Annual Review 2015-16

Chair’s report
Whilst working at the Citizens Advice in Witham over 15 years ago, of all the
memories I had, I distinctly remember two clients in particular, who visited the
Bureau in a state of pure desperation.
•
An elderly lady, who had treated herself to a coffee and cake one Saturday
morning, and who subsequently had her handbag, which contained virtually
all her worldly goods, stolen. Unfortunately this lady was illiterate and in
tears when she visited the Bureau on the Monday morning.
•
Late on a Friday afternoon, a young girl, her child and a few personal
belongings arrived at the Bureau trying to escape from an abusive
relationship.
On both occasions the amount of support and time, well over and above the
norm, given to these clients, who incidentally both had their immediate
problems sorted out, will always be imprinted on my mind.
Where would these people and so many more like them go if the
Citizens Advice was not available to them?
So when I was asked to become Chairman of the Citizens Advice in Braintree,
Witham and Halstead, I not only felt absolutely thrilled and privileged, but
extremely honoured to have been given the opportunity to help these people
who spend so much time helping others.
I think there are very few people that realize that apart from the wonderful
generosity of the local Councils this organisation has to raise a lot of it’s own
funding, which as I am sure you will know, is becoming more and more difficult.

Braintree District 2015/16
3054* clients with 7740 problems
Braintree
1365 clients with 3665 problems
Halstead
639 clients with 1129 problems:
includes 370 district-wide
Benefits Outreach Disability
Service clients
Witham
1264 clients with 2946 problems

Client satisfaction
2016

81%

98%

How easy to How happy
access our were you
service?
with the
service you
received?
Very
easy/easy

Very happy/
happy

99%

Would you
use our
service
again?
Yes

*The sum of clients attending Braintree, Halstead and Witham is larger than the overall total
for the year as clients attending more than one site will be counted twice
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Chief Executive Officer’s report
My first nine months with Citizens
Advice Braintree, Halstead and
Witham has involved a steep learning
curve. Having previously been Chair
of Trustees with another Citizens
Advice I am now seeing activities from
‘the other side of the fence’.
The vital service we provide relies on
core funding and, increasingly, on
delivering targeted projects that meet
specific funding criteria, such as our
Money Advice and Benefits Outreach
(Disability) services.
Gaining funding for projects is
extremely challenging in the current
economic climate. My role is to
generate additional funding and I rely
on operational teams to deliver the
required outcomes, therefore,
building organisational capacity is of
primary importance moving forward.
One of our greatest strengths as a
service is the flexibility to deal with
most issues that come through our
door. There is significant value to
society in ensuring everyone has
access to free and independent
advice, about any issue at any time.

Operation Manager’s report
Citizens Advice is facing a period of
unprecedented change. Clients will
always be at the heart of our service
and we will continue to give them
the high-quality information and
advice they need. But the way that
they want to receive this help is
changing. While some people will
always need face-to-face advice,
others prefer to contact us by
phone or email. A growing number
find that webchat suits their lifestyle
better. On top of this, our ASK
initiative (supporting victims of
gender violence), increased
emphasis on financial capability and
the in-house challenges of the
national Citizens Advice digital
strategy ensure that there will not
be a dull moment for the
foreseeable future.
These challenges are underpinned
by funding constraints that require
us to work smarter, collaborate
more with other organisations and
deliver multi-agency projects on top
of our core services.
Scary? Certainly.
Challenging? Definitely.
Unachievable? I don’t think so.
We will evolve and will adapt
national initiatives to the needs of
our local community to ensure that
we continue to serve our clients
throughout the Braintree District.

Left to right:
Liz Bramhill, Operations Manager
Jennifer Hyde, Chief Executive Officer
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Advice issues
The five main advice ‘hot topics’ for Braintree district clients reflect national
issues and make up 99% of all problems clients present with:

41%

19%

13%

13%

13%

Welfare
benefits / tax
credits

Debt

Employment

Relationships

Housing

Each of the five advice areas cover a
wide range of issues, as shown in
these tables. Clients rarely have just
one problem, usually many are
interconnected and in some cases
very difficult to unravel.
This is why our advisers undergo
the rigorous training that enables
them to help clients in the most
appropriate way.

Main benefit and tax credit
issues
19%
19%
14%

Employment
Personal
Support
Independence
Allowance
Payment

Main debt issues

22%

Council Tax Credit, Store
Arrears
& Charge
Cards

18%
15%

Unsecured
Personal
Loans

14%

Attendance
Allowance

25%
19%
10%

Rent Arrears Water Supply
- HA
& Sewerage

Terms &
Conditions

Pay &
Entitlements

Dispute
resolution

Dismissal

Redundancy

Main relationship issues
42%

22%
14%

Private sector Threatened
rented
Homelessness
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Working &
Child Tax
Credits

13%

Main housing issues
26%

10%

Main employment issues

34%
20%

Housing
Benefit

13%

Housing
Association
Property

26%
11%

10%

Access to &
Actual
Provision of Homelessness
Property

14%

Divorce,
separation,
dissolution

Children

7%

5%

10 Death &
Child
Child
Bereavement maintenance: maintenance:
non- resident resident parent
parent & family
& family

Unique Clients

2015-16: unique clients by bureau location
and outreach
500
450
400
350
300
250
200
150
100
50
0
Braintree
Halstead
Witham
Benefits Outreach

Welfare
Benefits
450
120
395
390
Braintree

Debt
381
52
197
0
Halstead

Each year Citizens Advice helps millions of
people across England and Wales. Our impact
work was recognised as an example of best
practice across the sector at the 2015 Charity
Times Awards, where we were thrilled to win
‘Charity of the Year’.
Our impact report ‘Helping people find a way
forward’ shows the incredible work carried
out across Citizens Advice, and the benefits this
brings both to government and society more
widely. We’re able to demonstrate this because
we have credible evidence of why people need
support from our service, how we help and
what this achieves.

Employ
ment
188
35
189
0
Witham

Housing
197
34
164
0

Realtion
ships
188
38
174
0

Benefits Outreach

Helping people find a way forward
A snapshot of our impact in 2015/15 Citizens
Advice July 2016

“My wife and I would like to thank everyone at the Citizens Advice in helping us
succeed. We had been sold poor quality leather sofas and armchair which had cost
us £4413. The company was making it impossible for us to contact them. On your
advice I sent a letter to Lloyds Bank Credit Card by recorded delivery asking them
for their help under Section 75 of the consumer act. I also got the Furniture
Ombudsman to give us a report on the furniture.
Lloyds Bank got the furniture removed from our premises and informed me they
had got our money back plus the costs of employing the Ombudsman, which was
great news.
This is the third time you have helped me.
I think we are very lucky in this country to have the Citizens Advice Bureau where we
can seek your help”
Client
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Unique Clients
Client, single mother, one
dependent child, working part time.
Client had lived in the same private
rented accommodation for 14 years.
She was in receipt of child benefit,
child tax credit and reduced housing
benefit related to her level of earned
income.
The client had no rent arrears;
however she had twice paid her rent
late to the landlord, a charitable
trust. She had been issued with a
Section 21 notice. We made a
discretionary housing payment
application to Braintree District
Council (BDC), which topped up her
rent to full amount. Her council tax
was written off through the BDC
hardship fund. On the basis that the
discretionary housing payment would
be paid directly to the landlord the
Section 21 notice was withdrawn
The impact of advice on client’s health
As a result of their problem
2 in 3
Felt stressed,
depressed or
anxious

Nearly 1 in 3
Felt their physical
health had got
worse

Following advice
4 in 5
Felt less stressed.
Depressed or
anxious

Nearly 1 in 2
felt their physical
health has
improved

Helping people find a way forward
A snapshot of our impact in 2015/15 Citizens Advice
July 2016

“The adviser showed me
what my options were”
Client
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“Eased a lot of worry
and stress that affected
our house”
Client

Client, aged 54, single, owner
occupier with no mortgage,
not working due to disability.
Her only income was
employment and support
allowance (ESA) of £109.30 per
work. The client had more than
£4600 in council tax arrears. In
the past she had made a claim
for disability living allowance
however it was unsuccessful.
The client was referred to the
Benefits Outreach (Disability)
Team for help to claim personal
independence payment. This
claim was successful and the
client was awarded enhanced
rate of daily living component
and enhanced rate of mobility.
Her total income is now
£310.85 a week: this has
enabled the client to start to
pay her Council Tax arrears
and avoid court action.

Money Advice Service
Our Money Advice Service is
funded by Braintree District Council,
Greenfields Community, Essex
County Council and Witham Town
Council.
Our team consists of both paid staff
and volunteers and includes three
debt relief order (DRO)
intermediaries.
Our money advisers are all qualified
or working towards their
qualifications and comply with
Financial Conduct Authority
regulations.
Our known financial outcomes for
the year amounted to £174,295,
which included debt write-off,
income gain and payments
rescheduled. Unfortunately we do
not receive notification of every
positive outcome.
The difference we make
2 in every 3
clients have their debt problem
solved
9 in10
clients say we improved their lives

“Clients tell me that they feel like a
weight has been lifted from their
shoulders. They can answer their
phone or the front door without the
fear of it being a debt collector.
They wish they had sorted out their
debts earlier.
We often are contacted by friends
and relations of clients who have
had debt advice, asking us to help
them as well.”
Caroline Halfacre,
Senior Money Adviser

Maximising income is often part of
the way we help clients who come
to us about other problems.
It helps reduce financial difficulty,
promote inclusion and benefits
the economy by ensuring people
can get on with their lives.
It can prevent the need for more
critical and costly state
intervention.

The majority of our debt clients -54% have additional issues that require our
support
1 in 3 clients
also have a problem with benefits
of tax credits
Over 1 in 10
also have a problem with their
housing
Over 1 in 10
also have a problem with financial
services or products
Helping people find a way forward
A snapshot of our impact in 2015/15 Citizens
Advice July 2016
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Promoting Citizens Advice in our community

“Nice to get some helpful,
impartial advice”
Client

Lynda Thomas, Caroline Halfacre and Liz
Bramhill with Braintree MP James
Cleverly

Advisors Terry Bard and Steve
Nutall talk about Energy Best Deal
at the Star Cooperative coffee
morning in Braintree

Jane Barton and Liz Bramhill provide
Information at the Braintree District
Council jobs fair
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“It helped to have someone
advise us through different
stages”
Client

Braintree Bureau Opening
Staff, volunteers and trustees
celebrating the formal opening
of our new premises at
Coggeshall Road, by Councillor
Lyn Walters, Chair of Braintree
District Council

“Our new waiting room is more
comfortable and airy for clients and we
now offer disabled parking to those
who need it by prior arrangement.
The interview rooms are smaller, but
being under one roof rather than three
has lots of advantages, especially in
cold, wet weather.
Staff and volunteers had the bonus of
being able to have a clean sweep and
start with a de-cluttered office; for
everything a place and a place for
everything.
We are still very cosy but as we all get
along so that’s fine – and we also have
a clean, well equipped kitchen with
‘’ta da’ - a dishwasher!”
Wendy, Advice Session Supervisor

Staff and volunteers at
Braintree (above) and Witham
(right) with our new branding;
we are no longer ‘bureau’ just
Citizens Advice

8

Volunteering
Volunteer training is an on-going process for both new recruits and ‘old
hands’ in response to constantly changing rules and guidelines across a
range of issues. Volunteers underwent approximately 520 hours of training,
which included regular in-house and external Citizens Advice training.
Volunteers contributed in
excess of 7300 hours to the
bureau across a range of work
roles

Volunteer value is assessed by
using an average of hourly pay
rates supplied by Citizens
Advice.
We estimate the monetary
value of our volunteers to be in
the region of £120,000

Volunteering opportunities
arise throughout the year and
we are often looking for
volunteers to support us with
advice delivery, administration
and on reception

Advisers are given full training
to fulfil this particularly
challenging role
If you would like to know more
please contact:
Liz.bramhill@bhwcab.org.uk
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“You know what they say - if you want
something done, ask a busy person.
Our Trainees are all talented, busy
people, who are unstinting with their
time.
Whatever reasons volunteers have for
joining us, be it to gain more
confidence, to make use of past
experience, to 'put something back' into
the community or to learn something
new, they are all here because they
want to help people, which they do with
generosity of spirit, dedication and
great good humour.
The training is challenging and
demanding, and we never cease to be
impressed and inspired by - and
grateful for - their hard work and
commitment.”
Coral Valla, Training Supervisor

Research and Campaigns
Recruitment

The Research and Campaign
role, formerly called Social
Policy, was vacant for most of
2015-16.
A new volunteer was recruited
towards the end of 2015 and
has undertaken relevant
training.

“It helped to have someone advise
us through different stages”
Client

Through our local and national research and campaigns we aim to
improve the policies and practices that affect people’s lives

Research
A successful application was
made to national Citizens
Advice for funding to research
and run a consumer campaign
to highlight issues in the
Braintree district.
Research for this project
began in March 2016. The final
report and associated
campaign will take place
during April and May 2016.
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Thank you to our funders and supporters
Braintree District Council

Essex Community Foundation

Greenfields Community Housing

Parish Councils:

Black Notley
Bradwell and Pattiswick
Castle Hedingham
Coggeshall
Feering
Great Notley
Rivenhall
Hatfield Peverel
White Notley & Faulkbourne
Wethersfield

And last, but not least,
thank you to those clients,
volunteers and trustees
who have made personal
donations

Essex County Council
Witham Town Council
Circle Housing

Organisations that have helped us to
up-grade our Witham premises:
Essex Community Rehabilitation Company
(Community Payback)
Travis Perkins Witham
Ramsden Mills Witham
George Yard Braintree

Thank you!
For more information about the volunteering opportunities we
have throughout the year, for information assistants,
administration assistants, advisers and a range of other roles,
contact: Liz.bramhill@bhwcab.org.uk
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Our team:
Gill Martin-Adams
Betty Anderton
Brenda Baker
Colin Baldock
Grace Baldock
Emma Bailey
Janet Banks
Terry Bard
Haydn Bates
Lijing Bartlett
Jane Barton
John Bloxsome
Liz Bramhill
Keith Brownlie
Jane Casement
Peter Clarricoats
Tony Court
Rosemary Cowles
Tamasin Curtis
Greg Deery
Karen Duckmanton
Pat Duckmanton
Linda Dunlop
Wendy Fong
Wendy Garrett
Mair Godley
Sheila Gosling
Anne Grenier
Caroline Halfacre
Frances Harper
David Hodgkinson
Teddie Huggan

David Hume
Jennifer Hyde
Maureen Hynes
John Johnson
Davina Maguire
Ilmera Melentye
Lesley Mitchell
John Moorey
Steve Nutall
John Parker
Barbara Richardson
Hilary Robinson
Yvonne Robinson
Peter Scorah
Linda Sealy
Donald Smith
John Staplehurst
Jennie Sutton
Myra Tew
Lynda Thomas
Kelly-Marie Thompson
Lorna Titchener
Stella Todd
Gillian Trerise
Patricia Tyldesley
Heather Wallace
Susan Wilson
Elizabeth Wood
Coral Valla
and those others who
prefer not to be
mentioned by name

And we say farewell
to:
James Dodson
Lawrence Duncan
Cathie Joyce
Ursula May
Prathiba Nair
Steve O’ Keeffe
Vivienne Shingles
Linda Steer
Suzanne Walker

“The contribution
made by our staff,
volunteers and trustees
is highly valued;
without them we could
not provide the
excellent service for our
clients that we do – so
thank you everyone”
Jennifer Hyde,
Chief Executive Officer

`
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Added value
At a time of ever-decreasing core funding we rely on project funding to
ensure we can support some of the most vulnerable in the district.
Funders often want to fund new and innovative activity. Sometimes this
comes at the expense of tried and trusted projects that bring tremendous
benefits, not only to individuals and their families, but also to the economy
of the district by generating additional income for households. It is always

disappointing when the funding for successful project comes to an end,
however we continually seek alternative sources of income to help us
meet clients needs.

“I know that the extra
income that I will receive
will help with the day to day
cost of living. It will make
me able to pay for help with
things I can no longer do.”

One such project has been our Welfare Benefits (Disability) Outreach
Service, which was funded by Braintree District Council and Greenfields
Community Housing via the Essex Community Foundation until the end of
March 2016.
Evidence shows that outcomes include improved physical and emotional
health and wellbeing, and enhanced financial circumstances,
demonstrating the added value Citizens Advice brings to the district.
Known benefit gains i.e. where clients have been supported in claiming
new, additional or repeat benefit entitlements total £630,094. This is
£142,481 more than for the same period last year. However, it should be
noted that the outcome of claims are only notified to the client and we rely
on them to tell us. Follow-up work undertaken by the Bureau to gather
information on outcomes has only been moderately successful, so the true
figure for outcomes is likely to be much higher.
Two part-time salaried posts were funded: the outreach team leader and
an outreach advisor. Without these it would not have been possible to
operate the service as management and provision of such specialist work
requires extensive knowledge, experience and expertise, which could not
be expected of someone in a voluntary capacity. Voluntary workers formed
part of the wider team contributing greatly to project delivery and the
achievement of successful outcomes.
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Opening times
Braintree
17 Coggeshall Road,
Braintree, CM7 9DB
Drop-in:
Monday, Wednesday & Friday
10.00 – 13.00
Halstead
The Ramsey Academy,
Colne Road,
Halstead, CO9 2HR
Drop-in:
Tuesday 10.00 – 13.00
Appointments:
Thursday10.00 – 13.00
Witham
Collingwood Road,
Witham, CM8 2DY
Drop-in:
Monday, Tuesday, Thursday &
Friday
10.00 -13.00
Appointments:
Tuesday and Thursday
13.00 – 16.00

Contact us
0344 4994719

Citizens Advice aims
to provide the advice
people need for the
problems they face
and improve the
policies and
practices that affect
people’s lives

www.bhwcab.org.uk
www.citizensadvice.org.uk
admin.office@bhwcab.org.uk
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Free, confidential advice.
Whoever you are.
We help people overcome their
problems and campaign on big
issues when their voices need to be
heard.
We value diversity, champion
equality and challenge
discrimination and harassment.
We are here for everyone.

Registered office: Collingwood Road,
Witham, CM8 2DY
Company No. 4740710
Charity Registration No. 1099232

