the 
population. A Surrey Carers Health Survey Report (2011)28 showed that 45% of the carers they 
surveyed had not registered with their GP as a Carer, although over 65% had told their GP they were 
caring, over 30% had not had a carer’s assessment and a further 20% were not sure. The impact of 
caring can also be detrimental to the health of the Carers themselves. It also found that Carers may 

                                                           
23

 Office for National Statistics: Statistical Bulletin - Internet Access - Households and Individuals, 2011 
24

 Guildford Local Strategic Partnership: Local Plan 2007-08 – State of Guildford Borough Report 
25

 Census Data from http://www.surreyi.gov.uk 
26

 RAISE (for Surrey Community Action) 2013: The Changing Face of Communities in Surrey 
27

 Final Regulatory Impact Assessment: Civil Partnership Act. Department of Trade and Industry, 2004. Final Report to The 
Nuffield Foundation. GIRES 
28

 NHS Surrey - Surrey Carers Health Survey Report 2011: http://carersworldradio.ihoststudio.com/useful/healthsurvey.pdf 
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also be more vulnerable to certain types of behaviours such as alcohol or drug misuse, self-harming 
or eating disorders. Plus, nearly 62,000 Carers are estimated to be struggling to balance work and 
caring (57% of the total number of Carers in Surrey). Another Survey of Carers showed the common 
reasons why their care is required and found it to be due to physical disability (58%), a long-standing 
illness (37%) or a sight or hearing loss (20%). The survey also showed that a majority (62%) of carers 
look after someone whose condition affected them only physically, 11% said the cared for person 
was affected only mentally and 22% said both physically and mentally29.  
 
Disability 
 
It is difficult to predict the numbers of people with a disability, who may require help and support, as 
the definition "disability/impairment" is broad. It is estimated, though, that disability affects 
approximately 1 in 5 people (19%) in the UK directly, and many more indirectly, and that prevalence 
of disability rises with age30. In 2010 there were 33,000 people with moderate or severe personal 
care disabilities in Surrey. This is 4.8% of the population as compared to 4.6% of the population of 
England. In November 2007, the county had 15,430 people claiming disability living allowance; this is 
approximately 2.3% of the 18-64 population. This is low compared to the England figure of 4.2%31. 
 

According to the Prime Minister’s Strategy Unit32, compared with non-disabled people, disabled 
people are: 

 More likely to live in poverty; the income of disabled people is, on average, less than half of that 
earned by non-disabled people.  

 Less likely to have educational qualifications; disabled people are more likely to have no 
educational qualifications.  

 More likely to be economically inactive; only one in two disabled people of working age are 
currently in employment, compared with four out of five non-disabled people.  

 More likely to experience problems with hate crime or harassment; a quarter of all disabled 
people say that they have experienced hate crime or harassment, and this number rises to 47% 
of people with mental health conditions.  

 More likely to experience problems with housing; nine out of ten families with disabled children 
have problems with their housing.  

 More likely to experience problems with transport; the issue given most often by disabled 
people as their biggest challenge.  

As well as those described above, other issues add to problems faced by those with disabilities. The 
majority of impairments are not visible and so less than 8% of disabled people use wheelchairs33. The 
organisation Headway represents people with brain injuries which can be brought about through 
accident, stroke or degenerative conditions. It has found, for example, that although brain injury is a 
hidden disability it is often classed as a physical injury and this had led to many of those affected 
with this condition having their benefits taken away.  
 
There were 3,315 people, aged 18 to 64, with a learning disability that health services were aware of 
in Surrey in 2011/12 and this figure was rising year on year34. A learning disability is a reduced 
intellectual ability and difficulty with everyday activities – for example household tasks, socialising or 
managing money - which affects someone for their whole life. Less than 1 in 5 people with a learning 

                                                           
29

 Http://www.surreyi.gov.uk: Joint Strategic Needs Assessment (2013) Chapter – Carers 
30

 Http://www.papworth.org.uk: Disability in the United Kingdom – Facts and Figures, July 2013 
31

 Surrey County Council (2011) Joint Strategic Needs Assessment: Physical Disabilities 
http://www.surreyi.gov.uk/ViewPage1.aspx?C=Resource&ResourceID=482 
32

 Prime Minister’s Strategy Unit, 2005: Improving the Life Chances of Disabled People 
33

 Http://www.papworth.org.uk: Disability in the United Kingdom – Facts and Figures, July 2013 
34

 Public Health England: Learning Disabilities Profile 2013 – Surrey 
http://www.improvinghealthandlives.org.uk/profiles/index.php?pdf=E10000030 
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disability work (compared with 1 in 2 disabled people generally), but we know that at least 65% of 
people with a learning disability want to work. Of those people with a learning disability that do 
work, most only work part time and are low paid. Just 1 in 3 people with a learning disability take 
part in some form of education or training, at least half of all adults with a learning disability live in 
the family home and 29,000 adults with a learning disability live with parents aged 70 or over, many 
of whom are too old or frail to continue in their caring role35. 
 
One in six of the UK population has some form of hearing loss36. In 2013, it was estimated that there 
were 28 people in Guildford Borough aged 18-64 years with a profound hearing loss, the highest 
number of all the districts and boroughs of Surrey, with a total estimate of 245 people across the 
whole of Surrey. The number of those over 65 years who live within the Borough with profound 
hearing loss, however, was estimated at 266 people, with 2,506 across the whole of Surrey37. The 
total number of people with a profound hearing impairment in Surrey is predicted to increase by 
40% by the year 203038. Many people born deaf or who become deaf in early life use British Sign 
Language (BSL) to communicate. Many Deaf people may not be comfortable with speaking, reading 
or writing English, and may prefer face-to-face communication in their sign language. Deafened 
People, people who have become profoundly deaf in adult life, on the other hand, often rely heavily 
on lip-reading and written communication. They may require communication support, such as 
speech-to-text reporters, lip-speakers or note-takers, in situations where lip-reading is difficult. 
There are an estimated 150,000 deafened adults in the UK. People are classed as deafblind if their 
combined sight and hearing impairment cause difficulties with communication, access to information 
and mobility. There are an estimated 356,000 people with combined visual and hearing impairment 
in the UK. Some are totally deaf and/or totally blind, but others have some hearing and/or some 
vision. Nearly two thirds (62%) are aged 70 or over. By 2030, the number of deafblind people in the 
UK is set to increase by 60%, to 569,000, with the largest increase among older age groups. Severely 
and profoundly deaf people are four times more likely to be unemployed than the general 
population, even when there are low levels of unemployment39. 
 
In 2013, it was estimated that there were 60 people in Guildford Borough aged 18-64 years with a 
serious vision impairment, the highest number of all the districts and boroughs of Surrey, with a total 
estimate of 450 people across the whole of Surrey. The number of those over 65 years who live 
within the Borough and have a moderate or moderate or serious visual impairment, however, was 
estimated at 661 people, with 5,964 across the whole of Surrey40. There is an anticipated 39% 
increase of people over 65 with a moderate or severe visual impairment between 2015 and 2030 and 
this is likely to challenge current service provision both in terms of volume and structure41. 
 
Health  
 
Guildford has the lowest rates within Surrey of the following long term health conditions (per 1,000 
GP Registered population); Stroke, Hypertension, Atrial Fibrillation and Coronary Heart Disease42. 
Deprivation, though, is an important determinant of people’s health and well-being. A higher level of 
deprivation is linked to poorer health and represents the major cause of the inequalities in health 

                                                           
35

 http://www.mencap.org.uk/all-about-learning-disability/about-learning-disability/facts-about-learning-disability 
36

 Action on Hearing Loss Information (July 2011): Facts and figures on deafness and tinnitus 
http://www.actiononhearingloss.org.uk/supporting-you/factsheets-and-leaflets/deaf-awareness.aspx 
37

 Surrey County Council and NHS Surrey (2011): Joint Commissioning Strategy for people with sensory impairment 2011-
2015 http://www.surreycc.gov.uk/?a=482491 
38

 Surrey County Council (2011) Joint Strategic Needs Assessment: Services for People Who Are Deaf and Use British Sign 
Language http://www.surreyi.gov.uk/Resource.aspx?ResourceID=574 
39

 Action on Hearing Loss Information (July 2011): Facts and figures on deafness and tinnitus 
http://www.actiononhearingloss.org.uk/supporting-you/factsheets-and-leaflets/deaf-awareness.aspx 
40

 Surrey County Council and NHS Surrey (2011): Joint Commissioning Strategy for people with sensory impairment 2011-
2015 http://www.surreycc.gov.uk/?a=482491 
41

 Http://www.surreyi.gov.uk: Joint Strategic Needs Assessment (2012) Chapter – Visual Impairment 
42

 Http://www.surreyi.gov.uk/RealmDataBrowser.aspx: Data Browser 
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across the Borough. Circulatory disease and cancers remain the main causes of death in line with 
national trends. For some conditions such as malignant melanoma, people in Surrey have higher 
rates of disease than England generally. There are also higher rates of low birth weight babies and 
infant mortality in areas of deprivation43. There are also higher proportions of the populations of 
Lovelace, Stoke, Normandy, Shalford, Westborough and Ash Wharf wards who describe their health 
as “not good” than the average for the region and, similarly, a higher percentage of people in those 
areas who perceive themselves as suffering from a limiting long‐term illness44. Statistics do show, 
though, that over 14% of Westborough residents have a limiting long-term illness or disability45. 
Whilst below national levels, it is also estimated that one in five adults in Guildford Borough is obese. 
Linked to this, one form of advice highlighted as a need in consultations linked to health issues was 
providing help and advice to ensure people were eating and drinking properly – e.g. people may not 
be able to prepare food because of loneliness or ill health46.  
 
Mental Health 
 
Mental health issues affect many people at some point in their lives, either personally or through 
caring for someone suffering. We were told that stigma attached to mental health disorders adds to 
the needs of individuals. It is said that 1 in 4 British adults experience at least one diagnosable 
mental health problem in any one year and that 1 in 6 experiences this at any given time47. Some 
areas of Guildford are estimated to have needs greater than the national average. Parts of Friary and 
St Nicolas, Holy Trinity, Ash South and Tongham, Ash Wharf, Stoke and Ash Vale are within the top 
quartile nationally in terms of mental health problems and within the areas in Surrey with the 
greatest mental health needs48.  
 
Smoking  
 
Smoking is a major contributor to ill‐health, with more cancer and other deaths across the UK being 
attributed to smoking than any other risk factor. It is also a significant factor in accounting for the 
differences in mortality between the most and least deprived population groups. Smoking 
prevalence in Guildford Borough is 20%, which is significantly lower than the national average of 
30.5%49. However, this represents the highest number of smokers in any Surrey district and the 
second highest rate of smoking prevalence. The rate of smoking attributable deaths per 100,000 of 
the population in Guildford (145) is significantly lower than the national rate (216)50. This Borough‐
level rate masks variations within the wards, as the prevalence of smoking rises to 30.2% in 
Westborough and 27.8% in Stoke51. Although smoking is reducing across Guildford as a whole, due to 
laws banning smoking in public buildings and possibly partly due to smoking becoming generally less 
socially acceptable, this, again, can hide the fact that smoking is generally found to be higher in the 
most deprived areas. 
 
Substance Misuse 
 
13% of residents in Guildford indicate that the use of drugs is an issue where they live, with the 
greatest areas of concern being Stoke (21%) and Westborough (20%). The greatest concerns about 
drunk and rowdy behaviour relate to Friary and St Nicolas (40%), Westborough (39%) and Holy 
Trinity (36%). Numbers in treatment for drug and alcohol misuse have remained stable. Clients are 
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mainly males aged between 19 and 39, with heroin being the main problem followed by alcohol. 
However, numbers in treatment is only the tip of the iceberg and does not reflect the real issues. 
Local organisations report that alcohol abuse is the main problem they see. Cannabis is the most 
widely used illegal drug and Class A drug use is at very low levels in the Borough52. It was estimated 
that there were 3,192 problem drug users across Surrey in 2008 and the number of crack and heroin 
users accessing treatment increased by 9% between 2008/9 and 2009/10 from 963 to 1,04653. There 
does not appear to be any more up to date information available. 
 
Alcohol misuse is associated with premature death from stroke, cancers, liver diseases, criminality 
and violence, including domestic abuse and child abuse. It contributes to work absenteeism, 
unemployment and a higher use of health services54. Alcohol is also a major concern as it is 
contributing factor in a third of both domestic violence incidents and all other violent offences55. In 
addition, Surrey has rates of risky drinking (increasing risk and higher risk, i.e. above the 
recommended allowances) higher than the national average56. For the year 2011/12 the rate of 
hospital admissions for alcohol related conditions in Guildford was 1,589 (per 100,000 of population) 
which was higher than the county average of 1,532, and, as this was up from 1,471 in 2010/11, the 
rate is therefore increasing57. There is a need to raise awareness and educate those at risk of the 
long term effects of alcohol; however, it appears that in Guildford many of those abusing alcohol are 
middle aged, middle income or affluent people who do not come into contact with services designed 
to “educate” on health issues. Increasing risk drinkers (who are at an increasing risk of alcohol-
related illness) are defined as: Men who regularly drink more than 3 to 4 units a day, but less than 
the higher risk levels; Women who regularly drink more than 2 to 3 units a day, but less than the 
higher risk levels. Higher risk drinkers (who have a high risk of alcohol-related illness) are defined as: 
Men who regularly drink more than 8 units a day or more than 50 units of alcohol per week; Women 
who regularly drink more than 6 units a day or more than 35 units of alcohol per week58.  
 
Domestic Abuse 
 
It is estimated that 1 in 4 women and 1 in 6 men will be a victim of domestic violence in their lifetime 
– many of these on a number of occasions59 and in Surrey in 2011/12 nearly 12,000 incidents of 
domestic abuse were recorded by the police, a reduction of 7.7% on the previous year. Across 
Surrey, 3,500 new referrals were made to domestic abuse outreach services. Repeat victimisation 
across Surrey stands at 28.5% and is increasing60. It is estimated that a victim of domestic abuse 
experiences approximately 35 incidents of domestic abuse before they contact any support 
services61. Westborough is highlighted as of particular concern in relation to domestic abuse when 
taking volume of incidents into account, rather than rate. There are also some communities that are 
more ‘at risk’ of domestic abuse than others, and these include the Asian communities and Gypsy 
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and other Traveller communities62. The prevalence of 1 in 4 also applies to those in same sex abusive 
relationships63 

 
Crime 
 
The wards with the highest levels of total crime for April 2013 in Surrey include the Guildford town 
wards of Holy Trinity and Friary and St Nicolas64. This follows the national trend that most reported 
crimes take place in town centres. The incidents of anti-social behaviour in Westborough are 
substantially higher than the county average. 

 
 
Younger People 
 
Many services are aimed at adults and are not readily available for young people to access, especially 
if they are at school or dependant on a parent or other carer. Plus, many 18-25 year olds have more 
than one issue to contend with and we were told that “they are falling through the net’ as they are 
not in contact with Social Services and are no longer with youth support services (as they are over 
18). Also, by 2026, the number of residents aged 19 and under is forecast to have increased by 4,700 
(15.1%) to 31,100. This would result in a marginal increase in the proportion of the population aged 
19 and under to 23.6%. A larger increase in the number of those aged four and under is also 
predicted (22.5%)65.  
 
 
Child Poverty 
 
Although children and young people in the Borough are generally healthy, safe and achieve well in 
educational attainment, it is estimated that in 2012 there were 404 children (30%) living in poverty in 
Stoke (highest percentage in Surrey), 478 children (27%) in Westborough, and 287 (23%) in Ash 
Wharf66. Westborough has the most Families with Children under 5 years old within Surrey with a 
Local Super Output Area (LSOA) with 15% of these households, Pirbright comes 3rd with 26.2% 
Families with Children under 5. Westborough also has the second highest levels of Lone Parent 
Families in Surrey, with one LSOA with 41.3% Lone Parent Households67. Plus, in Westborough, 
reception year children in the Spinney Children’s Centre catchment area have the highest rate of 
obesity in Guildford68. 
 
Education 
 
GCSE results generally throughout the Borough are among the best in the country, with 84.5% of 
young people achieving five or more A* to C grades in 20011/12 (compared to 83% across 
England)69. However, parts of Stoke, Westborough, Ash Wharf, Worplesdon, Ash South and 
Tongham, Pirbright and Ash Vale are amongst the worst performing areas in the county, in terms of 
educational performance. Stoke and Westborough also have high pupil absence rates from school70. 
It also seems that, at GCSE level, those who are eligible for free school meals underperform against 
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the national average in contrast to Surrey’s young people performing better overall71. This has major 
implications for the more deprived areas of Guildford that have higher number of children receiving 
free school meals. 
 
Young people from Gypsy and Traveller communities can sometimes have difficulty accessing 
education and underperform compared to all other ethnic groups at GCSE level72. Additionally, 
Traveller children (particularly children of show people) often do not attend school full-time during 
the year, but can have a place held for them for when they are able to attend. There are potential 
changes to legislation that will affect the provision of these places and will therefore be detrimental 
to the education of these children73. 
 
Guildford has the highest number of young people (116) who are “Not in Education, Employment or 
Training” (NEET) compared with the county average74, although this is low compared to the average 
for South East England. Teenagers who are pregnant, or are parents, and people with some form of 
learning disability or difficulty are more likely to be NEET. In Guildford, in March 2012 there were 138 
NEET young people75. Of those 16-18 year olds in NEET in March 2013 there were 22 in 
Westborough, 10 in Stoke and 14 in Ash Wharf76.  
 
Disability & Mental Health in Young People 
 
Approximately 0.94% of children and young people in Surrey (about 2,000) are registered disabled. 
However, there are estimated to be 8,000 children in Surrey with a long-term illness, disability or 
medical condition that affects their daily activities77. Whilst numbers may be small, the life chances 
for young disabled people are poorer than for non-disabled. National research has shown that 
disabled people are twice as likely to have no qualifications or be NEET at age 1678. It has also shown 
that 53% of disabled children under the age of 15 live in unsuitable accommodation. Plus, a lack of 
suitable childcare for disabled children has also been highlighted through our investigations as 
making it hard for their parents to (re)enter employment.  
 
Due to future medical advances, there is likely to be an increase in the level and complexity of needs 
of some children with disabilities and hence the advice and support they and their parents will 
require. Both Westborough and Stoke Wards, with 10%, also have higher than the national average 
(9.5%) of children aged 5 to 15 years with a mental health disorder79. This shows a greater need for 
advice and support for them and for those around them.  
 
Teenage pregnancy 
 
Young people in Surrey who are pregnant are more likely to opt for an abortion than elsewhere in 
the country (61% in 2009 compared to 49% in England). It is unclear as to why this may be the case, 
but possible reasons include young people not wanting to be a teenage parent and having 
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aspirations beyond dependency on benefits. In addition there may be greater opportunities for 
young people to undertake education and training in Surrey80.  
 
Young Carers 
 
The term young carer applies to anyone under 18 years of age who helps to look after someone with 
a physical or long term illness. This may be a physical disability, frailty due to old age, a learning 
disability like autism, a mental health problem like depression or a drug or alcohol problem. There 
are an estimated 12,000 young carers in Surrey and it has been shown that they experience social 
isolation, disadvantage in their education and an increased tendency to neglect their own health81. 
The data also indicates this disadvantage holds back their potential capacity and capability to 
achieve. Therefore, the correct help, support and advice are needed by these young people to equip 
them with the tools they need to succeed.  
 
 

Ageing population 
 
Amongst the general affluence, there are areas in Guildford Borough that are in the national quartile 
for the greatest proportion of older people living in income deprived households. Part of Onslow in 
Guildford is ranked 7th out of 709 LSOAs in Surrey for income deprivation affecting the elderly82. Of 
all the wards in the Borough, Stoughton has the highest number (58.9%) of those older than 75 and 
living on their own, followed by Friary and St Nicolas (52.5%) and then Ash South and Tongham 
(50.5%) and Lovelace (49.1%). Westborough has above average households with one adult aged over 
65. Although, there is a comparatively high range of people of this age living alone, of between 32% 
and 52%, for all the wards across the whole Borough83. There are also anomalies within the overall 
Borough picture for life expectancy. Life expectancy in Ash Wharf, Friary St. Nicholas, Pilgrims, 
Stoughton and Westborough is 4 years shorter than that in Burpham, while Shalford and Stoke have 
a life expectancy 6.8 years lower than Burpham84.  
 
Over the next 20 years the greatest increase in population will be that of older residents, expected to 
rise by nearly a quarter. Within the Borough of Guildford, it is projected that the population of those 
65 and older will rise by 2,800 from 22,600 in 2013 to 25,400 in 2020. This includes an estimated 
percentage increase in those 65+ of 12.4% and in those that are 85+ of 23.5%85. With the expected 
increase in the population of older people comes with it the potential for an increase in the numbers 
of people suffering from dementia, increasing problems of fuel poverty and greater isolation and 
loneliness amongst older people. Also, as people are living longer disability-free life expectancy 
becomes more important. The disability-free life expectancy in Guildford is second lowest of all the 
rest of Surrey86. Government policy is also moving towards maintaining independence of older 
people and providing support for them to remain in their own homes. These things will also bring 
additional needs of those living longer. It has also been observed that older people in care homes 
have limited access to the wider community and independent advice. 
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Dementia can affect people of any age, but is most common in older people. Rates of dementia in 
Surrey are higher than the national average, but Guildford Borough currently has the second lowest 
rate of dementia of all the Surrey districts. In the county 2012 estimate showed 15,551 people with 
dementia; 15,258 people over 65 with dementia and 293 people with early onset dementia. 
However there are only 6,606 people in Surrey with a diagnosis of dementia. The number of people 
with dementia is predicted to rise to 19,000 by 202087, increasing the number of those needing help.  
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3 Analysis of Advice Services  
 
 
Introduction 
 
This section looks at the provision of advice services within the Borough of Guildford. 
 
The majority of the advice service organisations that work at a local level within the Borough of 
Guildford also work Surrey-wide, regionally or nationally. The Citizen’s Advice Bureau (CAB), with a 
presence in both Guildford Town and Ash, Guildford Action and Guildford Job Club are among a 
handful of organisations whose remit is to work primarily in Guildford Borough. Both types of 
organisations are included here if they deliver advice in Guildford Borough. 
 
Accessibility of Services 
 
All surveyed advice services have a website, or web presence, offering information about the 
services they offer and the ways people can contact them for advice. Some, such as the CAB, have a 
lot of advice on their website. The majority of services offer one to one, face to face, advice and 
most also offer a telephone, e-mail or postal advice service. Some organisations also offer a mobile 
phone number, as an alternative to a landline number. Some, for example Action for Carers, offer 
advice via text messaging, although this is more popular with younger people (e.g. young carers), it 
can also be an important potential way for deaf people to access advice. A small number of 
organisations, such as the Surrey Law Centre and Deaf Positives (for signing), are either using or 
looking into using Skype for offering advice to those that find it difficult to access advice, but who 
require or would prefer ‘face to face’ advice.  
 
Apart from those offering a 24 hour helpline, such as Surrey Drug Care and Your Sanctuary, the 
majority of advice services are only available during office hours. One reason given for this was that 
it was difficult to get workers or volunteers to work outside of office hours, especially at weekends. 
Some organisations do not use volunteers, with paid staff providing all their advice services. 
 
There is a lot of information and advice available online, such as on the national Citizens Advice 
AdviceGuide website, but while the Citizens Advice Website gives expertly checked information not 
all advice offered online has that assurance and can be of varying quality and accuracy and is not 
always updated. It proved to be very difficult to obtain any meaningful data about people accessing 
online advice and to then try to compare advice on different websites. Therefore, there is no major 
analysis of online advice in this report. 
 
Most services are provided from specific fixed locations, but some, though, do offer outreach 
services. The Surrey Disabled People’s Partnership (SDPP) manages a number of Hubs (shop front 
premises) in various towns in Surrey, although, there are no Hubs in Guildford Borough at the 
moment, there are plans to open one in Guildford Town Centre in the future. The Hubs are available 
for any advice services to use as outreach bases, especially for those without a presence in that 
particular community and other services already use them for this purpose – for example; Action for 
Carers and the YMCA.  
 
Some other organisations also offer their projects or premises to other service providers, thus 
allowing their clients to have access to a broader range of services. The Surrey Law Centre and 
Southern Addictions Advisory Service (SAdAS), for example, both go to meet potential clients at 
Guildford Action projects. Macmillan Cancer Support fund a benefits project at the CAB in Guildford 
and Surrey Law Centre and RASASC see clients in the bureau on different evenings. Others provide 
outreach in different ways. The YMCA, for example, outreaches into youth clubs and hostels and Age 
UK Surrey work in the Park Barn Centre, which is used as a day centre for elderly people in 
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Westborough. Organisations such as Age UK Surrey, Christians Against Poverty (CAP) and YMCA also 
offer face to face meetings in more convenient places for their clients, including coffee shops and the 
person’s own home. Many of the organisations consulted accompany people to tribunals, court 
appearances and appeals, such as Age UK Surrey, the CABx, the Surrey Law Centre and the YMCA, 
and they work with people from, for example, being denied benefits right through to the final 
outcome.  
 
Statistical Analysis 
 
Statistical information regarding the advice given out by the services operating in the Borough of 
Guildford was sought from a variety of organisations, as was the information about who that advice 
was given to. We found that the way this information is recorded by the Borough’s different advice 
services is of a very variable nature. All organisations record and use this information in different 
ways. This may be because they all have different funders’ requirements or reporting processes for 
their advice services. Therefore, it has been very difficult to obtain any meaningful statistical data to 
use for comparing and contrasting the types of advice given out and the demographics of the people 
accessing the advice services in the Borough. For this reason only one source has been included here; 
that from the Guildford and Ash Citizens Advice Bureaux. As they are a generalist advice 
organisation, dealing with a wide range of advice topics for people across the Borough their client 
data gives a general perspective on the type of advice being sought within the Borough of Guildford. 
 
Overall for the year 2012/13 the two Citizens Advice Bureaux (CABx) dealt with 5,849 clients and 
18,659 problems. In terms of age, the CAB client profile has a bias to the mid age bands with 25-64 
year olds accounting for 78% of clients compared with 66% for the population (2011 census data). 
This is perhaps unsurprising given the breadth of advice provided. There was a relatively low 
proportion of 17-24 year olds accessing the service (9% of clients compared with 16% of population). 
This could be indicative of barriers to using the CABx, but it is perhaps more likely that a significant 
proportion of this younger age group, such as students at the University, have other more targeted 
advice services available to them. Very few under 16s were recorded as clients again presumably 
because their primary advice and support networks involve schools, parents or other carers. The 
proportion of CABx clients over 65 was lower than might be expected (14% versus 19%). Once again 
this could be due to the use of more specialist advice services targeted at the elderly, such as Age UK 
Surrey, or those relating to specific conditions, such as the Alzheimer's Society. Given the ageing 
population, it will however be increasingly important that all services are able to address the needs 
of the elderly and are mindful of any barriers that may prevent this group from seeking the advice 
they need.   
 
9% of CABx clients were from Black and other Ethnic Minority (BME) groups, which is in line with the 
census profile. A slightly higher than expected proportion were female (56% compared to 50% from 
census data) and 30% of clients were recorded as having some form of disability.  
 
The highest number of Guildford CABx BME clients were from Holy Trinity (17%), with the next 
highest being Friary and St Nicolas (15%), Westborough (13.5%) and Stoughton (11.5%), followed by 
Worplesdon (9.5%) and Merrow (9%). This does not mirror the fact that the highest number of BME 
individuals in Guildford, from the Census data, live in Onslow. This could be because a large number 
of overseas students live adjacent to the University of Surrey and they if needing advice seek it 
directly from the University.  
 
The majority of clients seeking advice from Guildford CAB were from the more urban locations 
surrounding the town centre, particularly from wards such as Westborough (14%), Friary and St 
Nicolas (11%), Stoke (11%), Holy Trinity (10%) and Stoughton (10%). Of those seeking advice from 
Ash CAB, most came from Ash Wharf (30%), Ash South and Tongham (21%) and Ash Vale (17%) 
followed by Normandy (7%). 
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Looking at the types of advice sought from the CABx, the four main issue areas were Benefits (36%), 
Debt (24%), Employment (9%), and Housing (8%). Other issue areas accounted for 5% of enquiries or 
fewer, the most significant being relationships/family (5%), consumer (3%) and immigration (2%). 
 

General Advice Services 
 
The main general advice services within the Borough of Guildford are provided by the Guildford and 
Ash Citizen’s Advice Bureaux and Age UK Surrey (although the latter is primarily for the over 50’s). 
The majority of the other agencies offer more specialist advice either on specific advice areas or to 
specific groups of clients. These are discussed in the next section. 
 
There are two Citizen’s Advice Bureaux (CABx) in the Borough of Guildford, one located in the town 
centre and one in Ash. Both have a core service providing advice by trained Advisers across a wide 
range of advice areas. Clients can initially access the services through drop-in or telephone enquiries 
with appointments made as appropriate following an initial ‘Gateway’ interview. In addition to the 
generalist work the CABx have a number of caseworkers who are able to take on more complex 
cases or those requiring more specialist skills/knowledge.  
 
The Get Wise Partnership is a welfare benefits information, advice and support service being 
provided in Surrey through a partnership of the following organisations: Surrey Disabled People’s 
Partnership (the lead agency), Age UK Surrey (for the over 50’s), Deaf Positives, Sight for Surrey 
(formerly SAVI) and The Youth Consortium (including the YMCA for 16 to 24 year olds)). As a group 
they offer free advice and support in respect of welfare benefits to the people of Surrey, but in 
particular disabled people and their families, families with disabled children, older people, lone 
parents and young people (16 – 25yrs) – the specialist areas of the partner organisations.  
 
The Godalming Hub, although not based in Guildford, has collected evidence to show that they have 
given advice to people from within the Borough of Guildford, as people cite that “it’s easier to get to 
than Guildford Centre” and the publicity for the neighbouring Hubs is widely available to people 
within the Borough even though there is no ‘Hub’ in Guildford yet. Likewise, Ash residents either use 
Ash CAB or they go to Aldershot for help and support as they see it as being easier to get to and it is 
nearer than Guildford town centre.  
 

Specialist Advice Services 
 
Welfare Benefits 
 
Advice on welfare benefits seems to be offered by most of the advice services within the Borough of 
Guildford. The they include: Action for Carers, Carers Support, the Citizen’s Advice Bureaux, the Get 
Wise Partnership (Age UK Surrey, Deaf Positives, Sight for Surrey (previously called SAVI), Surrey 
Disabled People’s Partnership (SDPP) and the YMCA), Guildford Action, Headway, Oakleaf, Positive 
Action, Social Information on Disability (SID), Surrey Law Centre (upper tribunals), and the Children’s 
Centres, among others.  
 
Finance/Debts  
 
Christians Against Poverty (CAP), the Citizen’s Advice Bureaux, Headway and Guildford Action all give 
advice on debt and money matters within the Borough with the Get Wise Partnership (see above) 
only advising on benefit debt. The other organisations surveyed appear to signpost or refer people to 
one of these organisations for finance/debts advice.  
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Employment  
 
Those offering employment rights advice in the Borough include; the Citizen’s Advice Bureaux, 
Headway, Social Information on Disability (SID), Action for Carers, Guildford Action and the Surrey 
Law Centre. Those offering both employment advice and advice on training, finding and obtaining 
work include Action for Carers (including for young carers), Deaf Positives, Headway, Oakleaf, the 
Richmond Fellowship, the Guildford Job Club (including within the Westborough and Stoke wards) 
and Surrey Life Long Learning Partnership.  
 
Housing 
 
Although Guildford Action is one of the primary sources of homelessness advice given locally, Step by 
Step and Shelter have national helplines and websites giving lots of homelessness advice. The Surrey 
Law Centre also deal with the legal advice side of people being made homeless and the CAB has 
specialist caseworkers who give advice and support on housing issues to prevent people becoming 
homeless.  
 
Legal  
 
The Surrey Law Centre (SLC) also offers specialist solicitor-level advice in: Family Law, Care 
Proceedings (children taken into care), housing, community care, employment, immigration and they 
also have solicitors specialising in social welfare law, rather than corporate law. SLC used to have just 
a legal aid practice, but now also has a low cost advice and representation service and they no longer 
offer debt and benefits advice. As mentioned previously, many organisations consulted help their 
clients at tribunals, court appearances and appeals. Some, such as Guildford Action and Your 
Sanctuary, also help people with injunctions. Guildford Action also advises on situations where 
children may be taken into care and Cafcass work with children and their families to look after the 
interests of children involved in family court proceedings.  
 
Family 
 
Children’s Centres offer family-orientated advice and support as do TAMBA (Twins and Multiple Birth 
Association). Guildford Action (for Families) helps families in every ward of the borough, although 
Stoke, Westborough, Bushey Hill, Town Centre, Priory & St. Nicolas are where they help families the 
most.  
 
Cafcass are a non-departmental public body who provide advice to families with children involved in 
going to court. The Surrey Law Centre offers free help with the legal aspects to divorce and family 
law and the CAB offers free access to a solicitor. 
 
Relate offers help with relationships, although this is not free. Headway, Southern Addictions 
Advisory Service (SAdAS), Surrey Drug & Alcohol Care, Mencap, the MS Society and the Stroke 
Association all offer advice and support to the families and carers of those affected by the particular 
issue. Send Family Link offer advice and support to the families of inmates at Send Women’s Prison.  
 
Education 
 
Advice on education can be accessed through schools or local Children’s Centres, such as advice on 
how to go about selecting a school and in filling in School Applications. There are Children’s Centres 
in Stoke, Westborough, Ash and Merrow. There is also general educational advice available online, 
such as the ‘Good Schools Guide’. Other organisations also offer specialist educational advice to 
people with specific issues, for example; Action for Carers (for Young Carers), Mencap and Bullying 
UK. Guildford College, the University of Law and the University of Surrey also give advice on further 
and higher education.  
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Young People 
 
The YMCA offers advice to those in the Borough who are 16 to 24 years old. These include young 
people on low incomes, lone parents, those not in education, employment or training (NEET’s), and 
disabled young adults. They also advise young people on the full range of Welfare Benefits issues. 
Other than Age UK Surrey, who are primarily aimed at older people (over 50’s), most of the other 
advice providers working within the Borough also offer advice to younger people; i.e. those who are 
between 16 and 25 years old.  
 
Carers/Young Carers 
 
The main carer advice services are provided by Carers Support Services and Action for Carers. 
Although, carers may also access other advice providers who specialise in the respective issue of the 
person they care for.  
 
Older People 
 
Organisations giving specific advice to older people include Age UK Surrey, whose advice services are 
specifically aimed at the over 50’s, and those that offer advice on specific issues which mostly effect 
older people, such as the Alzheimer's Society, Sight for Surrey (formerly SAVI), Stroke Association, 
and Parkinson’s UK. 
 
 Health 
 
There are many organisations operating within the Borough of Guildford with a particular focus on 
offering advice on specific health related issues. These include; the Alzheimer's Society, Macmillan 
Cancer Support, Headway, Mencap, Mind, the Multiple Sclerosis Society, Oakleaf, Parkinson’s UK, 
Positive Action, Rethink and the Stroke Association. Age UK Surrey also provides help, advice and 
support for people with dementia. For those needing advice on problems accessing health care or 
with complaints about their health care there is the PALS (Patient Advice and Liaison Service) 
available through the Royal Surrey County Hospital and SEAP who offer independent advocacy 
services. Health Watch compile data on problems experienced by patients, but cannot advise on 
individual problems. 
 
Sexuality and Gender Identity 
 
Outline provides information and support to LGB&T (Lesbian, Gay, Bisexual and Trans) people or 
those questioning their sexuality or gender identity. GIRES (Gender Identity Research and Education 
Society) provides support specifically to Trans people.  
 
 
Disability 
 
Social Information on Disability (SID) and Surrey Disabled People's Partnership (SDPP) both give 
general advice to all disabled people within the Borough of Guildford. There are also specialist advice 
agencies for particular disabilities offering their services within the Borough. Headway offers advice 
services for those affected by brain injury (through accident, stroke or degenerative conditions). 
Mencap offer advice services for those with a learning disability. Deaf Positives offer advice for deaf, 
deafblind and hard of hearing individuals. Sight for Surrey (formerly SAVI) offer advice to blind and 
partially sighted people, and in 2011 had approximately 6,000 people with visual impairment on 
their database; approximately 4,500 of whom were registered as severely sight impaired/blind or 
sight impaired/partially sighted.  
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All of the advice agencies supporting disabled people also offer advice on the specialist equipment 
that disabled people often need to use. They also outreach to their clients in the most accessible 
ways possible. These include access to BSL interpreting services (with appropriately qualified 
interpreters) and other communication support, such as using Easy Read, large print, audio and 
Braille, websites with BSL interpretation in them or using ‘InVision’, telephones for the hard of 
hearing, induction loops and buildings with better access for those in wheelchairs or those with 
other mobility issues. Anecdotal evidence suggests that lack of these communication and 
accessibility factors have been a barrier to people with disabilities accessing the services of some of 
the Borough’s organisations. The Surrey Law Centre also tends to have a high percentage of clients 
with a disability. The Disabled Living Foundation offers advice to people on mobility products or 
other types of daily living equipment for older and disabled people and the Surrey Coalition of 
Disabled People will signpost people to other relevant advice organisations.  
 
Physical & Sexual Abuse 
 
Rape and sexual abuse advice is available from RASASC (Rape & Sexual Abuse Support Centre) and 
South West Surrey Domestic Abuse Outreach Service who are both actually based in Guildford. Your 
Sanctuary, although based in Woking, has a 24 hour helpline number offering similar help and 
advice. The National Centre for Domestic Violence offers a fast legal advice and immediate response 
support service for survivors of domestic violence. There’s a Men's Advice Line specifically for men 
who are experiencing domestic violence and abuse from a partner (or ex-partner). Abuse takes place 
in some same sex relationships but data on this is rarely recorded. Although it appears that there is 
no local advice service for child abuse victims, NSPCC and Childline offer nationally available advice 
both electronically and over the phone.  
 
Substance Abuse 
 
The Southern Addictions Advisory Service (SAdAS) provides outreach work, drug treatment and post 
recovery support for substance misusers in Surrey. They also have emergency advice available via a 
helpline and on their website. Surrey Drug and Alcohol Care also provide a telephone helpline and 
outreach work in schools and colleges to raise awareness of the risks of substance misuse. The 
Surrey Law Centre also tends to have a high percentage of alcohol/drugs misuse clients and 
Guildford Action also gives advice to clients that are substance misusers.  
 
Immigration 
 
Anecdotal evidence from this study suggests that immigration advice is something that will be 
increasingly required, especially with the government bringing in new immigration laws. Whilst many 
organisations work with immigrants (e.g. the Children’s Centres and Guildford Action for Families) 
very few give any advice on immigration matters. The CABx can give some advice, the Guildford 
Diocese works on supporting asylum seekers with Surrey Faith Links and the Surrey Law Centre has 
just started to offer immigration law advice. Therefore, there is a lack of specialist immigration 
advice in Guildford and it seems that people are going to advice centres in London instead.    
 
Consumer 
 
Although the main source of consumer advice can be accessed through the CABx, there are also 
many online resources, for example the CABx own national online ‘adviceguide’ which has a large 
consumer advice section.  
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Crime 
 
Victim Support is the main provider of advice for victims of crime, although Guildford Action’s clients 
include ex-offenders and those with offending behaviour and, as mentioned previously, Send Family 
Link offer advice and support to the families of inmates at Send Women’s Prison. Surrey Police 
provide specific advice and support to LGB&T people who are victims of hate crime via the LAGLOs 
(Lesbian and Gay Liaison Officers). 
 
 

 
Standards of Advice 
 
Most organisations train their staff and volunteers in the advice they give or employ members of 
staff that already possess the relevant skills and/or qualifications. Standards of advice appear to be 
generally of a high standard within the Borough; certainly for the sample of organisations consulted 
directly for the purposes of this report. The main benefit advice giving organisations, including the 
CABx, Guildford Action, Age UK Surrey, Deaf Positives, the YMCA and the other members of the Get 
Wise Partnership use a second-tier organisation, Surrey Welfare Rights Unit (SWRU), as the main 
training supplier for their benefits advisors and contact them regularly to check on the quality of the 
advice they are giving out to people and consult them on more complicated benefit issues.  
 
Agencies offer levels of advice according to their expertise to deliver for example; Carers Support 
Service says they refer people on to the CABx or Age UK Surrey for any advice that is “too technical” 
or requires “longer-term help”. 

Areas for Further Investigation 
 

 During investigations for this report the author found evidence that the statutory sector 
deliver a lot of advice services in the Borough. Further investigations would need to be 
carried out to get an understanding of how they impact on the non-statutory sector and if 
there are overlaps in provision.   
 

 During investigations for this report the author found evidence that faith groups deliver a lot 
of both small-scale and larger-scale advice services, but this is not always advertised outside 
of the faith communities. The remit of this investigate did not allow for more investigation of 
this kind of advice service.  
 

 Investigations for this report also found that Housing Associations provide advice to people, 
especially their tenants. The remit of this investigate did not allow for more investigation of 
this kind of advice service. Therefore, further investigation would be needed to quantify 
these sources of advice. 
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4 Summary and Conclusions  
 
In Guildford, as elsewhere, the economic downturn has caused the gaps between the extremes 
within communities to widen. Where poverty exists, its effects are arguably felt more strongly now 
than before the start of the economic downturn. Combine this with an overall reduction in the level 
of funding that Guildford Organisations reported to us and there is a significantly greater demand 
now being placed on these organisations to support a greater number of people in need. With three 
key areas of deprivation (i.e. Ash, Stoke and Westborough) the Borough of Guildford certainly has a 
huge potential need for advice services; all the advice agencies we spoke to reported concerns about 
the increase in people needing advice as a result of welfare reform and economic downturn. The 
benefit changes, many of which are still to be implemented, are bringing with them a further need 
for advice for vulnerable individuals within the Borough who are already struggling to cope. This can 
be evidenced by the fact that the highest numbers of enquiries received by the advice services we 
interviewed are from those looking for advice on welfare benefits.  
 
The overall perception of affluence in Guildford can mask the distinct areas of deprivation which are 
arguably made worse by these areas of extremes sitting next door to each other. There is a danger of 
causing a lack of provision across the area making it more difficult for the most disadvantaged to 
access services.  
 
As can be seen from the section on statistics one of the biggest hurdles while investigating the need 
for advice in Guildford is the robustness of data collected by the various advice agencies. We found 
during this study (and other studies, including The Changing Face of Communities in Surrey have 
made the same comments) that although organisations are aware of the needs of their target 
communities, they can struggle to collect, record and manipulate their own data; as well as publicly 
available data; hampering their ability to assess the exact need for their advice services. This means 
that they are less able to demonstrate both the gaps in their provision and opportunities for their 
services, as well as the positive impact that they are having. This problem can be due to a lack of 
resources and/or skills in this kind of data management, but with less funding available, and more 
importance being put on such fact-based evidence by funders, it is more important than ever to use 
and share this data. This will help organisations demonstrate a true understanding of the needs of 
their organisation’s beneficiaries and how these needs change over time as well as identify new 
needs and potential opportunities. This, in turn, will enable them to develop support mechanisms for 
that need, communicate that need to relevant parties (including funding bodies) and involve others, 
where applicable, in redeveloping services and to assess the overall impact of their work. 
 
Better quality and more widely available data would also help organisations to work more 
collaboratively as they could more easily see who their actual clients are compared to other 
organisations. This would make it easier to identify gaps in provision, duplication of work and where 
shared resources and joint working would be advantageous to both the organisations concerned and 
the community of need. This would also help to address the notion of a postcode lottery of provision 
across the Borough of Guildford, but conversely, identify that area-wide blanket coverage of 
provision may not be necessary and be targeted to specific local identified need. Therefore, making 
complete and accurate data capture across the whole area very important. Using data to identify real 
need and increasing and improving communication within the sector will enable organisations to 
spot and therefore minimise duplication of service delivery. This could open up potential 
opportunities for collaboration and more efficient and effective service delivery for the benefit of 
end users. 
 
It is difficult to put a figure on how many organisations actually offer advice to people within the 
Borough of Guildford as some organisations are county-wide, regional, national or web-based, and 
so do not have a physical presence in the Borough, but may be the only source of advice, at present, 
for a particular section of the community (e.g. Travellers) or for a particular topic (e.g. Parkinson’s 
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UK). For Surrey as a whole, 57% of Voluntary, Community & Faith Sector (VCFS) organisations say 
that the primary service they provide is “information, advice and guidance”88. The various boundary 
limits used by different organisations, possibly created in part by limitations of funding suggest that 
there is to some extent a ‘postcode lottery’ system of advice services.  
  
Who Needs Advice? 
 
Evidence from the CABx figures show that the most enquiries for advice are coming from the most 
deprived areas and the town centre i.e. Westborough, Stoke, Holy Trinity, Stoughton and 
Worplesdon, as well as Ash Wharf, Ash South & Tongham and Ash Vale in the East of the Borough 
which is perhaps to be expected.  
 
The profile of older advice enquirers seems to follow the census data in that the proportions of older 
people seeking advice are in line with the percentage of older people. But it could reasonably be 
expected that a greater proportion of older people might need to seek advice as they will be 
experiencing changes in lifestyle as they age, so it could be that older people are actually under 
represented amongst those seeking advice.   
 
Anecdotal evidence suggests that younger people, i.e. 16 to 25 years olds, are especially hard to 
reach and are possibly a group that Guildford advice services are not reaching in an adequate 
manner.  
 
Data on ethnicity shows the ward in Guildford with the greatest percentage of residents from BME 
groups is Onslow Ward with 25.6% being other than white British. However CAB statistics on 
ethnicity of clients do not show any clients from Onslow being from BME groups. This anomaly may 
be caused by the presence of the university in Onslow; the university having a high number of 
students from overseas who most likely seek advice from the university. However we recommended 
that this is investigated further.   
 
Changes to immigration legislation are likely to increase the need for immigration advice, this is an 
area where we found there to be a significant gap in service provision.  
 
The Changing Face of Need 
 
Evidence from organisations we spoke to supports the view that it is not only the less skilled who are 
struggling in the current economic downturn to find work, but also more affluent and professional, 
individuals who are being made redundant. Some then struggle to find new employment at income 
levels they had become used to previously, and so where they also have large mortgages they are 
also getting into financial hardship. These factors influence the need and type of advice provided 
especially in the areas of debt, employment, welfare benefits and family and relationship issues. 
 
Gaps in Advice Provision 
 
This report concurs with The Care Connections Survey (July 2012)89 which identified that there are 
gaps in provision for working age people who are struggling. The survey highlighted, amongst other 
things, the need for debt advice, job clubs and parenting support within the Borough. The Care 
Survey also suggested providing human directories as a source of advice and information for more 
vulnerable and isolated members of the community and that there was a need for ‘trusted’ 
information sources with regard to local advice and support. Plus, the Survey suggests, that human 
contact from a person who is deemed to ‘care’, regarding their needs, would definitely contribute to 
their overall well-being. People certainly appreciate a friendly face and someone who understands 

                                                           
88

 RAISE (for Surrey Community Action) 2013: The Changing Face of Communities in Surrey 
89

 The Diocese of Guildford (July 2012): Care Connections 
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and can empathise with their situation. The Care Connections Survey went on to suggest that the 
statutory sector does not understand, or is unaware of, the services of the non-statutory services 
available to people in the areas that they work. It appears that people are being referred by the 
statutory sector to certain organisations for everything (e.g. CAB or Guildford Action). This then leads 
to frustration on the part of the client as they can’t be helped by that organisation for some issues 
and need to be referred elsewhere. It has been also found that some people may be fearful of 
approaching statutory bodies directly for help as they do not want to go through an assessment 
procedure and have to disclose other information. 
 
The need for improved access 
 
We found during our research a definite need to improve access to information and advice for young 
people, older people, those living in deprived or rural areas and those suffering from mental health 
problems or a disability i.e. those shown to be the least likely to access help due to the many barriers 
they face in doing so. Problems with access include transport, physical access to offices providing 
advice, opening times, lack of home visiting, the cost of phoning especially for people reliant only on 
pay as you go mobiles, advice not being available in accessible formats and English not being the first 
language of the person seeking advice. 
 
The majority of advice services within the Borough are only available during office hours, which 
excludes people in work, especially carers that work and those in low paid jobs who cannot afford to 
take time off to visit an advice agency. Guildford CAB does however offer services on Thursday 
evenings and Saturday mornings. 
 
There are many ways that organisations can improve access to their services for certain people. For 
example, the use of text messaging can help people who are deaf or hearing impaired and is also 
popular with young people generally. 
 
Offering alternatives to so called ‘Freephone’ numbers which are not free for people using mobiles 
was very important to a lot of clients.  
 
Access for older people seeking advice is a major concern with our research showing that older 
people may not be accessing advice in the numbers one might expect.  
 
Some organisations are improving access by meeting people in places convenient to them, such as 
coffee shops or work places. Some organisations are improving access to the types of advice they 
offer by inviting other specialist advice providers in to use their premises so that clients can access 
advice on a range of things in a more accessible place. This seems to work very well for their clients 
and maybe more of this type of relationship reciprocal arrangement between organisations could be 
beneficial in areas of most need.  
 
Not everyone has access to the internet, either through not having access to a computer or not being 
able to use it, and those that do may need help to navigate the information. Some people need help 
making sense of written information e.g. leaflets. No matter how simply information is presented it is 
often easier if someone is able to explain it in a clear, timely manner and in the person’s preferred 
communication format.  
 
Advice services are often not located in places convenient for their clients. One answer to this is to 
have ‘mobile hubs’, similar to ‘mobile libraries’ which could be used in areas of the most need for 
advice. However, providing services local to where people live is not always an answer as people may 
not want to be seen by neighbours going into an advice surgery. We had mixed reports of take up of 
outreach services so while some people suggest advice surgeries should be held in Ash, Stoke and 
Westborough there is no clear evidence that this would be better for all clients. The CAB in Ash is a 
good example of an advice service that is successfully located specifically in an outlying area of need.  
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One problem cited when looking at access is that even though there are many different 
organisations offering advice and a variety of ways people can contact them, there is still a gap 
between the advice services and those in most need of finding out about who to go to for that 
advice. When we asked people where they would go for advice many people did not know what was 
available and those who did not have access to the internet struggle to find out about services. A 
hard copy directory that is widely distributed could help but then suffers from the draw back that to 
be useful it has to be kept up to date. Additionally, as already mentioned, some people also find 
written information difficult to read.  
 
Challenges facing Organisations  
 
Advice provision from the Voluntary Sector in Guildford is good but as this report highlights there are 
things that could be improved; this of course will lead to various challenges. 
 
Difficulties with funding available and increasing demand for services arising from the recent welfare 
reforms mean that there is a need for advice organisations to work in a more joined up way together 
to counter the dangers of competing with each other for reduced funding, the risk of diluting 
organisations’ mission, delivering services just to attract funding, or of becoming territorial rather 
than collaborative.  
 
If the aim of advice services in Guildford is to become more accessible and better used by those in 
greatest need and if the steps are taken to make advice more accessible, and more promotion and 
publicity is undertaken, advice services will have to ensure they have the ability to meet increased 
demand.  
 
One way to meet this demand would be to increase the reliance on volunteers. The local volunteer 
centre reports that they have enquiries from people who work full time, would like to volunteer but 
cannot find volunteer roles at weekends and evenings because most charities operate during office 
hours. The CABx depends on volunteers to deliver much of its advice, but cannot always provide 
training and support for volunteers not working within their traditional opening times. So while 
access could be improved through greater use of volunteers it would be a challenge to properly 
support these volunteers.  
 
Not all advice agencies use volunteers; they may be missing an opportunity as the CAB model shows 
that volunteers can be highly effective in delivering good quality advice services.  
 
The collecting of common statistical data presents a huge challenge and would need organisations to 
collaborate in a way they have not previously attempted. If advice agencies in Guildford wish to 
compile a true and representative picture of the actual situation regarding advice across the 
Borough, and where the real gaps and overlaps in services are, they will need to use a common 
statistical system to gather and record information about their clients (including details such as 
sexual orientation) and the topics of advice they seek and then allow sharing of that data. At the 
moment the ad hoc nature of data collection and recording, and the way in which collected data is 
used, is counter-productive to ensuring the best service to the people that matter most… the clients 
in need of advice. 
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The importance of informed referrals 
 
Evidence from both this study and others highlighted there is a lack of awareness and understanding 
amongst the different advice agencies on who was doing what within the area and that this can 
hinder appropriate and timely referrals. 
 
Some agencies offer specialist advice either on one topic e.g. debt or to a specific client group e.g. 
older people. Specialist services can offer an excellent service, but sometimes fall down if they do 
refer on where a client has multiple issues. Generalist advice services offer expertise in a wide range 
of areas, but are not always able to meet the needs of clients with disabilities. There would therefore 
be an advantage in agencies working more closely together and use resources such as access to BSL 
interpreting services and other communication support including Easy Read, large print, audio and 
Braille, websites with BSL interpretation in them or using ‘InVision’, telephones for the hard of 
hearing, induction loops and buildings with better access for those in wheelchairs or those with 
other mobility issues. 
 
Building and strengthening relationships between organisations takes time and resources both of 
which are in short supply. Therefore, there is a need for the sector to develop innovative ways to 
share and collaborate amongst each other to increase efficiencies and reduce missed opportunities, 
minimise the potential for ‘postcode lotteries’ and improve the ability of organisations to identify the 
needs of their beneficiaries and/or the wider community. Illustrative of this is that we found that 
although the Surrey Law Centre no longer offers debt and benefits advice many other organisations 
were unaware of this. A better way to link all advice services together to disseminate this type of 
information would be of great benefit to the sector as a whole. Unfortunately on the whole we 
found that it is clear that staff working in the advice sector do not always know what other advice 
agencies give advice on. This hampers effective referrals and is a potential danger for the client who 
does not receive the best service that is available. The right conversations and partnerships and 
referring to the right agency at the right time is of the utmost importance if the client is to be 
effectively helped. It does takes time, though, for trust to build between referring organisations, we 
would recommend that the building of open relationships and the sharing of information on what 
organisations do is to everyone’s benefit.  
 
Organisations interviewed as part of this report suggested that a ‘map’ of up-to-date information 
listing all advice providers and listing exactly what they offer advice on, to whom and where would 
mean that all organisations would know what each other was doing. This would be good for referral 
purposes and would help with joining up the whole advice services network and to help them work 
together better. This could be supported by advice sector networking events where groups ‘catch up’ 
with each other. This would also help to negate any kind of ghettoisation and aid in partnership 
working and sharing of ideas, especially where groups offering similar services could be competing 
for the same ever-dwindling pots of funding. A more holistic approach should be adopted to ensure 
that the same people aren’t just moved around from one organisation to another and people are 
referred to the best place to get the correct help straight away. This would be possible if support 
organisations worked in a joined up way and so were able to ‘swap notes’ on certain individuals and 
one organisation being able to support an individual with a multitude of issues, rather than them 
having to see lots of different organisations to address those issues. Inter-agency referrals being 
slicker and having less ‘red tape’, but with a more formalised referral process would also aid the 
whole referral process between the agencies. 
 
The Importance of Prevention 
 
A key way to help people is to prevent them making unwise or risky decisions in the first place and to 
prevent the same issues from affecting lots of people. Therefore, more preventative work, e.g. free 
financial literacy courses and more support for people making important decisions at key times in 
their lives would be helpful. Some organisations are involved in preventative work with their clients 



Final Version 2 

29 

(for example; Action for Carers, Age UK Surrey, CAP and Guildford Action among others), to try to 
prevent the need for some types of advice to develop in the first place and by identifying need 
before it becomes an issue.  
 
For the CABx Social Policy work is a dual aim. They take evidence on the causes of their client’s 
problems and where these problems could potentially affect others they report the issues to their 
national body who use the evidence to campaign for change. 
 
If more organisations joined with the CABx to collect evidence and if there were a mechanism to use 
this evidence effectively at a local level then some problems could be prevented.   
 
Quality of Advice 
 
Not all advice agencies and information givers access training to the same extent and resources for 
updating information are not always as good as they could be, but quality of advice is of paramount 
importance to the client. CAB advisers though undergo a comprehensive training programme with 
ongoing training to further develop their skills.  
 
The following quote is illustrative of what we were told by a number of people on the importance of 
having well trained advisers, but of valuing the work of smaller advice givers: “Invest in higher level 
quality training and quality assurance, especially for the smaller organisations. There are a lot of 
small groups around that haven’t got the same clout and support – as the larger voluntary 
organisations aren’t the whole story. There are smaller groups out there doing loads of stuff!”  
 
Surrey Welfare Rights Unit (SWRU) training on Welfare Benefits was held in very high regard by 
those agencies using it, but we found that not all agencies giving Welfare Benefits advice were aware 
of them or used their service. Training in other areas of advice was patchy and advice agencies could 
well benefit from being able to access the same quality of training that CAB advisers have access to. 
The CAB could look at providing their adviser training to other organisations.  
 
The Information Maze 
 
Overall, the picture of advice in Guildford is a positive one with a good coverage of organisations 
offering advice on all the major topics highlighted in the needs analysis within this report, but there 
does appear to be an ‘information maze’. Both clients and organisations can at times appear to 
suffer from confusion because of the many different organisations giving the same type of advice to 
the same groups of clients. People seeking advice therefore can be confused as to which is the best 
organisation to go to, although it is not necessarily a bad thing to have a duplication of services as it 
does offer the client a choice, but does become a negative when the organisations themselves are 
unclear as to who does what. Sometimes it appears that organisations will ‘hold on’ to a client and 
try to sort out all their problems when a referral to a more specialist organisation would have been 
more appropriate. Misunderstandings about data protection and confidentiality seem to be the main 
stopping point cited for joint working and client sharing. This works to the detriment of the receiver 
of the advice. 
 
It is clear that Guildford is a Borough of extreme contrasts. Whilst a glance at the Borough suggests 
an affluent population, closer examination highlights disparity in wealth distribution and the need 
associated with this. The challenge for the Guildford Advice Services lies within exploring this 
patchwork and meeting identified need in an appropriate manner, relevant to the communities 
affected. 
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Recommendations  
 
The following are the recommendations we make following on from the findings of this report: 
 

1. Agencies giving advice in Guildford need to increase their knowledge of each other’s services 
to enable appropriate and timely referrals. This could be done by better networking, meeting 
at forums, through a website listing all advice agencies and what they do, through a hard 
copy directory and improved staff and volunteer induction and training. We do not think 
there is just one solution to this issue; it will probably be best addressed by using all of these 
methods. There should be regular reviews undertaken by the Guildford Advice Network to 
assess effectiveness. 

 
2. A referral protocol between advice agencies should be developed to ensure that people 

aren’t pushed from one inappropriate organisation to another which does appear to happen 
at present. 

 
3. There is scope for the sharing of resources and of specialisms and this will benefit clients. 

 
4. We found access to services was an issue and therefore needs to be addressed. This includes 

geographic access (not all services are available in all areas), access in terms of ensuring 
services are available when people need them (i.e. out of hours), better access for people 
with disabilities, for carers, ethnic minorities, older people and for younger people. We 
recommend that agencies take a collaborative approach and share resources, expertise, 
premises, training to address access issues.   

 
5. The use of mobile advice services, perhaps similar to mobile libraries, should be investigated 

as should shared venues where different specialist advice providers offer clients access to a 
range of advice in one place. 

 
6. Publicity and promotion of advice services available needs to be better targeted so that it 

reaches the people who need it most; again we recommend a collaborative approach 
otherwise there will be a danger a proliferation of leaflets causing an even more confused 
situation.  

 
7. Emphasise on preventative work is crucial in helping avoid future problems; this though can 

be difficult to demonstrate and therefore it can be hard to make a case to funders for this 
type of work. Organisations could help their case by working more closely together in 
gathering statistical data and by sharing in Social Policy work. 
 

8. A method of ensuring consistent quality standards across advice givers would help ensure 
clients receive the best possible advice. 
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