


Broxbourne Citizens Advice Bureau

Notes to the Accounts (continued)

Annual Report and Accounts 2010 - 2011

8. Debtors
2010/11 200910
£ £
Other debtors 4,691 27,156
Prepayments 8,299 -
12,990 27,156
9. Cash at bank and in hand
2010/11 2009/10
£ £
Current account 6,512 13,340
Deposit account 107,256 86,077
Petty cash 35 78
113,803 99,495
10. Creditors: amounts falling due within one year
2010/11 2009/10
Creditors: amounts falling due within £ £
one year
Accruals 33,553 7,534
33,553 7,534

11. Restricted funds
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During the year a grant of £9,993 was received from Awards for All. This was given towards
the work on the offices. This money was fully spent in the year.
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Team CAB - An Olympian Effort (continued)

Including the client detailed in the case study below, George Evans, our volunteer benefits
adviser, completed claim forms for benefits for 150 clients, an increase of 14 on the
previous year. He obtained £407,618.01 during 2010-11 in benefits for 123 successful
claimants.

George Evans takes the baton and continues the story.
This case was transferred to me by Val to see what we
could obtain for these clients by way of benefits.

The first thing we noted was that Mrs A. was disabled
because of her arthritis and as she was aged 64 it was important that we put
in for Disability Living Allowance (DLA), as she would not be able to
receive this once she became 65. So a claim was made, which entailed completing a claim form
of 38 pages and took two hours to complete. She was later awarded DLA mid care of £49.30
per week

I completed a Quick Benefit test on clients which indicated that Mr A. should now claim
Carers Allowance, which could not actually be paid because he was receiving his State
Retirement Pension. However this would increase their Pension Credits by £190.90 per week
(£9,926.80 per year). I also completed a Carers Allowance claim form for Mr A and as
expected he later returned with a letter from the Carers Service informing that although he was
eligible, this could not be paid to him because of his State Retirement Pension. This then
prompted us to phone Pension Credits helpline and make a claim for Mr A for an increase in
Pension Credits. In due course Mr A received the increase of £190.90 per week together with
back pay of £2,212.00. Client’s income is now £511.83 per week with no council tax to pay.

George now hands the baton to Clare Wilson who has
been a bureau money adviser since 1997.

Mr and Mrs A. were referred to me for detailed money
advice. We identified that Mrs A (Mr A already had this
agreed) also needed to claim Carer’s Allowance in order to receive a Carer’s
Premium, an additional increment to their Pension Credit, of about £23.24
per week. We also identified that they needed to apply for a Discretionary Housing Payment,
which would help with their rent problems.

Our clients presented with rent arrears and multiple non-priority debts totalling nearly £50,000.
On examining their finances it appeared that they had been living beyond their means for a
number of years. We assisted with help on budgeting as clearly our clients needed to learn to
live within their means. We advised on ways to reduce their bills for telephone, internet and
television using cheaper packages/suppliers. We checked and assisted our clients to access the
cheaper tariffs for gas and electricity available for clients who are older, disabled or vulnerable.
We ensured that other essentials were being addressed such as rent including arrears, travel
costs and TV licence. Council Tax was up to date. We were able to formulate a reasonable
financial statement for our clients to work with without resorting to the use of credit. We
checked their credit debts and after checking liabilities, and eliminating items which were
duplicated we found that their non-priority debts were actually £36,000.
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Team CAB - An Olympian Effort

Val Day writes - Once a week I attend a drop-in housing themed session at Hoddesdon One
Stop Shop. Ask any general adviser, they will tell you of the adrenalin rush you get when you
don’t know who or what problem is coming through the door next. This is what keeps me in
the job. You do tend to hear some sad stories, but sometimes we can help to make a difference
to the lives of the people we see. None of us here is a one man band. The best results come
from playing in harmony and to continue the analogy: we have here a well tuned Olympic
Relay Team. Here is an example:

Val Day continues - In January an elderly couple came to the One

Stop Shop in real distress because they were living in a two

bedroom privately rented property with their son. He was planning

to move away and buy a house. They were receiving housing

benefit towards the rent, but, as the son worked this was reduced,
because he was expected to contribute a set amount towards the rent. Mr &
Mrs A were not willing to ask him for this shortfall because of all the
expense he was having in the purchase of his property. They were also worried that, when he
moved out, their entitlement to housing benefit would reduce as they could only claim for rent
on one bedroom.

Add to this that Mr A, who was 73, had a bad respiratory condition and because of this he was
receiving Attendance Allowance. Mrs A was 64 and had had breast cancer and lymph nodes
had been removed from under her arm, which made it painful for her to lift anything. Coupled
with that she had arthritis, which made it difficult for her to walk. They had an old car,
because, without that they would not be able to get out at all, but money needed to be spent on
it. They could not afford this as they already had £27,000 worth of debt, which they had been
trying to pay off through another company, but it was proving difficult.

In the first instance I needed to stop them getting into further rent arrears because the son was
not paying his way. They needed to get him to contribute while he was still living there,
because if they were evicted then he would be evicted as well. As far as the future was
concerned, when he left, we advised them to claim a discretionary housing payment to make up
the difference between their rent and the maximum level of local housing allowance. (This was
later awarded at £40.43 pw for six months).

Then Mrs A was not well. She was a few weeks short of her 65" birthday and could still claim
Disability Living Allowance rather than Attendance Allowance like her husband. I spoke with
our benefits adviser, George Evans, who agreed that she needed to get an application initiated
as soon as possible, because with DLA she might be able to get a mobility element which
would help with paying for the car. If she waited until she was 65 she would not get this help.
Unfortunately with Attendance Allowance there is no mobility element to the benefit.

On George’s advice therefore, we rang up the Disability Centre and asked that forms be sent
out and, if the claim were successful, the benefit would commence from that date. We also
gave them one of our money advice packs and, when it was returned with the details of all their
debts, the money advice team would be able to negotiate with the creditors to try to ease the
strain for them. To change the metaphor again, I had run my lap and the baton was now passed
on to George for benefits and then Clare for Money Advice.
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Notes to the Accounts (continued)

12. Designated funds

Funds brought | Transfers | Funds carried
forward forward
3 3 £

Special reserve 60,000 - 60,000
Personnel reserve 13,950 (7,658) 6,292
Air conditioning reserve 4,500 - 4,500
Computer infrastructure reserve 7,500 - 7,500
85,950 (7,658) 78,292

The purposes of the designated funds are as follows:

« Special reserve is held to meet three months running costs as required by the Charities
Commission and by Citizens Advice.

« Personnel reserve is held to meet the potential one-off costs that may arise from the staffing
requirements of the CAB and any salary increases due to an equal pay audit.

« Air conditioning reserve is held to meet the anticipated costs of installing air conditioning in
the interview rooms.

« Computer infrastructure reserve is held to meet the future costs of replacement computers and
printers which are required on a rolling basis.
13. Operating leases

Annual commitments under existing operating leases are as follows:

2010/11 2009/10
£ £
Land and buildings - Within 2 to 5 years 28,921 17,914
Office equipment - Within 2 to 5 years 909 4,711
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Core Activities Report & Statistics

As part of my role in the bureau I have responsibility for IT and within that role is statistical
recording, analysis and the preparation of reports for the bureau and funders. The more information
the bureau is able to obtain in advising the client, the better able we are able to show the work of the
bureau and how vital the work is to our clients.

Funders expect us to show value for the grants we are awarded and my role is to persuade volunteers
and case-workers to record that data. Once the data has been collected it can show Outcomes,
numbers of clients seen and the types of enquiries. It is so detailed that information can be shown
down to individual postcodes.

During 2010-2011 a new service called Gateway (diagnostic) Interviewing was established and 1859
Clients were seen through this process. This service enabled us to see more clients more quickly and
to pass them through to the appropriate service for their individual needs. We expect those numbers
to increase in 2011-2011 with a full year’s numbers.

Our case-workers raised £1,283,972 additional money for the borough. £876,477 related to
additional benefit income achieved and £405,782 to debts written off. Both of these sums realised
gave hope to the clients who were assisted, in terms of additional wealth, less stress and a better
home life.
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As you can see from the graph above, debt at some 40% of all enquiries, is a big issue for the
bureau . During 2010-2011 we dealt with
° £5,650,216 worth of personal debt.
° £2,498,873 was priority debt and
° £3,151,343 non-priority debt.

A large proportion of these debts were re-negotiated with creditors or as above
written off and clients were helped to come to a balanced budget.

In finishing off T would like to thank all the volunteers and staff

. . . ) . ERONICA BARRETT
for giving me this information — the badgering paid off! VERONIC

IT Manager & Special Projects
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Gateway Training

My role at the time between 2010/2011 was as an Advice Session Supervisor and Training
Manager. In 2010 it was identified that the bureau needed to be able to respond to the increased
demand for services. It was decided to recruit Gateway Assessor volunteers.

A Gateway interview is a process of exploring a clients needs in about a 10/15 minute
interview. The Gateway assessor is then able to identify the next steps quite quickly to
determine what options a client may want to take.

This could be :-

® Information taken from our Adviceguide website and/or information from various
leaflets.

® Signposting to another organisation e.g. DWP.
® An appointment to see an adviser for advice.
e Referral to a solicitor for legal advice.

We welcomed to the bureau, in May 2010, nine trainee Gateway Assessors, four more in
August and another four in January.

With the introduction of Gateway interviews, clients do not wait so long and a larger number
were able to be seen and helped.

From June 2010 to March 2011 an average 75% of our clients was dealt with, by either,
information, signposting or referral.

By having this process in place gives our Advisers an indication of what advice the client
needs. It also utilises the adviser’s skills and knowledge by dealing with the more urgent,
pressing enquiries that have a serious impact on our client’s lives.

The Gateway Assessor role had developed and has proved so successful in achieving our goals.
With this new way of operating we also knew we would need extra supervision, to be able to
give all assessors and advisers support to meet the required standards. Three of our very
experienced advisers kindly accepted to train as volunteer supervisors to help support the
advisers on the days we are open to the public.

During 2010 we had a new reception/waiting area together with an
additional interview room built. We also welcomed 3 new receptionists to
help and support the current receptionists, and to assist clients if they wish
to use our kiosk in the waiting area.

I would like to add a big thank you to all the volunteers who have worked
so hard to deliver such a great service, without your help we would not be
able to operate as effectively as we do.

TERESA HUCKLE
Services Manager



