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Welcome from
DavidHarker,
ChiefExecutive
CitizensAdvice
Lastmonth I went to a receptionat
10DowningStreetwherearound
40moneyadvisers fromourbureaux
networkwere thankedby thePrime
Minister for their hardworkhelping
peopleduring the recession.

Theeventwaspart of theGovernment’s
RealHelpNowCampaign recognising
theefforts of frontlineworkers,and the
PrimeMinister took time to talk to
everyone thereabout their experiences.

It is alwaysheartening to receivepraise
frompoliticians,of course,but I am
alwaysparticularly pleasedwhen those
samepoliticianswant to hearabout the
problemswe findandwhat the solutions
mightbe.

CitizensAdvice is inuniqueposition in
that theworkofour front-lineadvisers
helps informour social policy and
campaigningwork. In fact, inmany
ways theyare seamless.

So if youdo wish to praise theworkwe
do with clients inbureaux around the
country–and I hopeyoudo –please
also listen to whatwe’vego to say,as it’s
rooted in the real life experiencesof
thousandsofpeople.
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InourpreBudget submission to the
Chancellor,CitizensAdviceargued that
the focus shouldbeonestablishing clear
targets for takeupofbenefits and tax
credits;offeringmore support to people in
debt,clampingdownon rogue traders
who wouldprofit fromtheeconomic
downturnand improvingaccess to
free,independentandtrustworthy
advice.
Wearepleasedwithmanyof theBudget
measures, inparticular:
• Morehelpwithchildcare–The
Budgetannouncedmeasures to help
families continue to meet childcare costs if
theirworkinghours fall or their lose their
job.Whilst recognitionof theneed for
continuedhelpwith childcareafter the
lossof a job iswelcome,CitizensAdvice
believes that this help should ideally be
provided for six monthsandwehope that
themeasureswill bekeptunder review.
• Increasingworking taxcredit
take-up–Commitments in theBudget
to improve takeupof tax credits and
benefits arewelcome.HMRC has set a
target for increasing take-upofworking
tax credit for entitledhouseholdswithout
dependent childrenby100,000,
equivalent to a target take-up rateof30
per centatbest,whichweconsider to be
too low.
• Extramoney for theSocial Fund–
Wewelcome theextra£270mallocated

but remain concernedandsomewhat
unclear about theGovernment’s long-
term intentions for theSocial Fund.
• Additionalhelp for jobseekers–
Theadditional£1.7bn for Jobcentre Plus
shouldbetter help themface the
extraordinarypressures theyare currently
under.CitizenAdviceBureaux inEngland
andWales sawdaily enquiries about
redundancy increaseby153%between
April 2008and January2009and
enquiries about Jobseeker’sAllowance
increase138%for the sameperiod.
• Extensionof support for
homeowners–TheBudget extended
theSupport forMortgage Interest scheme
(SMI)whichmeans thatqualifying
homeownerswho are facingmortgage
repaymentdifficulties will receiveahigher
level of support for a further six months.
• Removingunfairness in the rules
onpermittedwork–Wearedelighted
with theBudgetprovisions thatmean that
from2010–11,theearnings limit in
HousingBenefit andCouncilTax Benefit
for thoseundertakingpermittedworkon
contributions-basedEmploymentand
SupportAllowance (ESA), Incapacity
Benefit andSevereDisablement
Allowancewill be changed to align them
with those thatapply to people receiving
income-relatedESA.CitizensAdvicehas
consistently highlighted thepreviously
unfair anomaly.
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Nick Hurd MP Member of Parliament for RuislipNorthwood and
Shadow Minister for Charities, Social Enterprise and Volunteering
recently paid a visit to his local CAB officer in Ruislip. Nick heard how
the changes to Legal Services Commission funding may impact on the
bureau. He also heard how the bureau is managing the economic
downturn and about the increase in local authority funding that the
bureau has received as a result. This increase has allowed the bureau
to increase telephone advice provision, provide website call backs and
to recruit more paid advisers. Ruislip CAB operates a ‘Gateway
assessment’ which is a triage system used by the Citizens Advice service
to help more clients, more efficiently.
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4,500 clients, helping them to
access previously unclaimed
benefits and grants and reducing
the overall debt of these clients
by £6.5million.

Early indications are showing
that the profile of enquiries and
number of advice issues that
these clients have is distinct from
the pattern usually seen by
bureaux. It appears that clients
have more, complex problems
and seek advice later. Further
policy analysis is planned.

• A partnership with Macmillan
Cancer Support means that
46 bureaux have funded
positions for a Welfare
Rights Adviser.

• Work with Barclaycard means
that 30,730 lone parents and
frontline workers have
benefited from financial
capability training since the
partnership was renewed
in April 2008.

• Funding from the Bank of
America Foundation has
enabled over 500 community
organisations to meet
regularly at the Financial
Capability Forums. This has
attracted additional backing
from Government
departments and others to
deliver training on energy
saving and money matters
to at least 5,000 service users
and 5,700 frontline workers.

• MoneyActive, a new
partnership with Nationwide
Building Society will see 1,300
CAB volunteers trained to run
financial education sessions,
hoping to reach some
100,000 people over the
next three years.

Money Guidance
A significant new partnership,
which launched formally in April,
sees 12 Citizens Advice Bureaux
in the North East form part of the
Moneymadeclear service. This
new free service will help people
across the region to understand
their finances. Moneymadeclear

is the year-long pilot project
jointly funded by the Financial
Services Authority and HM
Treasury to test the blueprint for
a national ‘money guidance
service’. Trained ‘Money Guides’
in CABs in the North East will
offer face to face guidance to
people on mortgages, insurance,
pensions, savings and
budgeting, amongst other
matters. Independent, impartial
and completely confidential, this
is a new addition to the work of
the CAB service in the region.

Up until now advice on these
issues was all too often tied to
the selling of products or too
expensive for people to afford.
The service aims to give people
the confidence they need so that
they can take the next step in
planning their future. Advice is
also available via a website and
telephone number.

Support for the Armed
Forces
Citizens Advice’s partnership
with The Royal British Legion and
Royal Air Force Benevolent Fund
has been rolled out to more
locations. The partnership,
which sees funded CAB
caseworkers providing benefits
and money advice to serving
personnel, veterans, their
partners and dependents, is now
in place at 31 bureaux (from an
original 18), with further posts
planned. Since October 2007,
caseworkers have seen some
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PressandPublic
AffairsOfficer

� 020 7812 5481

JohnLudlow
HeadofPressand
PublicAffairs

� 020 7833 7092

Working inPartnership

Joinusat the
2009Citizens
AdviceAnnual
Parliamentary
reception
The highlight Parliamentary event
in the Citizens Advice calendar
takes place this year in
Wednesday 10 June. We are
delighted that the Secretary of
State for Business, Enterprise
and Regulatory Reform Lord
Mandelson will be our keynote
speaker at this event, hosted by
Karen Buck MP, Chair of the
Citizens Advice All Party
Parliamentary Group. An open
invitation is extended to all
Parliamentarians to join us on
the House of Commons Terrace
Pavilion from 4–6pm. At the
reception we will also be
presenting the third Citizens
Advice ‘Parliamentarian of the
Year’ award.

Citizens Advice works in partnership with government and
private and third sector organisations to deliver targeted
services to clients and provide opportunities for advisers and
those outside the CAB service to come together.

RegionalMinistervisitsStevenageCAB

Barbara FollettMP for Stevenage
recently visitedStevenageCAB in
her roleasMinister for theEast
Region.Barbarametbureaux staff
andclients (having signeda
confidentiality agreement) and
discussedviewsondebt relief
orders and the recently introduced
mortgage rescue schemes.

Stevenage isoneof thebureaux
thathasbenefited fromrecent
additionalGovernment funding
for a twelvemonthperiod. This
funding, combinedwith the
additional rooms given to the
bureauby the local council has led
toanextension inopeninghours
and the recruitmentofmore staff
andvolunteers.MsFollett noted
that shehad felt thebenefit of this
extra capacity in termsofherown
surgeryand thanked thebureau
staff for all their hardwork.
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Legislation

EqualityBill introduced
toParliament
CitizensAdvicewarmlywelcomes
the introduction toParliamentof
theEqualityBill,which is a landmark
pieceof legislation thatwill improve
workplacesandservices formany
thousandsofpeople.

CitizensAdvice stronglybelieves
thatprotectionagainstmultiple
discrimination shouldhavebeen
included in theBill andwill push for
theBill tobeamended in thiswayas
it progresses throughParliament.

However,we particularlywelcome
thenewsinglepublic sector
equalityduty toeliminate
discriminationandpromote
equalityonall theprotected
characteristics; thoughwewill look
closely at thedetail in theBill to
ensure that thenewdutyworks
effectively inpractice. Inaddition,
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• Theproposals to reformthe
social fund; and

• Theproposals to introduce
financial sanctionson lone
parents.

Wehope thatduring theLords
debates there canbediscussionof
CitizensAdvice suggestion that
EmploymentandSupport
Allowancemaybeamore
appropriatebenefit for lone
parents as itmore fully recognises
thebarriers toemployment that
they face.

Wewill also call for theBill tobe
amended toensure that in future,
where the social fundmaybe
providedbyexternal contractors,
that an independent right to
appeal decisions is available to
social fundapplicants.

Wewill continue to raise concerns
about the ‘work for yourbenefit’
proposals as they could lead to
claimantsworking full-timewhile
inbenefitwhich raises issuesboth
in termsof theNationalMinimum
Wageand their ability to seek
actualworkduring this time.

Finally,wewill press for theBill to
beamendedso that the first
sanction incurredbyaclaimant
who fails tomeet thebenefit’s
conditionalitywill benon-financial
– as recommendedby the
Government’s adviseronwelfare
reform–andwill beaccompanied
byaclear explanationofwhy the
sanctionhasbeen incurred.All too
oftenbureaux report advising
clientswhohavebeensanctioned
repeatedlywithoutanexplanation
ofwhat theyhavedonewrong.

SelectCommittees

CitizensAdvicegiveoral
evidencetoRegulatoryReform
Committee
OnTuesday24thMarch,Citizens
Adviceheadof consumerpolicy,
SueEdwards, gaveoral evidence to
theCommittee’s inquiryon
ThemesandTrends inRegulatory
Reform,alongside representatives
fromtheTradesUnionCongress,
TradingStandards Instituteand
Consumer Focus.

Sueargued that theway the
markethasbeen regulated– light
touch,principles-based–has
allowed firms todecidewhat the
principlemeans, to thedetriment
of consumers. It is easier for
CitizensAdviceadvisers to
representandhelp clientswhen
dealingwith issues that are subject
to rules-based regulation.Risk-
based regulation isnotunwelcome
but in thepast this hasbeen
assumed tobeaboutdealingwith
businesseson themargins –home
credit, rogue traders –andhasnot
lookedat theenormousconsumer
detriment fromsomemainstream
high street firms’ sellingpractices,
products, and soon.

CitizensAdvicewould like to see
regulators, business and
consumers learn fromthecurrent
crisis and stepaway fromvery light
touch regulator regimes. Themost
important thing for regulators to
do is to considerwhat themarket is
doing toconsumers – something
whichhasnotbeendonebyall
regulators.

AllPartyGroups

APPGDebtandPersonal
Finance–Meetingonpublic
perceptionsof theeconomy
OnTuesday10thMarch, the
Groupheldabreakfastdiscussion
eventon theeconomyand the
public’s perceptionsof the recent
bankingcrisis and the recession.
PeterKellner, presidentofpolling
companyYouGov,DrVinceCable,
the LiberalDemocrat Shadow
Chancellor, andEdMayo, chief
executiveofnewconsumer
watchdogConsumer Focus,
addressed themeetingand took
questions froma rangeofaffiliate
membersof theGroupandsenior
Parliamentarians.

PeterKellner told theaudience that
YouGov’s trackerof consumer
confidencehas indicateda
different story to thatportrayedby
themedia, adding that consumer
confidencecollapsedbetween
FebruaryandMay2008buthad
pickedup in recentmonths, albeit
not toprevious levels.

VinceCable called forgeneric
financial advice tobemademore
widely available, forhome
repossessions tobeavoided, for
thebanking sector tobemade to
work in thedirect interestof the
public, and for theGovernment to
considerparachutedrops toput
moneydirectly intopeople’shands.
EdMayocalled forbetter safety
nets forpeopleduring the
recession.

weare verypleased that adutyon
strategicpublicbodies (suchas local
authorities andPCTs) to reduce
socio-economic disadvantagehas
been included in theBill, butwe
believe thismust alsoapply to
regulators for it tobe truly effective.

CitizensAdvice is alsopleased that
theBill containsprovisions to
outlaw indirectdisability
discriminationand introduces the
newconceptofdiscrimination
arising fromdisability.Weargued
that theseprovisionswere
necessary followinga recent legal
ruling (LondonBoroughof
LewishamvMalcolm).Wealso
argued forharassment in the
provisionofgoods, facilities and
serviceson thegrounds ofageand
disability tobeoutlawedand
welcome theBill’s inclusionof these
provisions.However,webelieve the
Bill shouldalsooutlawharassment

in these circumstanceson the
grounds of sexual orientation
and religionandbelief.

In addition, althoughweare
disappointed that representative
actionsarenot included in theBill,
wearepleased thatwork in this
area isbeing taken forward
separatelyby theMinistryof Justice
andwe intend tocontribute.

Overall,whilst there still some
improvements to this Bill that
CitizensAdvicewill beworking
achieve, the importanceof this
proposed legislationcannotbe
underestimated.CitizensAdvice
Bureauxhave seena17%increase
inemploymentdiscrimination
enquiries in thepast year. The
EqualityBillwillmake it easier
to challenge thediscriminatory
practices that causehardshipand
distress to somany individuals.

Unfair practices alsomake it difficult
for legitimatebusinesses to
compete. In timesof recession,
equality ismore important than
ever. It is essential that there is a
level playing fieldand thatwedraw
oneveryone’s talents.

WelfareReformBillmoves to
theHouseofLords
As thisBill continues its legislative
passage,CitizensAdvice is focusing
ourbriefingofpeerson four
keyareas:

• Theproposals tomakebenefit
claimants ‘work for their benefit’;

• Theproposals toabolish Income
Support andmove loneparents
onto Jobseeker’sAllowance;

CABadvisersattendsummit
hostedbyPrimeMinister

InMarch,debtandmoneyadvisers
fromacross the countrywere the
participants ina special summit
organisedby thePrimeMinister’s
officeatChurchHouse in
Westminster.Over twentyCAB
advisers wereable todiscuss their
experiences of advisingclients and
putquestions to thePrimeMinister
and twoTreasuryministersover
the courseof anhour.

Thecommonthemewas theneed
to findmorewaysofhelping
people tocopewith their financial
problems in thepresenteconomic
climate, thoughmany issues
wereexplored.

SumanAntcliffe fromEast
Staffordshire CAB, for example,
raised the issueof theCommon
Financial Statement,whichallows
people withmultipledebtproblems
to repaywhat theyowe to lenders

inanaffordable,managedway.
While the scheme is in theory
acceptedbyall lenders, someseem
towant to ‘go it alone’ anddemand
higherpayments, therebyputting
unnecessary additional stresson
clients.HowardSpringett, an
adviser from KingstonCAB, later
raised the specific issueof the
problems facedbyborrowerswith
mortgagesprovidedby sub-prime
lenders, leading thePrimeMinister
tomakecopiousnotes.

After the formal sessionwith the
PrimeMinister andTreasury
ministerswasover,CitizensAdvice
used the remaining time to run
workshops for themanyadvisers
present toallowfurtherdiscussion
onwhatmorecouldbedone to
help clients at this difficult time.

Theadviserswereable todiscuss a
varietyof issues, fromthe rising

demand fordebtadvice to
particularproblems suchas
negativeequity, bankruptcyorders
anddebt collectionprocedures.

Turning towhatmore couldbe
done tohelp consumers, they came
upwith four specific reforms,
reiterating the issueswhichhad
been raised in theearlierdiscussion
withministers:
• Ensureall lenderspasson interest
rate cuts tounsecuredcredit
products like credit cards,
unsecuredpersonal loansand to so
called sub-primemortgageswere
interest rates remain veryhighand
often result in repaymentproblems;
• Tacklehighandunfair default
andarrears chargesmadeby sub-
primemortgage lenders;
•Devisea simply, cheapand
effective stakeholder typePayment
Protection Insurancepolicy that
trulyprotectspeople fromchanges
in their circumstances–not just
profit for lenders; and
• Change the lawregarding
chargingorders andorders for sale
–bring in safeguards to stops
lenders securing small consumer
credit debts topeople’shomesand
bring ingreaterprotection from
orders for sale andstop just relying
on judgesdiscretion.

There isplentyof food for thought
here, and it canonlybehoped that
theGovernmentactsquicklyon
these suggestions.

356642_AW_09:CAB_newsletter_issue_05_v2  12/5/09  17:44  Page 4




