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HUNTINGDONSHIRE CAB

In common with all other Citizens Advice
Bureaux, Huntingdonshire Citizens Advice
Bureau is a member of the national Citizens
Advice organisation and is an independent
charity, which is a company limited by
guarantee.

The bureau is governed according to its
memorandum and articles of association by a
Board of Trustees.

The Citizens Advice Service helps people
resolve their money, legal and other problems
by providing information and advice, and by
influencing policymakers.

Citizens Advice Bureaux use evidence of their
clients’ problems to campaign for
improvements in laws and services that affect
everyone.

Information, guidance and support is provided
by carefully selected and trained workers,
most of whom are volunteers. Volunteers are
an essential element of the CAB service. Their
contribution is very highly valued and we are
always keen to meet people who are
interested in joining us.
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THE AIMS AND PRINCIPLES
OF THE
CITIZENS ADVICE BUREAU

The Citizens Advice service provides free,
independent, confidential and impartial
advice to everyone on their rights and
responsibilities. It values diversity,
promotes equality and challenges
discrimination.

The service aims:

To provide the advice people need
for the problems they face

To improve the policies and practices
that affect people’s lives.

EVERY CITIZENS ADVICE BUREAU
IS AN
INDEPENDENT REGISTERED
CHARITY

Without the funding from the District, County
and some Town and Parish Councils
Huntingdonshire Citizens Advice Bureau could
not continue to provide its services.

We would like to thank Abbotsley, Brampton,
Buckden, Buckworth, Cambridgeshire County
Council, Earith, Eynesbury Hardwicke, Farcet,
Glattton, Godmanchester, Huntingdon Town
Council, Huntingdonshire District Council,
Sawtry, Southoe and Midloe, St Ives, St
Neots, Warboys, Wistow and Yaxley for their
continued generous support.




INTRODUCTION BY THE CHAIRMAN

Given the ongoing national financial crisis it is
inevitable that | should start this introduction by
reporting that the demand for the services
provided by all Citizens Advice Bureaux has
never been higher. As you will see elsewhere in
this report we have advised over 7,500 people
on 12,500 issues. Seventy percent of the
enquiries have concerned Benefits, Debt and
Employment and it seems unlikely that the focus
on these problems will change in the near future.
This demand and the introduction of ‘Gateway’
has placed enormous stress on staff, volunteers,
accommodation and finance.

In addition to the Service Level Agreement
funding that we receive from Huntingdonshire
District Council and an annual donation from the
County Council we are grateful to both Councils’
extra funding through the ‘Weather the Storm’
initiative. This has enabled us to continue and
expand our outreach facilities in St Ives, Yaxley
and Ramsey. Unfortunately the extra funding
from the County Council finished at the end of
the financial year. In addition to this ‘core’
funding we have received increased financial
support from Town and Parish Councils and
generous donations from the Huntingdon
Freemen, Waitrose and local Rotary clubs. We
continue to be grateful that they recognise the
vital contribution that this charity makes to local
communities.

We had only eight Trustees for the majority of
the year and decided after completing a skills
audit to seek new members for the Board. A
publicity campaign resulted in four new trustees
being co-opted onto the Board and a further
person has been recruited as an adviser to the
Trustee Board. Unfortunately one has since
resigned due to ill health: the remainder will be
nominated for election at the AGM. The new
Trustees have backgrounds and skills which
complement those already available on the
Board. A new Chairman and a new Treasurer
have been identified to replace the present
incumbents who wish to retire at the AGM. In
addition the trustee nominated by HDC has
been replaced. The Board has met on ten
occasions during the year. A volunteer
representative from each of our offices attend all
meetings to provide an important input on
matters concerning service delivery and the
views of their fellow volunteers. The Trustee
Board has continued to report on a six monthly
basis to General Meetings of the Bureau'’s

Members, who are made up from local Council
nominees, volunteer representatives, former
trustees and the current Trustee Board. These
meetings are not obligatory but provide a
valuable means of getting feedback from
representatives of the community, which we
serve. We have continued to send three monthly
newsletters to supplement to these meetings.

The Board has rewritten its Business
Development Plan and instigated a measured
action plan to ensure that the Bureau continues
to develop positively in the best interests of the
local community. The introduction of the new
Gateway system in May has created an
additional heavy workload, especially for the
manager and her staff. At this time it is too early
to evaluate the full impact of this nationally
introduced Citizens Advice initiative but we are
optimistic that it will enable us not only to
provide an improved service but also to make
optimum use of our available facilities. | am very
grateful to Sue Tusting, her staff and the
Trustees involved for enabling us to meet our
target date for introduction.

| have continued in my role as the Chairman of
the Cambridgeshire CABx Steering Group which
is now the Steering Group for the newly
introduced ‘AdviceHub’. You will read in the
Manager’s report about the impact of the new
Cambridgeshire ‘AdviceHub’ partnership. This is
an exciting new venture with the aim of making
advice available to a greater range of people.

| believe that this joint venture by the four
Cambridgeshire Bureaux will lead to greater
co-operation within the County.

As in previous years the effectiveness of the
financial assistance that we receive is greatly
enhanced by the time and effort given by the
volunteers. You will see that the value of the
volunteers’ time is conservatively estimated in
our accounts as nearly £280,000. The Trustees
continue to be grateful to them, not only for the
work that they do, but also for the extensive
training that they undertake to ensure that we
can provide a professional service. My personal
thanks go to them, our Manager and her staff
and to my fellow Trustees for their support
throughout the year.

| wish my successor and his team every success
for what promises to be a very demanding and
potentially exciting future. Terry Hayward



PAID STAFF AND VOLUNTEERS

AS OF 31.3.2010

General Manager

Service Delivery Manager
Administration Manager

Training & Development Manager

Guidance Tutors

Outreach Worker
Debt Advisor
Advice Session Supervisors

Administration Assistant

Cleaning staff

Susan Tusting
Julie Dodds
Debbie Leech
Lill Glover

Pam Downes
Tony Mountjoy

Cathy McCluskey
Paul Valentine
Rachel Browning
Deborah Gillbanks
Julia Mann

Denise Kidman

Ann Barrett / Sharon McCarthy*

Huntingdon
St Neots

Volunteer Peter Griffiths
Advisers Solveig Haywood
Jean Abbott David Hetherington
Dave Amps Colin Horton
Lesley Beadles Bob Humphrey
Michael Brown Teg Kirwan

Nigel Burns Caroline Kluth
Margaret Butterworth ~ Stuart Martin

Barry Chapman Tony Mountjoy

Sheila Neil
Jean Nicholls
Daphne Pickard

Graham Cheseldine
Noreen Cross
Daphne Dobson

Beryl Sawbridge
Joan Squire
Elizabeth Stevens
Juliet Stockwell
Caroline Tucker
Paul Valentine
Michael Ward
Phil Whitaker*
Audrey Williams
Diana Williams
Michele Woodley
Marvin Woolfe

Other Volunteers
Diane Alder
Carol Burge
Ruth Caldwell
Michelle Crabb
Linda Cullen
Marjorie Gillespie
Cheryl Gould
Susan Hill

Jean Jones
Sheena Kynoch
Beverley McSweeney*

Kevin Doyle David Robinson Fiona Woolway Douglas Reay
Bob Eaton* Celestina Rowley Angela Wright Roger Silcock
Jenny Fennell Jane Royles Roger Underhill
Prue Gardiner Cherril Ruston Roger Wood*
Trainee Advisers Trainees

Shazia Akhtar Jane Price Jim Anthony Kate Robinson
Linda Canalella Hilary Wallis Jackie Flatman

Cathy Caunt Keith Ware Rhoda Gan

Hilary Grant Alison Webdale Rodney Hooker

Tish Page Ruth Wood Mavis Monahan

* left during the year




MANAGER’S REPORT

The impact of the recession continues to be felt
by our clients and as a result the offices have
been very busy with clients and volunteers. We
recruited a group of trainee advisers who
started in early 2009 and we were fortunate that
our training manager Lill Glover (who is also a
CitA tutor) was able to run our own certificate
course in Huntingdon in the summer. They
filtered onto the rota during the autumn and are
now just completing their training, so well done
and welcome to Alison, Cathy, Hilary, Jane,
Keith, Ruth, Shazia and Tish. This was the first
time we have trained a large group of volunteers
in this way, and | must thank Lill, assisted by
Pam Downes and Tony Mountjoy, for their hard
work and enthusiasm.

As | report on our activities during the year, |
must also include the considerable preparation
and training that we have been busy with in
preparation for the introduction of Gateway in
May. This is a fundamental change to our
processes and culture which will help us to
manage demand more effectively. Clients will
receive a brief assessment interview, during
which the nature and extent of their enquiry and
the way in which it can best be managed is
ascertained.

To help us cope with the recession we are very
grateful to Huntingdonshire District Council and
Cambridgeshire County Council who awarded
us some additional funding through the
“Weather the Storm” initiative. This allowed us
to employ Paul Valentine as a part-time debt
adviser. He spends a day each at Huntingdon
and St Neots and also provides debt
appointments in Yaxley to support generalist
advice provided by our outreach worker Cathy
McCluskey. In addition we also now have
assistance from Martin Marx from Cambridge
CAB who works with clients who are ‘entitled to
legal aid.

We have been pleased to have improved our
outreach services during the year, now
providing one day of generalist advice and half
a day of specialist debt advice at St lves, and
half a day each of generalist and debt advice at

Ramsey and Yaxley. We are also very grateful
to Tony Mountjoy who continues to provide the
monthly outreach service at HMP Littlehey. In
the second year of our commissioning
agreement with HDC we continue to perform
well against our performance targets, continuing
to almost double the number of advice cases
and provide double the number of volunteer
hours.

The Cambridgeshire ‘AdviceHub’ is a
partnership initiative led by the four Citizens
Advice Bureaux of Cambridgeshire: Cambridge,
Ely, Fenland and Huntingdonshire. It has
received funding from the Big Lottery Fund and
the Investing in Communities fund of EEDA.
Advicehub is a partnership initiative which will
make access to specialist advice services
easier for more people, particularly in remote
rural areas. In September the AdviceHub held a
Breakfast Briefing’ on the impact of the
recession in Cambridgeshire. More than 80
stakeholders, partners and funders attended the
event held in the Old Library at Emmanuel
College Cambridge. There was good media
coverage that included a slot on ‘BBC Look
East’ and an interview on BBC Radio
Cambridgeshire.

Finally | extend my thanks once again to all the
staff and volunteers for their continuing hard
work and enthusiasm, which enables us to
continue to assist our clients and | look forward
to the bureau continuing to provide a much-
needed service. | would also like to thank Terry
Hayward for his time as our chairman and also
as the chairman of the Cambridgeshire Steering
group of CABx managers and chairmen.

Susan Tusting



HUNTINGDONSHIRE CAB TRUSTEES

Hon Treasurer Roger Brittain

Ordinary Members Maxine Bilcock
Charles Looker

Michael Mealing

Dick Tuplin

Chairman Terry Hayward OBE
Vice Chairman Peter Arch
Company Secretary Bridget Hale

External Relations

Human Resources,
Volunteer & Staff Relations

Information & Communications Technology
Treasurer

Service Delivery, Quality & Social Policy
Public Relations

Premises & Health,
Safety & Risk Management

HDC Representative

We were very pleased to have been awarded
‘Weather the Storm’ funding from
Cambridgeshire County Council and
Huntingdonshire District Council. This has
enabled us to employ Paul Valentine from
August as a specialist debt advisor who
provides case-work at Huntingdon, St Neots
and Yaxley. Invaluable assistance to Paul has

been provided by Sheena Kynoch, a volunteer.

In the last year the bureau has assisted 283
debt clients with £6.7 million of debts. The
majority of clients have non-priority debts, but
a number of clients are helped to resolve

priority debts such as rent or mortgage arrears.

40% of clients have been helped to come to
agreements with their creditors. Most are
making token payments where the agreement
may be temporary, but some clients are
making offers that are acceptable to both
parties and have a long-term future.

One-third of clients decide that applying for a
Debt Relief Order (DRO) or going bankrupt is
their best option. Worryingly, the latter group is
growing, reflecting the long-term effect of the
lending policies of financial institutions.

DEBT ADVICE CASE STUDY

Mr & Mrs A approached the bureau with credit
debts of around £20,000 spread across more
than 20 creditors. They had been using a debt
management company, but were paying out
more than they could afford.

We helped them to draw up a financial
statement which helped them to see where
savings could be made on essential
expenditure which helped to stabilise the
situation.

We were then able to reach fresh agreements
with all of the creditors which now leaves them
living within their means and also gradually
reducing the amount they owe. It is hoped that
in time, their circumstances will continue to
improve and the clients can get themselves
completely out of debt.




TRAINING REPORT

In January 2009 we held a very successful
open day. The aim was to provide local people
with information on how the bureau in
Huntingdonshire works and to give information
about a number of different volunteering roles.
Out of the day we recruited 20 volunteers and
they went on to start training to become
advisers and receptionists. Although some
volunteers were unable to complete all the
training we were able to welcome nine onto the
rota as trainee advisers and four as volunteer
receptionists. More recently we have been
able to welcome a further six as trainee
advisers.

Training to be a volunteer at the CAB has
undergone a number of changes in recent
years especially with the introduction of a new
way of assessing clients through the gateway
process. The aim of the bureau is to now
provide all volunteers with the same basic
training and to then decide on roles once they
have got a greater understanding of the work
the CAB undertakes. We have always been
extremely fortunate in Huntingdonshire that the
number of people who volunteer to join us
exceeds the places we have available. This
new way of training will allow us greater
flexibility and will allow us to take on more
volunteers. Very recently we have started to
train for a new role as a gateway assessor.

LAST YEAR THE VALUE
OF OUR VOLUNTEERS WAS

£278,984

All the training is done with self study packs and
with the support of a guidance tutor. Pam and
Tony have provided this support throughout and
have been an inspiration to all who have trained
with them. Special thanks must go to them and
to all the advisers and session supervisors who
helped during a very busy training year.

As well as offering training to new volunteers,
this year also saw the need to provide our
existing very experienced advisers with training
to provide them with a greater understanding on
the gateway assessment process. This has
allowed the gateway assessments to start in
late May. Lill Glover

FOR MORE INFORMATION ABOUT
VOLUNTEERING OPPORTUNITIES
PLEASE CONTACT US OR

VISIT OUR NATIONAL WEBSITE AT.
www.citizensadvice.org.uk

2009 TRAINING GROUP



FINANCIAL REPORT

STATEMENT OF FINANCIAL AFFAIRS
FOR YEAR ENDING 31 MARCH 2010

The end of year figures provide an over optimistic picture of the Bureau's financial position because
of the extra funding received from the County and District Councils during the year. The budget for
the next two years indicates that to continue to provide the same service we shall have to draw
heavily on our reserves.

Unrestricted Restricted Total Funds Total Funds
Funds Funds 2010 2009
£ £ £ £
INCOMING RESOURCES
Incoming resources from
generating funds:
Voluntary income: 183,373 61,973 245,346 182,004
Activities for generating funds: 3,878 3,878 5,623
Investment income 1,808 1,808 1,294
Income resources from charitable 305 325
activities
TOTAL INCOMING RESOURCES 189,384 61,973 251,357 188,921
RESOURCES EXPENDED
Charitable activities -189,325 -25,167 -214,492 -185,946
Governance costs -1,206 -1,206 -1,086
TOTAL RESOURCES EXPENDED -190,531 -25,167 -215,698 -187,032

NET INCOMING RESOURCES
FOR THE YEAR / NET INCOME -1,147 36,806 35,659 1,889
FOR THE YEAR

RECONCILIATION OF FUNDS - -
Total funds brought forward 55,491 250 55,741 53,852

TOTAL FUNDS CARRIED
FORWARD = = =

The statement of financial affairs has been extracted from the trustees’ report and
financial statements of the charity which were approved on 14th June 2010.
A copy of the full report and financial statements can be obtained from the registered office.



STATISTICS 2009-2010

ANALYSIS OF CLIENTS BY WARD

Alconbury & The Stukeleys 86
Brampton 172
Buckden 76
Earith 85
Ellington 45
Elton and Folksworth 2
Fenstanton 55
Godmanchester 197
Gransden and The Offords 107
Huntingdon East 494
Huntingdon North 535
Huntingdon West 347
Kimbolton and Staughton 64
Little Paxton 96
Ramsey 204
Sawtry 95
Somersham 113
St Ives East 207
St Ives South 155
St lves West 75
St Neots Eaton Ford 240
St Neots Eaton Socon 296
St Neots Eynesbury 690
St Neots Priory Park 320
Stilton 24
The Hemingfords 98
Upwood and The Raveleys 113
Warboys and Bury 177
Yaxley and Farcet 141

ANALYSIS OF ISSUES

. Tax
Signpost 14, Trawel
Relationship o 0% ...
Utilities
8%

Other 2%

1% Benefits
Legal 30%
6%
Immigration
1%
Housing

7%

Health//

1%

J

Consumer

Financial 2%

2%

Employment
14%

Education Debt
0% 25%

TOTAL CLIENT CONTACTS
7,821

(7,431 - 2008/9)

TOTAL ISSUES ADVISED ON
12,450

(12,284 - 2008/9)



SOCIAL POLICY ...CAMPAIGNING

FOR CHANGE

In addition to providing advice and information
Citizens Advice campaign locally and nationally
for improvements to services and the law. We
use the evidence we collect from helping our
clients to make a difference for people who may
never come to a CAB by communicating our
evidence for change to policymakers in
government and the wider public and private
sector. A visit to a Citizens Advice Bureau for
one person could lead to a change in policy or
law that will positively affect the lives of many
more.

During the year April 2009 to March 2010
Huntingdonshire Citizens Advice Bureau
submitted a total of 105 Bureau Evidence
Forms. The topics covered are wide ranging.
Some examples are clients with electricity
prepayment meters used to recover amounts
owed at excessive rates, delays in benefit
processing, particularly Child Benefit, debt
management companies and the charges they
levy and, more recently, medicals associated
with Employment and Support Allowance which
are resulting in benefit being withdrawn from
clients whose doctors consider them unfit to
work.

Our evidence has been used this year in a
Citizens Advice report on letting agents and
their charges and in submissions from Citizens
Advice on The Magee Review of Legal Aid and
the DWP Housing Benefit Reforms. We have
also been contacted by CITA on several
occasions to follow up evidence with clients.

The main national social policy campaign this
year is entitled the Fair Welfare Campaign - A
campaign for a just, efficient welfare system in
the UK. We have contributed where possible.
One notable improvement for clients this year
came when the Department of Works and
Pensions arranged that calls to their 0800
numbers to make a claim should be free for
mobile users as well as for landline customers.
As many of our clients only have access to a
mobile phone this is of considerable benefit to
them.

Following sustained campaigning and evidence
submitted on behalf of clients it was also
announced in May that new tougher measures
were to be introduced to improve the
enforcement of Employment Tribunal awards —
another victory for social policy!

The Cambridgeshire Social Policy Group has
continued to meet through the year and several
members attended the National Social Policy
Conference in London.

Huntingdonshire Bureau will continue to submit
social policy evidence and participate in local
and national campaigns as appropriate. We will
seek to maintain awareness throughout the
Bureau............. and engage clients in such
activity where possible.

Debbie Leech
Social Policy Co-ordinator

...EXERCISING A RESPONSIBLE

INFLUENCE ON THE DEVELOPMENT
OF SOCIAL PoLicy




SocCIAL PoLICY STORIES

Client rents a one bedroom flat.

He receives full housing and council tax
benefits. He has now received a letter
informing him that because the Local Housing
Allowance (LHA) has changed, his housing
benefit will be reduced by approx £26/wk.
This was a result of the review of the
Cambridge Broad Rental Market Area which
resulted in a revised LHA for the Huntingdon
area. This is set quite low for average area
rents and was brought in with very little notice.
The client has a 12 month tenancy and there
are still 7 months to go. He is struggling to
make up the shortfall so we advised him to
apply for a discretionary housing payment.

Client was awarded £4,000 from an
Employment Tribunal (ET) for unpaid wages
and pay in lieu of notice. The company has not
paid the ET award, and so the client faces
taking the company to court to enforce his
award. Whilst the company is not technically
insolvent the company has other county court
judgements and so the client is unlikely to get
his money. If the company was in
administration he could claim through the
National Insurance fund.

Client's daughter is in the 6th form at m
Chatteris college. She goes on the bus

which costs £20 per week and so the client
would like her daughter to claim Educational
Maintenance Allowance (EMA) to help with the
costs. Unfortunately she is not entitled to EMA
as the household income was too high during
the previous year. This year her income has
reduced substantially but she is not eligible,
however if there had been an entitlement it
would continue for up to three years regardless
of income.

Client sought assistance with debts. k
The new ‘Debt Relief Order’ (DRO) would

be suitable and an affordable way to resolve
the debt situation.

He has been in employment and has a small
pension pot, but unfortunately there is an
exclusion clause with DROs for people who
have not yet retired and have a pension fund
worth more than £300.

As many people will have some employment
history and some pension fund, this new
procedure (an alternative to bankruptcy) will
not be as useful as it could be.

Client wants to let out his property whilst &
he lives and works abroad for 5 years.

He has £25,000 equity in the property, but his
mortgage lender says he needs a higher sum
before they will sanction this. They would
consider permitting him to let it if he was
required to work abroad by his employer, but

as he is wanting to live and work abroad for
family health reasons they will not give
permission.

Client was released early from prison k
and because of the official cold weather
period he was given accommodation.

Now the weather has improved he is not
eligible to stay in the accommodation. He is
not able to claim benefits until his official
release date in a few weeks’ time and so has
no money and nowhere to stay. There are no
night shelters locally, and he has no means of
travelling to Cambridge, Peterborough or
Bedford.

Client is very vulnerable and in danger of
committing another crime to be arrested to get
into the ‘system’ to get a roof over his head.




How TO CONTACT US

VISIT US:

IN HUNTINGDON AT 6 ALL SAINTS PASSAGE PE29 3LE
MONDAY -THURSDAY 9:30 - 3:30

IN ST NEOTS AT 28 NEW STREET PE19 1AJ
MONDAY - THURSDAY 10:00 - 4:00

IN ST IVES AT THE TOWN HALL PE27 5AL
MONDAYS 9:30 - 3:30 PHONE 07538 547880 FOR APPOINTMENT
DEBT BY APPOINTMENT ON TUESDAY AM

IN RAMSEY AT THE COMMUNITY INFORMATION CENTRE
GREAT WHYTE PE26 1HH
PHONE 01487 815213 FOR APPOINTMENTS
WEDNESDAYS 10:00 - 12:00
DEBT BY APPOINTMENT ON WEDNESDAY PM

IN YAXLEY AT THE COMMUNITY INFORMATION CENTRE
BROADWAY SHOPPING CENTRE PE7 3JJ
WEDNESDAYS 2:00 - 4:00
DEBT BY APPOINTMENT ON WEDNESDAY AM

PHONE US:

ADVICE LINES:
01480 388900
01480 388905

E-MAIL US:
huntingdon@huntscab.org.uk

TO GET ADVICE ON-LINE 24 HOURS A DAY VISIT:
www.adviceguide.org.uk



