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Free, independent,
confidential and impartial
advice to everyone on their
rights and responsibilities.
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The service aims:

° To provide the advice people need for the problems they face

o To i mprove the policies and practi ¢

Quality Assured Services

Al'l of Brighton & Hove Citizends Advi
sured by Citizends Advice and/ or the

Key Achievements in 2008/9:

° 7% increase in the number of clients contacts and a 34% in-
crease in new legal issues across Bureau services

° Total client Contacts and assisted information for 2008/9 = 12,298

° The Bureau achieved an outright pa:¢
ganisational audit in May 20080 placing us among the top 12% of
Bureaux in the UK

° Our General Help Service received a score of 80% in the Citi-
zends Advice Quality of Advice Ass:¢
o Trained 5 volunteer generalist advisers
o Volunteer generalist advisers provided 6000 hours of advice dur-
ing the year
o The economic value of all our volunteers at the Bureau during

2008-9 was £132,869

o Telephone advice hours extended in November 08
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Bureau Director 0:¢

This year the Bureau has improved access for our
clients through a review of General Help service which
saw a 23% increase in client contacts.

In May 2008 we received our 3 yearly Organisational
Audit and Quality of Advi
Advice. This is a require
membership scheme which sets out the standards
bureaux are required to meet in order to be members of
the Association. We must comply with the Scheme at all
times. The audit samples case records, systems and
procedures to provide a 6snapshotd to ass
compliance. We achieved the excellent result of an outright pass in our

organisational audit and 80% Quality of Advice Assessment.

Our work over the year has centred on ensuring that the high quality of our
existing services is maintained.

nt fr
Citi

Vicky Watson
Bureau Director

The Bureau was awarded the following funding during the year 1

° Additional Hours of Advice (BERR) i 12 months funding awarded to
open the general help service on Fridays (as from March 09)

° Advice Plus (Lottery) i CAB is a key partner in the local Advice
Services Strategy Group. BHCAB is the employer for the Advice
Development Coordinator post which is based at the CAB and
focusing on workforce development and quality with the local advice

community.

° Southern Water Trust Fund i funding for a 16h per week Debt
Adviser for Southern Water customers experiencing hardship.

° Debt contingency fund (Brighton & Hove City Council) i funding for

a 7h per week general help debt adviser and for provision of 2 debt
training events for members of the local Advice Service Network.
(Debt worker commenced in May 09)

This year we had 36 volunteers active in the Bureau and 16 paid staff. We are

very fortunate to have such a committed and professional team and | would like

to take this opportunity to say a big thank you to them all. The fantastic result in

our Citizen6s Advice quality of advice as:
help unitds ongoing hard work and commitm
our clients. | would also like to recognise the contribution of the Trustee Board in

the governance and direction of the organisation and for their support in the

continuous development of our services.
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General Help Advice Services &I@l&

Brighton & Hove

. . . City C. il ted
The General Help Advice Service offers advice on any < foune! supperte

subject from accessible premises in central Hove, by telephone and let-
ter. The service also acts as a gatew
vices and other local services as appropriate.

Our generalist advice service is staffed by a team of volunteer advisers
who are supported by paid Supervisors. Generalist Advisers receive an
intensive 6 month training programme which is also delivered within the
General Help service.

General Help Service achievements in 2008/9:

° 5460 people received advice

° Awarded 80% for our 3 yearly Citi z
assessment in May 08

° Telephone advice hours extended from November 2008

ImE)rov_ed access for clients following service reviewd increase of
23% clients compared to 2007-8.

o fGeneral Helg drop in service extended to 5 mornings per week
rom March 09
° 3 volunteer receptionists recruited for our drop in service
° 31 volunteers active in the General Help Service during the year
° Volunteers provided 6000 hours of advice
° 93% of <clients were either o6veryo

(client satisfaction questionnaires September 08)

Reception/Gateway Service Development

On arrival at t he Bureau clients are
ment 6 interview to determine what | ev
enquiry. As part of the Citizends Ad

also requested that a sample of Gateway Assessment cases be re-
viewed and we received 80% for Gateway outcomes for clients.
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General Help Enquiries 2008/9

Debt
30%
Consumer Employment
3% 16%
Welfare
Benefits
23%
\\_Housing
Relationship / / \ 13%
7% Legal Immigration
6% 2%

AdviserNet

. This is an invaluable service to
the general public. Every citizen
has the right to be advised on any

2. situation and be treated fairly

== without prejudice or bias. The

raining

K Border Agency
searh

k,?-— boucy for cirens wetae s
Ere Canments s rir |

Socia palicy.

put a price on helping people deal
N S R S R With problems in life when being

tem that we use for all our enquiries. treated unfairlyo.

Some of our GHU client comments:

AfKeep up the goodgd
for your help. Yg
notice boards and leaflets on dis-
play. Quite relaxed and accessible
service. Efficie
66This was the fi
to seek advice from the CAB. | was
absolutely delighted at the kindness
and advice | wa s

Hazel David & Sue Phipps,
Advice Session Supervisors

service is pricel

c e

ess
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Social Policy

Advice

During this year we have continued work on the Adding Up campaign
which aims nationally to reduce the cost of schooling. Last year we
contacted all the schools to draw to their attention government
guidelines on limiting the cost of school uniforms and other expenses
such as trips. We have contacted Brighton and Hove City Council about
their policy of not making grants for school uniforms and have had a
favourable reply in that they would wish to do so in principle, but would
need additional government funding. As a result of the national
campaign the Local Government Association has announced a 3-point
plan advising that uniforms should be available from a minimum of 2
different suppliers, schools symbols and logos should be available as
sew-on patches and parents should be given opportunities to buy and
sell second hand uniform. We will get in touch with the schools locally
and make sure that they are aware of these policies

Letting Agents Survey -

Another campaign which we took part in was a

letting agents' survey. We quizzed local letting

agents on their costs. As a result of this cam-

paign Citizens Advice has produced a summary

of findings called 'Let Down' and evidence sent in

by us was used on page 16 of this document. 'Let Down' has been
used in CAB representations to the Department for Communities and
Local Government Green Paper which is proposing the statutory regula-
tion of letting agents.
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Letters to MPs

From time to time Citizens' Advice
supports an Early Day Motion, and our
Social Policy Team is asked to write to
local MPs asking them to sign the mo-
tions. We have done this twice this
year. One motion we asked our MPs
to support was the proposal that pre-
scription charges should be abolished
for people on Incapacity Allowance
and Disability Allowance, and we had interesting replies. We also have
asked them to support a motion calling for calls to government agencies
such as the Crisis Loan helpline to be made free instead of being
charged at a high rate

Wor k with Citizends Advi ce

We continue to send Evidence Forms to
icy department to be used by them in campaigns to better conditions for

people in many ways. Our cases were quoted in the Social Policy bulle-

tins for February, April, May June and July of this year. Our evidence

was also used in the Citizens' Advice submission to Direct Selling Asso-

ciation codes review 2009

Our Social Policy Team

During2008-9 t he Bureauds Soci al Policy wort
team of 3 volunteers:

Jo Terry (Social Policy Coordinator)

Ann Johnson & Emma Palizi (Social Policy Workers)


http://big.ben.gallery.sytes.org/?p=Mjc5ODE2OTNcMTY0MDU5OTlATjAwXEJydW5vIEdpcmluXDVcZTY5ODFmZDFlZVwyMVwxXFN0YXR1ZSBvZiBCb3VkaWNjYSBpbiBmcm9udCBvZiBCaWcgQmVuz-NnCw
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CLS Specialist Advice Service legal services

COMMISSION

Community
Legal Service

The Bureau has had a successful Community Legal Service
unit since 2000 and we have been working under the new
CLS Unified Contract since October 2007.

Our CLS service provides specialist advice in Welfare Bene-
fits and Money Advice. Clients must be eligible for legal aid to

CLS advice service achievements 2008 -9

The CLS team advised 571 new clients
as well as continuing work with existing
clients.

Overall team performance above target
for the first year of the Unified Contract

Ongoing review of how we work under
the Unified Contract to maximise in- Fay Blockey & Anne Duggan,
come for the bureau. CLS I (S

Some of our CLS client comments:

Adviser assisted me in an extremely professional & sensitive
manner

| found that all the stress was taken away & sorted out quickly

One visit to the money adviser can help you to regain control &
feel less anxious

All staff extremely polite, helpful, knowledgeable & efficient. |
never felt judged.

Advice
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CLS Welfare Benefits Case Study

Client came in with husband who was a self
employed builder. He had to give up work for
health reasons. She was signed off work sick with
stress. They had two young children. Without his
income they were struggling to cope financially and
wished to discuss options and benefit entitlement. |

Client was herself considering giving up work to
help care for husband. Her father had paid last
installments of mortgage but this was not sustain-
able.

Lucy Evans, Welfare
Benefits caseworker

They had no prior experience claiming benefits

We discussed in detail their eligibility for Disability Living Allowance.

e Explained how the new benefit Employment Support Allowance
(introduced October 2008) works

e did complex benefit calculations and advised them about the
rules around capital, earnings, redundancy payments etc.

e We also advised them about the Mortgage Rescue Scheme in-
troduced by the government in response to the recession

Outcomes

e Clients received DLA high rate mobility

e Clients successful in ESA appeal

e Clients received mortgage interest costs
from the DWP

Clients able to plan for the future with better
knowledge of the benefits system and their op-
tions

Sarah Evans & Helen Rowsell,
CLS Administrators
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LAMA Specialist Advice Service &1@“
The Local Authority Money Advice (LAMA) project Brighton & Hove
provides a specialist adviser working 17.5 hours a City Council supported

week providing money advice to council tenants in
rent arrears. Referrals to the service are received
from Brighton & Hove Ci
agement Team and from within the Bureau.

The purpose of the project is to prevent possession
action for rent arrears.

We help people put together a realistic budget,
make sure they are getting all the benefits and tax | =
credits they are entitled to, and advise about Emily Ballantyne
reprioritising their debts. LAMA Caseworker

LAMA Project achievements in 2008/9:
We provided money advice casework support to 86 tenants

o The project helped clients claim of £9865 of benefits & grants that
they were entitled to.

° The total amount of debts clients presented with = £420,132

LAMA casestudy

Ms S is a single parent with 2 children. She had been working but health
problems now make that impossible. She had had a difficult transition
from work to benefits, she was due an operation and also on anti-
depressants. Rent arrears were £2,000 and possession action had al-
ready started. Our caseworker made appointment with a specialist
housing adviser for court representation. Ms S was also behind on
credit debts of £20,000 and could no longer use her bank account due
to exceeding overdraft limit.

We helped Ms S sort out benefit problems to maximise her income and
advised her of her options. Ms S went bankrupt just before Christmas.
All debts were effectively written off, so she had more money for food
and fuel. Ms S able to focus on children and on her own health.

Advice
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Fuel Poverty Project

This is the second round of funding for

the EDF Energy Trust Project. The project is
managed by Charis Grants Ltd which is a non
profit making company which manages grant
making programmes on behalf of independent
charitable trusts. The project has also helped
clients apply to Southern Water Trust.

The Project has assisted people with clearing
fuel bills which they are having difficulties in
paying & successfully applied for Further Assis-
tance Payments which can be a grant for white  RetNeRel R RZ L
goods ie cookers, washing machines or bank- Development Worker
ruptcy deposits.

Fuel Poverty Project achievements in 2008/9:

59 EDF Trust completed applications with the following gains:
Utility - £38,717.25
Further Assistance Payments - £5,307.20

15 applications to other Trusts with gains of £6,578.91
Overall presenting debts of project clients i £702,583

Fuel Poverty Project casestudy

Mr H was referred to CAB by a housing support worker, has mental ill
health and had been living as a rough sleeper for 18 months. Mr H had
been re-housed a year previously, but had only recently been given a
permanent tenancy for his council flat. During the year he had built up
gas and electric arrears. He had also been living without a fridge/
freezer.

The CAB Fuel Poverty Worker made an application on behalf of Mr H to
the EDF Energy Trust for a grant for the fuel arrears and a fridge/freezer
and he was awarded a fuel grant of £203 and a fridge/freezer valued at
£182.



