
No Wrong Door
The power of collaboration through the 
Norfolk Community Advice Network



Our Steering Group 

Norfolk Community Advice Network is led by a Steering Group, 
made up of senior leaders from the following charities. We meet 
regularly to discuss advice provision and strategy, and ensure the 
advice sector in Norfolk is working in collaboration, not competition.
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Our funders

We are grateful for the ongoing support of our partners and funders who include:



We are Norfolk Community Advice Network (NCAN), 
a partnership of over 320 organisations and teams 
across the county that support residents with social 
welfare advice and support.

Welcome
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This report illustrates our impact as 
a network through four themes:

•	� Ensuring there is No Wrong Door 
when someone is looking for help

•	� Providing expert advice to support 
people to access their rights

• 	� Drawing on deep roots in our 
communities 

• 	� Preventing problems and exploring 
longer-term solutions 

This report highlights 
and celebrates the 
good work being done 
across our network, 
acknowledge the 
headwinds the sector 
is facing, and call for 
further support. 



Our referral system

We run an online referral system, which enables 
organisations to send and receive requests for specialist 
support and accredited, impartial advice. 

With the client’s consent, the 
organisation can take the details of 
the issue and pass this information to 
the relevant team to request support. 
The team accepting the referral will 
then contact the person directly to 
offer support. 

The network is made up of charities, 
social enterprises, community 
groups and statutory bodies. 

Between us we provide accredited 
advice on a wide range of topics such as: 

•	 Housing
•	 Welfare benefits
•	 Debt management
•	 Family law
•	 Immigration
•	 Employment

We also provide holistic support, 
including access to food and groups for 
social connection. 
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How we help

33,906 referrals 
made between August 2020 
and August 2025

Each and every referral is making 
it easier for a Norfolk resident to 
access good quality social welfare 
advice and assistance.



Our network

We hold quarterly meetings and share 
regular e-news so that organisations 
in our network can learn about each 
others’ services, discuss best practice 
and collaborate.

It’s free to join, and we’d love to 
welcome your organisation. If you are 
not sure whether you can join, get in 
touch and we are happy to chat.

Join us

Whether you can make our network 
stronger by joining it, funding it or just 
by accessing it, we would love to hear 
from you.

Find out more  
and join us at:
www.ncan.co.uk
info@ncan.co.uk
01603 216481
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When you are in a crisis, it’s not always 
easy to know where to turn for help. 

Norfolk benefits from being home 
to a large number of organisations 
that provide support - from statutory 
providers, to large household-name 
charities, to local grassroots groups 
and more. 

Our aim is to make sure there is No 
Wrong Door for people looking for 
help. That means the first organisation 
they reach out to will be able to either 
offer support, or refer them to a more 
appropriate organisation.  

Our referral system is 
well-used, with over 
5,000 referrals made in 
2024-25, by 2,000 staff 
and volunteers from 320 
different organisations 
across the county. 
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No Wrong Door

 “The NCAN referral system has been crucial for 
 The Bridge Plus+ in terms of supporting our clients 
 to access appropriate advice. Signposting doesn’t 
 always work for our clients and the ‘No Wrong Door’ 
 approach via the referral system really helps to 
 ensure that clients can access timely, good quality 
 social welfare advice.” 
 Béatrice Humarau, Executive Coordinator, The Bridge Plus+ 



Zhang’s story

Zhang was threatened with 
homelessness when he first came to 
The Bridge Plus+ office. He had always 
worked since he moved to Norwich 
10 years ago, but an accident at work 
left him with significant health issues. 
The Bridge Plus+ used the NCAN 
referral system to pass his details to 
Shelter’s housing rights team. Thanks 
to joint working between The Bridge 
Plus+ and Shelter teams, Zhang 
secured a tenancy with a local housing 
association before he was evicted from 
his previous accommodation. 
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Support NoW

Support NoW brings together teams from five organisations to support 
people who are facing multiple and complex issues. Using the NCAN 
referral system, the multi-disciplinary team aim to offer flexible, 
responsive support based on the client’s needs and goals. Driven by 
Norfolk Citizens Advice and Age UK Norwich, the project builds on cross-
sector initiatives like CHESS and INTERACT. The team continually reviews 
and improves the approach, aiming to achieve better outcomes for 
people and more effective partnership working. 



Our core goal is to 
support the residents of 
Norfolk to access their 
rights, by providing high-
quality, independent 
social welfare advice. 

Our Steering Group members are either 
AQS-accredited or working towards it, 
and many are accredited or held to strict 
standards by other bodies, such as the 
Immigration Advice Authority or the 
Financial Conduct Authority. In addition, 
Shelter holds a Legal Aid contract to 
offer advice on housing and debt.

What is the Advice 
Quality Standard (AQS)? 

The AQS is an accreditation scheme 
open to organisations providing 
independent, free, social welfare 
advice. Accreditation lasts for two years 
and is awarded to organisations that 
show that they meet high standards 
required around client care, case 
management and the training and 
supervision of advisers.
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Our expertise



Success at Social 
Security Tribunal

Norfolk Community Law Service 
supports people to access the welfare 
benefits that they are entitled to.

Mr A’s story

Mr A had been diagnosed with a brain 
tumour that was causing sudden 
and unpredictable collapses. His 
application for Personal Independence 
Payment was declined, causing him 
huge stress and financial hardship. 

The team gathered medical evidence 
and represented Mr A at Tribunal. He 
was awarded PIP indefinitely, and was 
also reimbursed £16,500 of benefit 
arrears. This means he finally had the 
income he needs, in order to live with 
his disability.

217 clients supported in 2024-25

98%  of people accessing the 
service are disabled

�82% of benefit decisions 
overturned after the team 
appealed, vs 70% national average

£2.4 million awarded to clients 
in benefit payments



With major changes across local 
authorities and the health system, 
it is more important than ever that 
communities have trusted local 
institutions to turn to for support. 
Our Steering Group members and 
wider network have deep roots in our 
communities, led by or working with 
groups who are often marginalised 	
or vulnerable. 

Bridge Plus+ 
Community Lunch

The Bridge Plus+ supports people 
from ethnic minority and/or migrant 
backgrounds. Every other month 
the organisation hosts a Community 
Lunch, welcoming community 
members, service users, staff, 
volunteers and partner organisations 
to share a meal. 
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Trusted in the 
community

Charity Commission 
research shows that 
public trust in the charity 
sector has been growing 
nationally, and reached a 
10-year high in 2024-25.
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L-R Ruth Stokes (NCAN), Paula Doran (Equal Lives) 
Clive Lewis MP, Béatrice Humarau (The Bridge Plus+), 
Dan Mobbs (MAP), Ben Reed (Equal Lives).

Everyone has the
Right to Play

Young people in Norfolk are leading 
a campaign to make playgrounds 
inclusive for all, regardless of ability or 
disability. ‘Right to Play’ campaigners 
carried out months of research, visits 
and listening to first-hand experiences, 
co-ordinated by MAP. Campaigners 
are inviting organisations with any 
role in the commissioning or care 
of play spaces to pledge to make 
them accessible, inclusive and safe. 
In 2024 the campaign won a Flourish 
Award, recognising its outstanding 
contribution to the lives of Norfolk’s 
children and young people. 

Equal Lives members 
speak out

In spring 2025, the Government 
announced plans for sweeping reforms 
to Disabled people’s benefits. Equal 
Lives, a user-led Disabled persons 
organisation, co-ordinated responses 
from its members and shared these with 
local MPs, highlighting the hardship 
that would be caused if the cuts went 
ahead. Members spoke of feeling 
attacked by politicians and the media, 
on top of navigating a social welfare 
system characterised by hostility and 
disbelief. In partnership with the Norfolk 
Anti-Poverty Alliance, Equal Lives 
developed a briefing on the impact of 
the proposed reforms and called on MPs 
to vote against the Bill. Ultimately key 
pillars of the proposals were dropped, 
with the Government promising 		
co-production of future reforms.



The organisations in our 
network support a huge 
number of people in a 
crisis situation – whether 
this is because someone 
has experienced a sudden 
shock like a job loss, 
bereavement or health 
crisis, or due to a tipping 
point in a longer-term 
deterioration of their 
circumstances. 

We believe some of these crises can be 
prevented through early support and 
advice. And we know that some crises 
can only be alleviated by change at a 
policy level. NCAN acts as a collective 
voice, urging more resources for early 
intervention and systemic changes to 
tackle the root causes of hardship.  

Temperature Check Your 
Winter campaign 

Age UK Norfolk has developed a 
county-wide roadshow to offer 
proactive support for older people 
during the winter months. Through at 
least 15 events planned in 2025, the 
team promotes access to a wide range 
of services to help boost physical, 
mental and financial wellbeing, and 
build resilience for the winter months. 
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Preventing crisis and 
finding long-term solutions

Have you considered?
Warm home discount
Winter fuel payment
Cold weather payments
Means tested benefit check
Disability benefits
Energy tariffs
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Temperature Check
Your Winter

Your Finances.

Your Home. Do you have?
Smoke alarms
Warm/electric blankets
Room thermometer
Ability to heat a warm meal

Think About Your Physical Health:
Vaccinations offered
Medication in stock

Preparing for bad weather:
Food in the cupboard
Torch for power cut
Priority register for utilities

Registered Charity No. 1077097

Think About Your Mental Health:
Bad weather and shorter
days can increase isolation.

Ideal
temperature



Norfolk Homelessness 
Solutions Forum

Led by Shelter and co-ordinated by 
NCAN, the Forum is a space for strategic 
housing leaders to collaborate on 
homelessness prevention. The group 
aims to work together on common 
challenges, support and collaborate 
on homelessness strategies, develop 
innovative solutions to alleviate 
homelessness, and ensure that people 
who are homeless have their voices 
heard, and are able to participate in 
decisions that affect them. 

Norfolk Anti-Poverty 
Alliance

NCAN leads the Alliance, which 
campaigns for the Government to raise 
benefits to cover the cost of essentials, 
and works to improve services for 
people facing financial hardship locally. 
We have welcomed almost 200 guests 
to our public events in Norwich and 
King’s Lynn in 2025. 

Welfare advice for 
cancer patients

Citizens Advice Diss, Thetford and 
District provides specialist welfare 
advice to people who have been 
diagnosed with cancer, in partnership 
with Big C. People can access advice 
and information on benefits, loans, 
housing, employment issues, travel 
expenses, childcare, blue badge 
applications, bus passes, help with form 
filling and much more. This support 
leads to more than £3 million worth 
of income in people’s pockets each 
year, delivering £43 return for every 
£1 spent on the project. Support with 
practicalities like this helps to reduce 
the risk of crisis and enable people to 
focus on their health and wellbeing. 
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Across the UK and here in Norfolk, we are 
all facing financial pressures. Average real 
household disposable income fell 1.7% 
in 2023-24, but the drop was steepest 
for those with the lowest incomes – the 
households in the lowest 10% of incomes 
saw a 7% decrease. This piles pressure 
onto households and drives demand 
for support. In its most recent annual 
survey, the Charity Commission found 
that 9% of people received food, medical 
or financial support from charities, 
compared to 3% just five years ago. 

This hardship is reflected in the 
referrals we see. Data from the NCAN 
Referral System shows that in 2024-25 
the top three referral issues were for 
welfare benefits, debt or mental health 
support. There were 2,900 referrals in 
these categories, accounting for 57% of 
the total. 

Organisations that provide this support 
are also facing financial pressures, with 
rising costs and greater competition 
for funding. In 2024, the Association of 
Charitable Foundations reported that 
some funders have seen applications 
surge by as much as 50%. 

The coming years will see radical 
change in Norfolk’s ecosystem of 
support, with Local Government 
Reorganisation and shifts in the 
healthcare authorities meaning a 
redrawing of the map locally.

Change is constant. But by working 
together, sharing information, 
collaborating on joint issues and 
speaking out with one voice, we can 
ensure that Norfolk residents have access 
to the advice and support they need.
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The road ahead

Top referral issues 2024-25

Issues Total % of Referrals

Welfare Benefits 1388 27.13%

Debt 817 15.97%

Mental Health 706 13.80%



L-R Lucy Hogg (Voluntary Norfolk), Ben Scarlett (NCAN), Shelley Ames (Norfolk & Waveney ICB), 
Daniel Williams (YourNorfolk), Chris Starkie (Norfolk County Council) discussing the future of 
voluntary and statutory sector partnerships 



Join our network
Whether you can make our network 
stronger by joining it, funding it or 
just by accessing it, we would love 
to hear from you.  

Find out more and join us at:
www.ncan.co.uk  
info@ncan.co.uk  
01603 216481


