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Amid a national cost-of-living 
crisis coupled with soaring private 
rents and some of the highest 
average house prices in Yorkshire 
and the Humber (Office for 
National Statistics, 2026), there 
is a dependency on foodbanks, 
increased borrowing and use 
of savings for daily living (York 
Human Rights City Network, 
2024). Enduring financial hardship 
has a profound effect on both 
mental and physical health 
(Healthwatch, 2023). Effective 
local provision, including cash-first 
support, funded advice services 
and community coordination 
are essential to better support 
residents (City of York Council, 
2025).

This collaboration, funded 
by Lloyds Bank Foundation, 
addresses the increasing 
importance of the “local welfare 
safety net” in York. This is 
defined by the package of locally 
designed and administered 
schemes, designed to help 
households struggling to 
make ends meet from the 
mainstream benefits system. By 
communicating city-wide data 
and carrying out in-depth work 
with residents, the project aims 
to influence policymaking and 
programme design for tangible 
change.

Introduction 
and aims of 
the research

1.

A Lloyds Bank Foundation Collaboration Project

York is beautiful, affluent, touristic - and 
unaffordable for many of its residents. 
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In the day-to-day work for organisations in this collaboration, it is 
apparent that this local support provided by CYC is increasingly 
important for residents facing destitution. However, the design and 
administration of these schemes could be improved and better 
reflect the reality facing households in need of support in York. This 
collaboration seeks to influence the current and future design and take 
up of the following schemes:

Discretionary Support: 

CYC had been providing over £2 
million of support to struggling 
households each year through the 
“Household Support Fund” (HSF) 
and “Local Welfare Assistance 
Scheme” (known locally as 
the York Financial Assistance 
Scheme (YFAS)). These funds 
have been a life-line for thousands 
of residents in the city, but they 
could better reflect local priorities, 
be better targeted at those at 
risk of destitution, and be rooted 

in the reality of the experiences 
of residents. The Crisis and 
Resilience Fund (CRF), which 
was launched on 1 April 2026, 
will allocate over £800 million 
per year to local authorities in 
England for the next three years, 
aims to provide more targeted 
and strategic support to those in 
both long and short-term financial 
difficulty. The event is structured 
by the elements of the Fund: 
Crisis, Housing, Resilience and 
Community Collaboration. 

The cross-sectoral collaboration consists of seven partners from 
the Advice York network: the University of York, City of York Council 

(CYC), Age UK York, Citizens Advice York (CAY), York Foodbank, 
Peasholme Charity and the Welfare Benefits Unit (WBU).

Collaboration



 Residents’ Experiences of Local Welfare Support in York   |   3

Council Tax Policy: 

After the abolition of the centrally 
administered Council Tax Benefit 
in 2013, Local Authorities have 
been responsible for the design 
and administration of Council 
Tax Support (CTS). Although 
collection rates in York remain 
high, our experience suggests that 
local approaches to Council Tax 
Support, Discretionary Council 
Tax Relief and Council Tax 
Collection Policy could be better 

focused at helping those at risk of 
destitution and preventing future 
arrears, including through better 
communication with residents in 
council tax arrears, improvements 
to scheme application processes, 
and revising eligibility criteria. In 
York, Council Tax is the second 
most common debt for clients of 
CAY, behind only money owed to 
utility companies. Before the surge 
in energy prices, council tax held 
the top spot from 2013 to 2020.

As a preliminary step in the project, thirty 
semi-structured phone interviews were 
carried out with residents about their 
experiences of claiming local welfare support.

Ethical clearance from the relevant University of 
York ethics committee was received for this work, 
and all participants received an information sheet 
and signed a consent form prior to taking part.

We wanted to examine experiences of application 
processes, the difference this support makes, and 
how the design and administration of these local 
welfare schemes could be improved, alongside 
broader experiences of life on a low-income in York. 
Participants received a £25 VEX voucher for their time. 

All participants had received one or more of 
the following funds: Discretionary Housing 
Payments, the HSF, the Holiday Activities and 
Food Programme, and CTS. 
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Method

a)	 Methodology
The method of semi-structured telephone interviews 
was chosen as it was the most accessible and 
economical way of connecting with residents and 
understanding their experiences of claiming local 
welfare support.

b)	 Sampling strategy 
Volunteer sampling was used. Almost two-thirds 
(18) of the participants had been contacted by the 
Council, either by email or letter and were invited to 
contact the interviewer either via email or phone call. 
Other participants were recruited via CAY (10). Two 
of the participants were put forward by third-sector 
organisations (York Foodbank and Peasholme Charity).

c)	 Methods of data  
	 collection 
Recorded telephone interviews 
were used as this fit with the 
timeline of the project and the 
financial restrictions.

2.



 Residents’ Experiences of Local Welfare Support in York   |   5 

1.	 What are people’s 
experiences of 
claiming local welfare 
support?  
 

How they found the (re)
application process – was 
it easy, challenging, clear, 
unclear, etc. 
The role of support from third 
sector organisations. 

2.	 What difference does 
this support make? 
 

Whether they can compare 
their situation before and after 
receiving this support. 
How has receiving local 
welfare support affected their 
financial stability and day-

to-day life.How has support 
impacted their family or 
dependents, if applicable. 
Whether the support has any 
effect on their mental health or 
stress levels. 

3.	 What works well, or 
could be improved, 
based on their 
experiences? 
 

How do you feel about 
communication from staff at 
the Council throughout the 
process? 
How well do you think the 
current support meets the 
needs of people in your 
situation?

Structure of the interviews 

As part of the introduction, some demographic questions 
and determining what kind of support participants 
currently have in place and whether they have accessed 
the following: HSF, YFAS, food and fuel vouchers.

d)	 Methods of data analysis 
At the first stage, the recordings were transcribed using 
Sonix.ai and the transcriptions were formatted and checked. 
Using thematic analysis, codes and themes were created and 
reviewed throughout the process. At a later date, the software 
Atlas.ti was used and various reports could be generated, 
according to codes, themes, quotations and groups, such as 
gender, housing and family status or scheme used.
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Results and 
overview of 
participants

3.

The majority of participants were 
single and/or living alone (24). 
There was a large majority of 
women participating (23), twelve 
of whom were mothers or carers. 
This suggests that in the single 
parent scenario, these schemes 
are essential. From the information 
that was gathered, 13 were living 
in council housing and there 
are three homeowners. Two 
were retirees and eleven were in 
employment. Just over half of the 
participants received the HSF (16) 
and others had also or otherwise 
received CTS, food and fuel 
vouchers and YFAS. 

Interviews 1-10 were conducted 
by two researchers at the CAY 
and as such slightly differ in style 
and focus. Furthermore, these 
interviews were conducted in 
the winter time which results 
in multiple references to the 
pressures of Christmas time 
(10) and worries about energy 
costs. Furthermore, these ten 
interviews were direct clients 
of Citizens Advice, and as such, 
may have been more likely to 
have experienced negative 
communication from the Council 
or been unable to access help 
directly.



•	 Participants could have filled 
in a form prior to the interview 
in order to gather statistics (i.e. 
gender/ethnicity/household/age 
etc.) rather than using interview 
time.  

•	 Reaching out to wider Advice 
York organisations to access a 
wider range of participants, in 
particular those who may not 
voluntarily call in response to 
letter or emails. 

•	 Acknowledging the digital 
exclusion aspect: large majority 
of the contact to participants 
came from emailing and for 
the most part they would need 
a mobile phone or access to 
internet to facilitate participation. 

•	 The interview could have probed 
more on exact challenges to 
claiming, and exploring notions 
of negative attitudes to claiming 
local welfare support.

What could 
have been 
improved?

Main 
themes

Out of the 30 

interviews, 

192 relevant 

quotations 

were collected, 

45 codes were 

identified and 

then grouped 

into eight 

themes. Quotes 

were shortened 

using ellipses 

and basic editing 

was applied to 

delete repetitions 

or typos. Square 

brackets have 

been used to add 

missing words.

4.
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Third 
Sector 
Support

Third sector organisations 
play an essential role in the 
British welfare system. Nine 
participants spoke about the support from Citizens Advice (though this 
is not surprising given 10 were direct clients) and six spoke about other 
organisations, such as Peasholme Charity, a housing association and 
foodbanks, cited as having a positive impact when seeking support on 
local welfare support or financial issues.

“Had the council have 
given me the support or the 
vouchers that my housing 
association managed to 
source for me, this was 
what made a massive 
difference to me.” 

Participant 20

“They’ve been a godsend, really… The 
lady at the Citizens Advice, basically 
she fought my corner for me and she 
was amazing throughout.” 

Participant 5

“Someone from Peasholme will come and speak to 
council tax or Universal Credit on my behalf and break 
it down to what I can understand because it’s a bit 
gobbledygook to me. So she helps me fill out the forms 
and just tells me what we’re talking about, basically.” 

Participant 30

8    |    Residents’ Experiences of Local Welfare Support in York
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The positive impact of 
third-sector 
organisations

“I’m not saying that 
the Citizens Advice 
isn’t brilliant and 
don’t get me wrong, 
but a lot of people 
can’t get into the 
centre of town, you 
know? Maybe they 
should go to the little 
community halls and 
have open surgery 
to explain to people 
the forms you have 
to fill in for benefits. 
You need a degree in 
natural sciences just 
to do that.” 

Participant 14

“Citizen’s Advice 
reassured me 
constantly that they 
wouldn’t be able to 
take my home off me… 
I can’t remember what 
the lady was called, 
but she was absolutely 
amazing. And she 
would, you know, she 
said to me, just don’t 
worry about anything. 
And I only had to send 
her a message and say, 
I’ve had another letter. 
And within a few hours 
she would be emailing 
the Council.”

Participant 4
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“Everything’s just tinned stuff. And my son, 
because he’s got autism and ADHD, he’s really 
fussy and he’s got a lot of sensory issues. And 
you know, he’ll only eat certain things. And 
you know a lot of what they give you beans 
and stuff like that. You know they’re not 
suitable for him. He won’t eat them.”  

Participant 12

“I don’t think I would 
have gone to a food bank 
a few years ago. Because 
I just don’t know why, 
but now when you go, 
obviously everybody is 
there for the same reason. 
And you’ve got no other 
choice, have you?”

Participant 3

Foodbanks
“You’re not going to 
get asked questions, 
you’re not going to 
be recorded, you 
know and then you 
can just pay just a 
small amount like 
£0.50 for some 
items.” 

Participant 22
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Accessibility to Local Welfare 
Support and Communications 
with the Council

The theme with the most codes was unsurprisingly related to contact 
with the council and accessibility to local welfare support. Half of the 
participants (15) talked about barriers to applications, referencing 
the delay to these schemes (5), digital exclusion (9), the desire for 
in-person or phone assistance (5). Almost half (13) spoke of lack of 
awareness about support available and nine felt the support was 
inconsistent. Eight had had negative communication experiences 
with the Council and five spoke positively of dealing directly with the 
Council and its staff.

“If you’re elderly, not computer savvy, I don’t know 
 how the hell you carry on. I don’t know how you do it.” 

Participant 14

“I couldn’t find 
any forms. It was 
like click on this, 
click on that. And 
then it came up 
and I was getting 
frustrated.” 

Participant 5

Digital exclusion

“Have you got an app? You 
can do it on the app. And like, 
well, I’m sorry, but I haven’t 
got an app. Oh. Why not?” 

Participant 1
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Delay in access 
to support

“But there’s no sort of plan 
with YFAS at all. It’s there 
for an emergency, but takes 
six weeks to deal with.”

Participant 20

Other 
barriers to 
application 
for support

“When I did the YFAS application, they asked for quite 
a lot of evidence, like they wanted proof that the fridge 
and the freezer were broken…and you’re like, I don’t 
understand how to do that now. Thankfully, it happened 
that the heart failure nurses were still coming around.”

Participant 25

“It was closed because it 
was Christmas. And then 
they wrote and said in 
January that I could have 
it, but then it was another 
like three weeks or 
something going in the 
bank. So it’s still quite a 
long time to wait.”

Participant 11

“The communication style 
almost comes across as 
unapproachable, 
especially to, you know, 
young people like myself 
who don’t really know how 
it all works still.”

Participant 7
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Desire for in-person 
or phone assistance 
from the Council

“I tried ringing to explain to someone, you know, how 
urgent I was doing this was. And all I kept getting told 
by the council was, you need to send an email, you 
need to reply to the email. But then the email you 
reply to says it’s going to take six weeks. And I’m like, 
alright, well in six weeks’ time I might not even be 
here because I won’t be able to eat for six weeks.”

Participant 20

“Can you 
remember in the 
olden days where 
you could actually 
go to the council 
and see someone 
face-to-face?” 

Participant 27

“It would have been a bit more 
helpful if I’d have had a person 
on the other end of the phone 
to do some of it, at least.” 

Participant 25

“More in person. Free papers, local 
community centres, whatever. But I think 
it needs to be put out there. Because it’s 
not easy to apply for anything.”

Participant 14



Lack of knowledge or 
public awareness of 
support available “I would imagine not 

everybody knows about 
it. I don’t know, but I 
didn’t know about it 
until obviously I was in 
that situation.”

Participant 4

“I think it’s knowing 
where to look to be, you 
know, on the website 
and stuff, like I didn’t 
know about, how to 
go about getting like 
food bank vouchers if I 
needed them and things 
like that.” 

Participant 17

“So I’m the type of 
person that unless 
I am absolutely 
desperate, I will 
exhaust every other 
method before 
benefits. Because I’ve 
always worked all my 
life and, you know, 
up until I moved into 
my current place, I 
assumed if you work 
full time, you don’t 
get benefits. I didn’t 
realise it was judged 
on like how much you 
get and stuff. So even 
though I work full time 
I do actually qualify 
to get some benefits 
every month.”

Participant 20

“I don’t think there’s any 
changes on the way that 
it’s done, but maybe people 
knowing that, you know, there 
is somewhere to go because 
I’ve got friends who didn’t 
know that this was a thing. 
And I’ve said, you know, don’t 
suffer in silence. You know, 
there is help. I didn’t know that 
before. So I think not a lot of 
people realise if you know, 
there is places that you can 
reach out and get help.”

Participant 10

14    |    Residents’ Experiences of Local Welfare Support in York
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Positive experiences accessing 
local welfare support or 
communications with the Council

“Yeah, honestly, at the time that I was ringing up, I had 
pretty much minimal in the cupboards and the freezer 
and the fridge and I was pretty stressed, obviously 
with two kids for Christmas. Oh that food voucher 
massively helped me to stock up, get settled. And it 
just made what I did have coming into my bank. Just 
that little go that bit farther.”

Participant 17

“That’s [the HSF] pretty good. I just got letters sent to 
me. When they issue them with a unique code on 
which I just put in online and go through the process, 
and that’s done. So that’s pretty easy. I don’t need to 
speak to the council about anything like that.”

Participant 3

“It was my housing officer. I’ve got a good friendship 
with her. And she actually helped me with the 
application for the discretionary housing payments. So I 
found it quite a relief that I didn’t have to stress over the 
application myself. She obviously I sat with her while 
she went through the application with me.”

Participant 3
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“Well, generally, 
it’s been very 
good…I live in a 
council flat and 
they look after 
you very well 
there, you know… 
it’s just this, these 
payments, which 
is so helpful.”

Participant 15

Positive experiences accessing 
local welfare support or 
communications with the Council

“Yeah, honestly, at the time 
that I was ringing up, I had pretty 
much minimal in the cupboards 
and the freezer 
and the fridge and I was 
pretty stressed, obviously 
with two kids for Christmas. 
Oh yeah. And that food 
voucher massively helped 
me to stock up, get settled. 
And it just made what I did have 
coming into my bank, just that 
little go that bit farther.”

Participant 17

“But without all the support that 
I’ve had over the years and things I 
wouldn’t be able to stay and work. 
And to survive really.”

Participant 19
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“As long as you go and ask for the help, like 
I do, you know, a lot of people won’t go ask 
for the help, which I never used to do… But 
now I gladly have the help, you know, and I 
know I feel so much better because I know 
there’s somebody there what can help me.” 

Participant 30

Shame, stigma and relief

Attitudes or Feelings 
about Welfare Support

Understanding local residents’ concerns or sentiments with regards 
to seeking out support or claiming welfare is key to improving 
communication to those who are in need of financial support. This 
theme was identified as throughout the interviews references were 
made about the perceived negative judgement surrounding welfare 
support. Other codes included relief on receiving support but also 
concerns about benefits being hidden from the public.  
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Shame, stigma 
and relief

“And I think sometimes 
it’s biting that bullet 
and you think people 
are going to be a bit 
judgmental, or that’s 
how I thought it was 
going to be, but it’s 
not. And I think that’s 
quite a nice thing, 
actually. Like, I think 
now obviously a lot 
of people are falling 
on hard times. I think 
a lot more people can 
understand.”

Participant 17

“I’d often go 
starving, I’d be too 
ashamed to ask. 
And I didn’t know 
about it.”

Participant 2

“Yeah, it helped me so much… it’s like a weight lifted 
off your shoulders, knowing that you can get your gas 
and your electric and your food shopping and yeah, 
it’s not impacting your money that you have to last 
you or if you don’t have any, you don’t have to worry.”

Participant 8

“I didn’t want to reach out for help because to me that 
felt like, well, I’ve got two kids and I can’t even look 
after them. But in reality, I think you have to accept that 
sometimes situations just happen and it’s not shameful 
to ask for help.”

Participant 7
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Mistrust

“If I was a drug dealer, or … a 
drug geek... If I was to be evicted 
from my property through noise 
and through the activities that 
went on in my house, the council 
would just put them somewhere 
else, in a different street... But if 
I owed the council rent for my 
rent arrears, they would kick me 
out on the street and they would 
not rehouse me.”

Participant 1

“I understand why people get so stressed out 
about it. It was just like, because they’re [the local 
authority] just trying to trip you up all the time… well, 
no, this is actually my life, you know? Like, you can’t 
deny how it is for me. You don’t walk in my shoes.”

Participant 29

“I don’t really 
think I have to 
do anything. 
Actually, they 
told me because, 
like, all benefits, 
you don’t know 
about them. 
They’re hidden, 
aren’t they? They 
are hidden. If 
you’re elderly, 
not computer 
savvy, I don’t 
know how the 
hell you carry on. 
I don’t know how 
you do it.”

Participant 14

“You’ve got to sign your 
life away basically to get 
one of those [YFAS] 
these days. I mean it’s 
supposed to be there to 
help people, but they 
don’t like to say.” 

Participant 3
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Health

Quotations from interviews about the effect of physical and mental 
health issues were plentiful, with references to mobility issues, 
chronic pain, loss of independence and barriers to accessing support. 
To put it in numbers: there were 17 direct references to physical 
health diagnoses and 15 to mental health diagnoses among the 30 
participants. There were 11 eleven references to struggles of living 
with disabilities and mobility issues in the context of applying for local 
welfare support.

“When people don’t understand unless 
you live with them, unless you see what the 
private struggles are. It’s very difficult for 
people to understand, especially if people 
haven’t if they haven’t broke a bone in their 
body, so then they don’t even know what that 
pain like that long term chronic pain feels like. 
And then if they haven’t got mental health, 
they don’t know what it feels [like].”

Participant 27

“I can’t actually physically walk. I’d love to walk. 
I’d love to go back to caring. But at the moment 
my mental health is not great. And I just couldn’t. 
I couldn’t physically do work at the minute.”

Participant 26



 Residents’ Experiences of Local Welfare Support in York   |   21 

Discussions on finance centered 
around difficulties with money 
management (8), struggling with 
energy bills (8), food insecurity (7) 
debt (11) and insufficient salaries (4). 

Finance

“But that makes a big 
difference in a month, if your 
wages are right down and 
you’re the only income.” 

Participant 11

“Having to have that fight when you’re also not able to 
eat and you’re not able to focus and you’re then worrying 
about money because it wasn’t just about the food. You 
know, I was doing my very best to pay my rent and my 
bills, but some of my bills were being delayed, like my 
council tax wasn’t paid for months.” 

Participant 20

“My actual wage 
went down as 
well, and it was a 
bit of a hard 
month. I got into a 
bit of rent arrears. 
And because 
obviously it was a 
choice between 
like heating food, 
rent. But then 
he [the housing 
officer] said that if 
I ever struggle 
like that again, 
just get in touch 
with him and he 
can put me in 
touch with like 
food banks and 
stuff.”

Participant 16
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Finance

“Because that does help, especially in the six weeks 
holidays as well. Because obviously when you haven’t got 
a lot of money and you do struggle like it’s hard to keep the 
cupboards filled up and the fridge and the freezer and 
everything like that. So sometimes I have to limit to what 
and budget each meal. Eat for each day. Yeah, just to make 
sure that I’ve got enough.”

Participant 3

“It’s just very demoralising. I 
think, you know, when you when 
you’re working and nobody 
wants to be on benefits and take 
from the state, but I think it’s very 
difficult to justify when you’re 
earning less than what you think 
you’re worth.”

Participant 22

“Used to be 
really good 
with money… 
I always had 
money. And 
lately I’m 
struggling 
to even, you 
know, cough 
up for a loaf 
of bread and 
stuff.”

Participant 12

“Gas, electric, food. It’s 
£900. Sounds a lot, but it 
doesn’t go anywhere. You 
know, it just doesn’t go 
anywhere.”

Participant 14
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Housing

Council tax debt

Housing is an important topic in the context of financial stability and 
emotional wellbeing. The main topics were council tax debt (3) and 
housing insecurity (7). Two participants also talked about experiences 
of homelessness. 

“I’m still in council tax debt because then 
despite me telling they ended up putting 
it through a court summons. And I ended 
up making a special arrangement to pay. 
But then because of all this, I failed on one 
of my month’s payments. And then they 
cancelled the special arrangement and 
they put it through to their collection 
agency, who then started threatening me 
with turning up at the door to take my 
possessions.” 

Participant 20
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Housing 
Insecurity

“They would 
send me letters 
saying that I was 
obviously at that 
point then I was 
in arrears with 
my rent. I had 
nothing to give 
them and they 
were sending 
me letters out, 
you know, 
saying that, you 
know, the next 
step will be 
court and this 
sort of thing.” 

Participant 4

“The being under 35 and not getting the 
full discretionary housing thing might 
work elsewhere in the country because 
of the house prices for say, even shit 
like shared accommodation for a single 
person… It’s close to 500 and they only 
sort of give you the 300 up to about 
350.”

Participant 2

Lifestyle and  
Personal Situation

The final theme encompassed a range of miscellaneous yet significant 
codes relating to adverse life events and personal situations. These 
were documented because they reflect the reality of those who are 
in need of emergency financial assistance and experience ongoing 
hardship. These include caring responsibilities (12), lack of personal 
support (5), addiction issues (3), experiences of bereavement (2), 
criminal conviction (1), victims of domestic abuse (3), sexual assault 
(2) and drug crimes (2). The financial and personal impact of caring
responsibilities, particularly for those with child and adult dependents
with special educational needs or behavioural issues was clear.
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Six Recommendations 
from York Residents

“Because to help people, it 
needs to be from the people 
who need the help, doesn’t it?” 
Participant 27

Better support and future 
in energy costs

“I wonder whether it would be better having a support 
fund for helping people with their heating bills. Actually, 
better to put money into the into the project. Not 
expecting this to apply, but to put it into solar panels or 
heat pumps.”

Participant 13 

Improving methods of communication to 

 raise public awareness of support available
“Communication on I think maybe some leaflets could 
be done by posting things around, you know, a little bit 
for the elderly and stuff, just to say that these are these 
somewhere just down the road.”

Participant 30

1.

2.
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Advice on money management 

“For people that have never lived on their own before. 
So more support for helping to show how to change, 
to pay bills and stuff. Kind of education on  money 
management and support with that kind of thing.” 
Participant 23

 In-person support and advice
“Little hubs throughout the city, whether it be the 
local library, community centre, working men’s clubs, 
whatever.” 
Participant 14 

Change in use of language – particularly 

 for younger generations 
“It almost comes across as unapproachable, 
especially to, you know, young people like myself 
who don’t really know how it all works still.” 
Participant 4 

Faster turnarounds and direct feedback 

 on applications
“It would be a lot easier if there was feedback. Once 
you’ve put the application in and it’s been 
acknowledged, if there was then a line or a phone 
number to speak to someone.” 
Participant 20

Six Recommendations 
from York Residents

3.

4.

5.

6.
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Conclusion

This research outlines the 
vital role that local welfare 
support plays in preventing and 
alleviating financial hardship 
for residents in York. However, 
findings in this report also reveal significant gaps between 
the intention of these schemes and residents’ experiences. 
Barriers to access—particularly digital exclusion, delays in 
decision-making, complex application processes, and limited 
awareness of available support—mean that some residents 
struggle to access help when they need it most. There was 
a clear preference among participants for more accessible, 
person-centred approaches, including in-person and 
telephone support.

This work 
highlights the 
indispensable 
role of third-sector 
organisations, 

which act as critical 
intermediaries, helping residents 
to understand, access and 
navigate local welfare provision. 
Without this support, many 
participants indicated they would 
have been unable to secure the 
help they needed.

The findings 
emphasise the 
emotional dimensions 

and politicisation of accessing 
support: feelings of stigma, 
shame and mistrust remain 
significant barriers, even 
where support is available. 
Nevertheless, participants 
described a strong sense of relief 
and reassurance once help was 
received.
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The six 
recommendations 
include enhancing 
communication and 

awareness, expanding in-person 
support, simplifying processes, 
improving turnaround times, 
and strengthening preventative 
approaches, such as solutions 
for energy costs and financial 
resilience. Implementing these 
recommendations would help to 
ensure that local welfare provision 
is more responsive and inclusive.

Looking ahead, this 
research provides a 
basis to inform the 
further development 
and delivery of the 

CRF. There is a clear opportunity 
to embed the learning from 
residents’ experiences into 
the design of this new funding 
framework, particularly by 
prioritising early intervention and 
financial resilience, improving 
accessibility, and strengthening 
collaboration between the local 
authority and the VCSE sector. 

A number of 
participants in this 
research went on 
to join a York-based 
group of ‘community 

researchers’ commissioned by 
this collaboration to explore 
their lived experiences of local 
welfare support and produce 
recommendations, solutions and 
actions. This participatory action 
research was facilitated by Lived 
Insights and Healthwatch York. 
The group co-produced an event, 
five workshops and a report, 
‘The Desperation of Poverty Life’ 
(Lived Insights and Healthwatch 
York, 2026). In May 2026, the 
group took part in an externally 
facilitated workshop with all 
seven collaboration partners to 
plan future actions. These short 
and long-term actions, which will 
be carried out in collaboration 
with CYC and Advice York partner 
organisations, demonstrate 
the commitment of the Local 
Welfare Safety Net Project to 
effect real change and influence 
policymaking, both and the local 
and national level. 
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Advice York is a partnership of organisations in York who offer 
free, independent, impartial, confidential legal advice in areas 
of social welfare law, including welfare benefits, debt, housing 
and employment. We work together so that people have access 
to the free, independent, quality advice services they need.

Website: www.adviceyork.org.uk

The cross-sectoral collaboration consists of seven 
partners from the Advice York network: the University 

of York, City of York Council (CYC), Age UK York, 
Citizens Advice York (CAY), York Foodbank, Peasholme 

Charity and the Welfare Benefits Unit (WBU).
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