
ANNUAL REVIEW  2014 - 2015

Welcome to the Annual Review of Citizens Advice Services 
Corby & Kettering for 2014 – 2015. 

The work of any Citizens Advice Bureau is always 
challenging whether it is funding or delivering the service. 
We are often so busy, we rarely take time to reflect on our 
successes. We (nationally) celebrated our 75th Anniversary 
in September. Many things have changed over the years – 
we no longer give advice from adapted horse boxes! – but 
the need for our services continues to grow and we 
continue to support our community   

This would not be possible without the commitment of both 
our volunteer advisers and paid staff. 

Thank you to everyone who has made it possible for us to 
continue to be here for our community. 

We said goodbye to one of our Trustees, James Davies, who 
is now enjoying retirement and welcomed John Donnelly to 
the Trustee Board. 

Trish Dewar, Chair of Trustee Board 

CORBY ENQUIRY AREA, April 2014 - March 2015 
Estimated Income Generated for our Clients:  £1,672,444 

Total Number of enquiries:  17,486 

KETTERING ENQUIRY AREA, April 2014 - March 2015 
Estimated Income Generated for our Clients:  £1,867,703 

Total Number of enquiries: 18,323 

Corby Area Profile April 2014 - March 2015   Kettering Area Profile April 2014 - March 2015 

Ward % Ward % Ward % Ward % 

Beanfield   5.7 Oakley Vale 13.9 All Saints 18.8 Pipers Hill   9.6 

Central   4.9 Rowlett   6.6 Avondale Grange   4.8 Queen Eleanor & Buccleuch 1.2 

Danesholme   5.3 Rural West   0.4 Barton   3.6 Rothwell   4.4 

East 11.6 Shire Lodge   8.6 Brambleside   6.4 Slade   3.6 

Exeter   5.0 Stanion & Corby Village   2.9 Burton Latimer   4.4 St Michael's & Wicksteed 11.6 

Great Oakley   1.7 Tower Hill   8.2 Desborough Loatland   5.2 St Peter's   5.6 

Kingswood 18.2 Weldon and Gretton   2.3 Desborough St Giles   2.0 Welland   0.8 

Lodge Park   4.6 Ise Lodge   6.8 William Knibb   8.8 

Northfield   2.4 

Funded by:     ● CBC ● KBC ● Corby Children’s Centres ● Kettering Children’s Centres ● CLS ● Santander  

● Big Lottery Fund ● Awards For All ● Citizens Advice ●

Working in Partnership 

Corby Borough Council Benefits, Housing, 
Recovery 

Community Law Service (CLS) 
Northampton and County 

Financial Inclusion, Benefits, 
Housing & Debt 

CBC Housing Options Team Preventing 
Homelessness 

AgeUK Big Lottery Funded 
– Charity Shop/Outreach

Kettering Borough Council Housing, Recovery Corby Voluntary & Community Services 

Corby Children’s Centres Advice for families Kettering Voluntary Network 

Kettering Children’s Centres Advice for families Northants Citizens Advice Bureaux Telephone Advice 
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CASE STUDIES THE SERVICE AIMS: 

Mr A was diagnosed with multiple sclerosis more than 20 years 
ago. Nonetheless, he carried on working for as long as he was able, 
but as his disease progressed he became less mobile and 
exhausted by minimal activity. Eventually, he was unable to work, 
and he claimed Employment and Support Allowance.  

On assessment, Mr A was held to be capable of work and his 
benefit was stopped. He sought help from the bureau, and was 
assisted to appeal the decision to an independent tribunal. He felt 
that, with advice, he could attend an appeal hearing without a 
representative. We explained to him the criteria that were used to 
decide capacity for work, tribunal procedure and the sort of 
evidence which would assist him with his appeal. He was also 
provided with details of some online resources of guidance.  

With the information supplied, Mr A attended his appeal hearing, 
before a judge and a doctor, alone. The tribunal decided that he 
should be placed in the support group for ESA, with no conditions 
placed on his benefit entitlement. He will receive payment of 
£109.30 per week.  

_________________ 

Mr & Mrs B came to the bureau looking for a benefit check. 

They had an outstanding mortgage on their property that they 
were struggling to pay; Mrs B was retired and living on her State 
Retirement Pension and Mr B had to give up work due to ill-health 
and was claiming Employment & Support Allowance (ESA). 

Mr B had failed a Work Capability Assessment for ESA and was 
fearful of having to look for work - something he felt incapable of 
doing due to his deteriorating health. 

We carried out a benefit check and established that the couple 
could claim Pension Credit, removing the stress of having to prove 
Mr B's incapacity for work. We were also able to assist Mr B to 
apply for Personal Independence Payment successfully, to assist 
him with his daily living and mobility needs. 

Finally, we assisted Mr B to claim his private pensions, which he 
was able to use to pay off his outstanding mortgage and drastically 
reduce the household monthly outgoings. 

Mr & Mrs B are now enjoying their retirement. Mr B's health is 
benefiting from the reduced stress with his finances and Mrs B is 
more able to concentrate on providing care to her husband. 

Citizens Advice Services Corby and Kettering provides free, 
independent, confidential and impartial advice to everyone 
on their rights and responsibilities. As an organisation we 
value diversity, promote equality and challenge 
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

VOLUNTEER TESTIMONIAL 

Having undergone major surgery, I was feeling the impact 
both physically and emotionally. With my self-confidence 
completely eroded and having had to resign from a 
demanding and difficult work scenario, I felt so lost.  

I spoke to someone at the Kettering CAB and we talked about 
the benefits of becoming a volunteer with the service. From 
that moment I felt completely boosted. I began volunteering 
two days a week and from the first moment on my first day I 
was welcomed and felt useful and appreciated.  

I thank you all for the experience, the team moral, humour and 
complete compassion you share. I just felt embraced when I 
had felt so rejected before. This experience not only helped 
regain my confidence but enabled me to find my feet again, at 
my own pace with people who care about people.  

From my time spent with Kettering CAB I felt able to apply for 
jobs, attend interviews with confidence and believe in myself 
with hope for the future. I secured a fantastic contract with a 
company in Northampton and I know without any doubt, that 
without the support, encouragement and belief in me that the 
team bestowed, I would not have secured this role.  

Thank you all for the service you provide not just to the public, 
but to everyone who engages with you. I cannot thank you 
enough.  

Jennie Middleton 
CHILDREN’S CENTRE OUTREACH 2014 - 2015 

Delivering outreach sessions across Corby & Kettering 
Children’s Centres and in Kettering Libraries allows those 
members of the community who might not be able to 
access the service, make contact with their local bureau in 
comfortable surroundings that are familiar to them.  

The outreach service is aimed at providing an assessment 
appointment, whereby the adviser has a short period of 
time to build a rapport with the client and establish as 
much information as possible in order to assist the client 
further and identify any emergencies.  

Outreach workers tend to deal with issues such as debt, 
benefits, relationships, housing, employment and many 
more in both the Children’s Centres and the Libraries.  

The outreach sessions are well attended and would be 
sorely missed should the funding ever come to an end. 

Clare Wills, Adviser 

DEBT ADVICE 2014-2015 

Kettering: £4,610,465   Corby: £4,782,562 

 Debt cases continued to increase in 2014 - 2015. 

We have seen more and more people who are unable to pay 
their debts due to sanctions on benefits and the time taken 
for benefits to be paid.  

There has also been an increase in clients requesting Debt 
Relief Orders and we expect the number to grow after 
October of this year when the total allowance for Debt Relief 
Orders changes from £15,000 to £20,000.  

Debt still continues to be a huge issue for clients attending 
the Bureau. 

Mags McLeod, Debt Advice Worker 
(debt figures are inclusive of work carried out in partnership with 
CLS Northampton & County) 



FINANCIAL CAPABILITY 2014-2015 RESEARCH & CAMPAIGNS 2014 - 2015 

Financial Capability continues to provide an important outlet 
for the bureau resulting in another successful year.  

Although Children’s Centres went through a long period of 
transition and uncertainty, several sessions were conducted 
with groups of vulnerable parents to help ready themselves 
for the impending Welfare Reform changes and assist them to 
be in control of their own finances. A number of financial 
capability sessions were also delivered to older groups within 
sheltered housing accommodation in the Kettering borough.  

Training continued to be provided to KBC staff who regularly 
have face to face meetings with clients in order to give them 
an insight into the many credit and debt problems which their 
clients face on a daily basis.  

In addition to this, we have continued our involvement with 
another successful Energy Best Deal campaign – not only 
delivering sessions to vulnerable groups and frontline 
workers, but also acting as lead organisation for the whole of 
the East Midlands.  

Citizens Advice Services Corby & Kettering also continued to 
chair the East Midlands Financial Capability Forums, bringing 
together practitioners from across 5 counties to share ideas 
and listen to relevant guest speakers.  

Gary Elmore  
Financial Capability Worker 

Name Change – Citizens Advice changed the name for 
Social Policy to Research and Campaigns as they felt the 
new name better described the role and ethos of the job. 

Northamptonshire Forum - These meetings are scheduled 
to take place quarterly.   

Local Issues 

JSA/ESA - People not getting through on the phone to 
JobCentres and sanctions for not presenting enough 
evidence of Job Searching 

GP Surgeries - Overcharging for medical records and 
letters needed for evidence 

Benefit Changes - Universal Credit taking too long to 
process, other benefits are stopped so people are left 
without income. 

Bedroom Tax - People most affected are the poorest and 
disabled as they do not have the finances to pay or are 
physically unable to move. Those who get into arrears due 
to Bedroom Tax are then unable to downsize.  This also 
affects Keyways banding allocations. 

Private renting - ‘Revenge evictions’: Landlords who have 
been asked to maintain properties evict clients. Clients 
unable to change utility providers, Landlords not using 
deposit schemes. 

Bailiffs - Complaints are starting to creep up again. 

National Issues 

Debt and Mental Health - How debt is affecting the 
mental health of clients i.e. depression, anxiety and 
worry. 

Financial Abuse - Controlling or interfering with clients’ 
benefits, controlling access to income, banking and 
savings. Interfering with employment or education and 
getting clients to take out credit that they can’t afford. 

Debt Relief Orders and creditors - Energy Companies 
continuing to fuel arrears through meters for a long time 
after DRO. Banks close accounts for people with DRO, 
even if they don’t have a debt with the bank. 

Lynn Wilson, R & C Co-ordinator 

 CLIENT SATISFACTION SURVEY 2015 

Our survey forms were returned from clients who accessed 
our service across both Corby & Kettering (including outreach 
venues and Children’s Centres.) 

1. How easy did you find it to access our service?
98% found it easy or very easy, 2% found it hard or very hard

2. How happy are you about the times we’re open
98% were happy or very happy, 2% were unhappy

3. How happy are you about how long you have had
to wait in total?
100% were happy or very happy

4. How happy are you about the time you had to discuss your
problem
100% were happy or very happy

5. How happy are you with the information and advice you have
received?
100% were happy or very happy

6. Overall, how happy are you with the service that you have
received?
100% were happy or very happy

7. Would you use the CAB service again?
100% of replies answered yes

8. Would you recommend using the CAB service to others?
100% of replies answered yes

Cllr Russell Roberts, 
Leader of Kettering Borough Council 

The CAB continues to be a very important part of our 
Local Strategic Partnership Team. I congratulate them on 
another good year and look forward to working closely 
with them in the future 

David Cook, 
CEO, Kettering Borough Council 

It continues to be a privilege to work alongside the CAB. 
They are great house guests and great colleagues, and 
perhaps most importantly they provide a great service to 
the people in our community that need their help 



VOLUNTEER RECRUITMENT 

There has been an increase in the amount of 
volunteers we have trained this year; and we have 
been lucky enough to find some extremely capable 
and committed people to join our growing team. 

We have a diverse range of volunt eers, in age, ethnicity 
and experience and we find that this serves to make our 
organisation stronger, as our volunteers are able to share 
their own knowledge and experiences with each other. 

We have, this year, recruited and trained in excess of 
20 new volunteers and these are working alongside our 
already experienced team of volunteers. We would like 
to thank each and every one of you for all of your time 
and hard work that you give to our organisation and 
hope that you all continue to support us. 

Karen Hayes 
Business Development & Recruitment 

We would like to give sincere thanks to everyone who gives their time at our Corby and Kettering Offices and continue 
to provide a first class service to the residents of Corby and Kettering Boroughs and surrounding villages 

Volunteers: 
Amanda, Anca, Belen, Biro, Brigid, Bruce, Chris, Dee, Dorota, Graham, Helen, Hildah, Jane, Jean, Jennie, Jenny, John, Judy, 

Katie, Kay, Lauren, Lenka, Linda, Linzi, Lynn, Maggie, Mike, Paul, Pauline, Rebecca, Ruth, Sally, Sam, Suki, Terry, Tom 

Paid Staff: 
Charlotte, Clare, Debbie, Fiona, Gary, Hannah, Hilary, Jade, Jo, Karen, Katrina, Keeley, Lorraine, Mags, Michelle, Pete, 

Rachael, Tracey, Vinnie  

Trustees:  Paul Clarke, Trish Dewar, John Donnelly, Val Earle, Joy Lyman, Eleanor Patrick, 
Chris Stanbra, Christopher Woolmer, James  Wright 

Client Testimonies  
My adviser was very kind as at first I was extremely 
nervous.  He soon put me at my ease and assured me 
that everything would be fine.  He worked hard to make 
sure that I received the help I required.  Thank you so 
much – Mrs W, Corby 

The adviser I saw was very helpful and supportive. She 
listened to me and put me at my ease. She helped me 
with my paperwork then came with me to the Tribunal for 
my DLA claim and spoke up for me.  She even gave me a 
follow-up call to check that everything was going OK. 
I would recommend the CAB to anyone. – Miss L, Kettering 

Norman Stronach, 
CEO Corby Borough Council 
Partnership working with the Citizens Advice Bureau 
remains important in providing the best services we can 
for the people of Corby. An important element of our 
joint working is the council’s continued support for the 
CAB’s Debt and Advice Worker, who in the last 4 years 
has helped around 1200 Corby residents. A great effort. 

Cllr Tom Beattie, 
Leader of Corby Borough Council  
The CAB is a valuable resource in the town, helping our 
residents through difficult times.  Corby Borough Council is 
proud to support and work in partnership with the bureau.  
The CAB are based in the Corby Cube, which allows us to have 
a stronger working relationship with the organisation and 
makes it even easier for our residents to access the range of 
services that they may need in one central location. 

CORBY OPENING TIMES:  Monday to Friday 9:00am – 2:00pm 

Drop in sessions at Citizens Advice Services and AgeUK Charity Shop, Corporation Street Corby NN17 1NG: 
Monday, Tuesday, Wednesday & Friday 10:00am – 1:00pm and every 2nd Saturday 10:00am – 1:00pm 

●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ● 

KETTERING OPENING TIMES: Monday to Friday 9:00am – 2:00pm 

Appointments available for sessions held at libraries in Kettering Borough 

Appointments available at Rothwell AgeUK Charity Shop on Tuesday 1:00pm – 3:00pm 

●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ●  ● 

Pre-arranged appointments available at other locations 
including Children’s Centres and outside office Opening Hours.  

Please telephone the relevant office for more information or to make an appointment 

CLS Northampton & County: Varied appointment times 

The Corby Cube ● Parkland  Gateway ● George Street ● Corby ● Northants ● NN17 1QG 
Telephone 01536 265501 ● Fax 01536 400449 ● email: volunteerdevelopment@casck.co.uk 

Municipal Offices ● Bowling Green Road ● KETTERING ● Northamptonshire ● NN15 7QX 
Telephone: 01536 482281 ● Fax: 01536 312313 ● Email: volunteerdevelopment@casck.co.uk 
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