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Welcome to our ’new look’ Annual Report.

2014/15 has again been an extremely busy year for 
staff and volunteers at Citizens Advice Denbighshire.

The cuts in public spending and a raft of reforms are 
still being felt by many families within our community. 
Problems with debts, money management, 
employment, pensions and housing. Getting the right 
support to which clients are entitled, remains high on 
our agenda.

The diversity of our service is one of our greater 
strengths. Over the last year, the unrelenting focus 
of the Board of Trustees and the Chief Executive has 
been to bring our service together in a more cohesive 
manner. This included working in partnership with 
a variety of different organisations to develop better 
ways of helping our clients. We have achieved a real 
change in this respect. We will continue to build on 
this success over the coming months and years. 

It is with great sadness that I report on the passing of 
one of our Trustees, namely Gwyn Dryhurst Dodd. 
Gwyn was a member of numerous committees and 
organisations within our community. All will feel his 
passing.

As I step down as Chairman of the Board of Trustees, 
I would like to thank our stakeholders and project 
funders for their continuous support. I also thank 
the Trustees, staff and volunteers for their loyal 
support, dedication and hard work during my time as 
Chairman over the past three years. 

Given the management structure that is now in place 
and under the guidance of the Board of Trustees 
and the experienced Chief Executive Officer, I am 
confident that the Bureau will develop from strength 
to strength, serving those most in need within our 
Community.

Brian Thomas  Trustee Board Chair

Chair’s Report
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I was asked to give the closing speech at our inaugural 
Citizens Advice Denbighshire Conference in February 
this year; the theme given to me was “The Future of 
Citizens Advice Denbighshire”. As I said then, in order 
to look to the future we needed to look to the past.

The preparation for the Membership Audit started 
last year, with a review of all our policies, systems and 
procedures to ensure not only that we would pass 
the audit but also that we were compliant and robust.  
We passed the audit with flying colours and we were 
awarded the Advice Quality Standard  with Specialist 
Casework Certificate, a great achievement and a real 
tribute to everyone who contributed.   

In March we launched the Big Lottery funded Money 
Advice Service, enabling us to provide a money advice 
service in the evenings and Saturdays in Rhyl and 
Denbigh.

In May Denbighshire County Council congratulated 
our Money Advice Team on their Institute of Money 
Advice ‘Debt Team of the Year’ award.

We’ve strengthened and developed our external 
network and raised our profile with both voluntary 
and statutory organisations.  

We have made the most of every opportunity to bid 
for funding, putting in well written and presented 
applications, with over half of the applications being 
successful.

These successful bids have allowed us to develop 
our services, reaching further into our communities, 
entering into new partnerships, creating job 
opportunities and enabling us to develop and fulfill 
the objectives set in our Business Development Plan.

So what of the future? In the not for profit sector 
there is only one certainty and that is uncertainty but 
we do what we have always done, anticipate change, 
prepare for change, accept and adapt to change to 
make sure that our organisation is fit for purpose, 
contemporary and resilient. What we have achieved in 
2014/15 has positioned us well for the future, we need 
to maintain and strengthen the organisation in the 
following years, to enable us to continue to do what 
we do so well, help and support our communities.

I would like to thank the Trustee Board, all volunteers 
and staff for their invaluable support this year.

lesley powell  Chief Executive

Chief executive’s Report

Information Assurance: 
Citizens Advice Denbighshire is committed to the 
management of information risk and a summary 
of key points and controls is available upon request 
from the CEO.
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Ruthin 
Following on from our 50th celebrations of the Ruthin 
bureau I was interviewed by Councillor Bobby Feeley  
for a local magazine on the future of Citizens Advice 
Ruthin.

Here are a few quotes from her article – 
Fit for the Future 

‘Of course the service is changing rapidly, technology has 
transformed the way advice is delivered, but don’t forget 
lots of people do not even use a computer, so yes we 
embrace any new technology, but we do not lose sight of 
those who are not connected. Some of the work involves 
assisting people to complete forms or find personal 
information online. ‘  

‘Here in Ruthin we are fully equipped and excited about 
future developments, fit and ready to meet the challenges 
of the 21st century, but will never forget that important 
personal touch. ‘ 

Judith Bennett  Ruthin Manager  

Denbigh 
Within the organisation there is an ever recurring 
theme of change. This year is no exception and the 
volunteers have dealt with an increasing number of 
welfare reform issues as the cuts and sanctions have 
begun to adversely affect claimants. 

The  commitment of the volunteers is demonstrated 
in their willingness to attend training sessions so 
they are able to give clients a first class service when 
Universal Credit was introduced in July 2015.

We were also early adopters of the Quality 
Management Pilot and entered into the auditing 
process in January 2015 and again the hard work of 
the volunteers has highlighted the excellent advice 
and assistance that they provide.

I consider it a privilege to work alongside such hard 
working dedicated volunteers.

Winnie lawson  Denbigh Manager  

Citizens Advice fulfils my desire to help 
people with all sorts of issues and I enjoy 
the camaraderie too and the Toblerone 
cheesecake is exceptional too!
Neil

every day brings a new challenge and it’s 
a great feeling to know that I have helped 
someone.
Izzy

On those days when I think there might 
be something I would rather do, I remind 
myself that we are just about the last 
bastion defending the disadvantaged so I 
rock up.
Paul

It’s a great feeling to know I have helped 
someone in a small way.
Lucianna

It’s always a challenge but a great feeling 
when you go home and know that you have 
helped someone with their problem. I love 
working with everyone here too.
Charlene

Local Offices

Dee Valley extended 
Advice Service
Llangollen and Corwen has continued to provide 
an invaluable service to residents of the Dee Valley. 
Empowering community members to manage the 
problems they encounter, access vital benefits and 
seek equitable solutions. The service is holistic in its 
approach and offers face to face support in a rural 
area, otherwise lacking in sufficient confidential, free, 
impartial advice and assistance.



I am the latest recruit appointed to the Denbighshire 
Management Team in March 2015 taking over as 
Manager at Rhyl.

I can honestly say that it has been an extremely 
rewarding period so far and I am truly blown away by 
the enthusiasm, commitment and professionalism 
of all the staff and volunteers; any large corporation 
should come along and learn what is truly meant 
by ‘team work’, going the extra mile and excellent 
customer service.

Staff and volunteers work tirelessly to empower and 
assist clients to improve their lives.

The range of services that is delivered on a daily basis 
is incredible and I am extremely proud to be part of 
the team.

It is cliché I know, to say that no two days are the 
same but it is true.

In my short time here, I have become extremely 
well aware of the importance of creating a strong 
networking system with other local service providers 
in the area and we work actively with a number of 
local Foodbank services, the Women’s Centre, Credit 
Union, Women’s Aid and Men’s Shed to name but a 
few.

It is heartening to see that the numbers of people 
assisted have experienced very positive outcomes 
and it is anticipated that we will see a continued rise in 
referrals as a result of Welfare Reform.

I think it is fair to say that most people’s perception 
is that Foodbanks, the Women’s Centre and other 
service provider’s deal with people on benefits 
who are facing difficulties associated with Welfare 
Reform, however we have referred clients who are in 
employment but still fighting the effects of zero hour 
contracts, part-time working, seasonal employment 
and low wages. 

Many of these families are struggling to maintain their 
employment due to the rising costs of travel, utilities 
and general household expenditure.

Welfare Reform has and will continue to cause 
difficulties for many of our clients, and we will 
continue to work tirelessly at the office to help 
empower clients to alleviate these problems. 

Following the 2015 election, we have a newly elected 
M.P. James Davies; James has conducted a number 
of surgeries at this office and has been very helpful 
in bringing clients’ issues to the fore helping to 
resolve problems they are experiencing. Following 

his appointment and as part of our research and 
campaign work, we will continue to refer clients’ 
problems to James or signpost clients to him directly.

Volunteers at Rhyl are exceptional individuals who 
give considerable amounts of their own time to 
the community for no financial reward and I am 
particularly impressed by the number of young 
volunteers we have at this office (our youngest is 
only 17 years old) all of whom are keen to make a 
difference in some small way to bettering peoples’ 
lives.

They continue to work hard to absorb and make 
sense of the changes to Welfare Reform, assisting 
clients to navigate their way through the many on-line 
portals now used for claiming benefits and numerous 
services; I feel privileged to work alongside staff and 
volunteers and experience first-hand, the difference 
they make to peoples’ lives.

looking Forward to the Future
We are all extremely excited at the office here to 
seeing the building being transformed as a result of 
a £438,000 grant, it will mean that we will double our 
capacity to be able to help the community. It is an 
extremely exciting time and we are looking forward to 
the challenge immensely.

Sue parry  Rhyl Manager

Rhyl and prestatyn
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I like to help members of our community,       
I am  impressed at how we are able to help 
people deal with their problems. I feel part 
of the community and helping to shape it to 
be a better place.
Mariola

It’s a great place to be, working with people 
with the same caring ethos – It gives me a 
huge satisfaction to be part of a proactive 
problem solving team, working  hard to 
better the lives of  anyone and everyone 
who comes through our door.
Laura



We have also worked closely this year with the 
Department of Work and Pensions providing 
training and experience in the work place for 
people looking to improve their employability skills. 
We are proud to say that each of those referred are 
doing exceptionally well and are still with us even 
though the project has ended.

5

Training Team
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The clans were gathering for Citizens Advice 
Denbighshire’s first ever conference held at Denbigh 
Town Hall on the 24th February - well there was a free 
lunch on offer... as well as two top notch speakers and 
four good training sessions in the afternoon.
Our speakers were Sue Jones from North Wales 
Regional Equality Network and Caryl-Mai Hughes from 
the Welsh Assembly, who both gave very interesting 
talks on what they did and how we could use them 
through referral.
In the afternoon we had our own Managers and 
Caseworkers delivering sessions on: - 

• Gateway Masterclass

•  JSA Sanctions and Mandatory    
 Reconsiderations

•  Working with the CIA

•  Benefits for those Subject to Immigration  
 Control / Right to Reside and Habitual    
 Residence
In total we had 65 staff, volunteers and Trustee 
Board members attend what proved to be a very 
memorable day.

Conference Day 
in Denbigh

I get a great deal of satisfaction helping 
people. It has given me a wealth of 
opportunity to learn valuable skills. The 
knowledge I have acquired has given me a 
huge amount of confidence in all sorts of 
areas.
Daniel

We continue to recruit volunteers for training and 
are happy to say we rarely have any difficulties 
finding good candidates and are currently in the 
process of training 23 volunteers as advisers and 
gateway assessors.

As well as everything else we have also given 
training on the new Housing Laws, Universal Credit 
and Gender Violence and Abuse. Our Trustee
Board have participated in  several sessions of 
training on diversity.

In the last year (2014 -2015) 20 volunteers have 
completed their training and received their 
certificates in generalist advice and gateway 
assessment. We have taken on 29 more trainees 
in the same period as trainee generalist advisers, 
gateway assessors and as reception/admin 
assistants.12 people have also completed a Level 2 
National Energy Action Award in Fuel Debt Advice 
in the Community this year.

Citizens Advice Denbighshire decided in 2014/15 we 
should be early adopters of ASK RE piloted by Citizens 
Advice. Research indicated that victims/survivors of 
gender violence and abuse (GVA) are more likely to 
disclose abusive experiences if they are ASKed and 
that victims often say they wish they had been asked. 
By asking the routine enquiry this could be the first 
step towards breaking the secrecy surrounding GVA 
and giving more effective advice in benefits and debt 
(this is because of the strong link between money 
problems and GVA, as well as the potential impact 
of the introduction of the single household payment 
through Universal Credit). 

Training of our team started in July/August. Everyone 
participated fully in the role-playing and interactive 
sessions, these helped  to get everyone involved in 
understanding GVA, its prevalence, its impact, how to 
use ASK RE and how to support clients who disclose.  
We are all very excited to be in on this project at 
an early stage and contributing to what will be an 
eventual roll out across the complete network in 
2017/18.

Gender Violence and 
Abuse Training – ASK Re 
(Ask as a Routine enquiry)

We have also been lucky enough to have an 
apprentice join us under a placement with North 
Wales Training working with us as both an admin 
assistant and as a trainee gateway assessor.  
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98% 
of our surveyed clients said they 

would use our service again.

97% 
of surveyed clients say they were happy with 
our service and 97% said the outcomes we 

achieved were good or brilliant.

Just under 
£3 million 

of benefits and credits gained for clients.

£11 million 
of debts negotiated on behalf of clients.

7,272  Enquiries 
dealt with for 6,516 clients.

1 in 6 
people that 
contact us 
for money 
advice 
have rent 
arrears

Total rent 
arrears 
owed are 
now nearly 
twice 
as high 
compared 
to 
2013/2014

1 in 3 
people that 
contact us 
for money 
advice 
have 
council tax 
arrears

1 in 3 
people that 
contact us 
for money 
advice have 
more than 2 
unsecured 
loans they 
cannot 
repay

This year 
we have 
seen an 
increase 
of 37% in 
people who 
can’t cope 
with their 
debts

The core funding for our 
service is a grant from 
Denbighshire County 
Council. 
Citizens Advice 
Denbighshire quadruples 
every £1 they receive from 
the Council, by drawing 
in new sources of income 
from Welsh Government, 
Big lottery, Money Advice 
Service and other charities 
and grant funders.
This additional income 
creates a further 15 jobs 
within our organisation.

extra Value
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Better Advice Better lives 
The Better Advice Better Lives Project has been 
funded by Welsh Government for over 10 years.  
It is an essential service, delivered by skilled, 
knowledgeable and experienced staff. The project 
helps people who have health issues, in particular 
with their welfare benefit and debt problems and 
also offers advice on any other issues that may be 
worrying them. We work with local GPs and health 
care practioners who can refer their patients directly 
to our service.  

This project also helps families with children with 
disabilities to claim their full entitlement of welfare 
benefits. Often these families are unaware of the 
additional benefits and grants available to them. With 
our help a familys’ income can be increased and the 
direct benefit to the family is evident in the relief of 
worry and stress and the improved quality of life for 
all the family.

This project enables us to promote the take up of 
Housing Benefit and Council Tax Reduction, benefits 
which are often underclaimed but have such an 
impact for the people who need them most.

This project is under review in 2015/16 by Welsh 
Government, we hope that the value of this project 
is recognised and the potential and scope within it to 
increase its reach and delivery.

Grŵp Cynefin – Tenant Income 
Maximisation project
Grŵp Cynefin wanted to ensure that their tenants had 
the best possible chance to sustain their tenancies. 
They asked us to provide this service to ensure 
their tenants have a dedicated access route for help 
with any issues they may have, but in particular to 
have a ‘wrap around’ support looking into income 
maximisation, reduction of debt and helping people 
to manage their money better. The first year of the 
project has been a great success, Grŵp Cynefin have 
renewed the funding for 2015/16.

energy projects
One of the major costs to all household budgets is the 
energy bill. We are the major partner of Denbighshire 
County Council’s Fuel Poverty Plan. As part of our 
commitment to that plan and our own realisation 
of the pressure and difficulties high fuel bills, home 
energy inefficiency have on our clients, we have taken 
every opportunity to increase and extend our ability 
to provide advice and support to our communities on 
fuel realted issues.

In October last year, we were successful in our bid 
to be a Silver partner for Big Energy Week. We used 
the grant to set up a “pop up shop”, in our Keep Rhyl 
Warm Campaign, collecting and giving away warm 
items of clothing in our shop and offering benefit 
checks and energy advice.  

Under the Energy Best Deal project, we talked to 12 
groups of front line workers to provide information 
to vulnerable consumers who are struggling to pay 
their bills and require better deals on energy. These 
sessions provide guidance on the most appropriate 
payment methods for consumers, including accessing 
the help and advice available from energy suppliers 
and the Government.

Energy Best Deal Extra provided us with 50 face to 
face sessions with clients and focusing on delivering 
tailored energy advice. The sessions deal with matters 
relating to relief from fuel poverty, energy and thermal 
efficiency measures. Advisers supported clients with 
the full range of Citizens Advice support services such 
as identifying and claiming benefits and dealing with 
debt. As we were so successful on this project we 
were offered a further 75 sessions.

Our projects

I found Citizens Advice to be informative, 
knowledgeable, reassuring and easy to 
talk to and they were non-judgemental 
at what can be an embarrassing problem. 
They have provided a safety net and should 
things not go as expected I won’t hesitate 
to seek them out should I need to in the 
future. I would recommend them highly.
Mrs E

I feel I can now look towards the future, my 
debts are all sorted, with the excellent help 
and advice I received, with such respect. I 
am so pleased with the outcome and how it 
was dealt with.
Mr J



In addition to helping people solve problems, Citizens 
Advice Denbighshire campaigns to ensure these 
problems are tackled at the root cause. We instigate 
campaigns locally for local issues and participate 
nationally with Citizens Advice on national campaigns.

In 2014/15 we took part in several 
national Campaigns:
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Campaign and Research

Fair play for pre pay. We’ve successfully persuaded 
all 6 main energy suppliers to put their share of 
a £6 million payout of unallocated prepayment 
meter payments into their individual hardship and 
trust funds to help their most vulnerable energy 
customers.

We decided to start a uniform exchange within upper 
Denbighshire for primary and secondary schools for 
September 2015 to help families who are unable to 
afford new uniforms for their children and therefore 
are able to receive donated uniforms.

We met with Denbighshire County Council 
Enforcement Department in anticipation of the 
forthcoming changes to Bailiffs’ powers and worked 
with Denbighshire County Council to prepare a more 
interactive process of enforcement of non-payment of 
debt and sundry debtors. 

We are currently working as a member of the 
Customer Challenge Panel (CCP) in Wales with Dee 
Valley Water in North Wales alongside a number of 
key agencies including the Consumer Council for 
Water (Wales). The aim is to review Dee Valley Water’s 
business plan to ßensure the water is of acceptable 
quality and at a reasonable price. 

We campaigned for specialist level immigration advice 
in Denbighshire with North East Wales Racial Network 
and a Liverpool based firm is providing Legal Help via 
telephone and Skype.

local Campaigns during 2014/15:

Scams Awareness. We had an information stand 
in the local Tesco store to make sure the public 
were made aware of the current scams. We worked 
with Trading Standards and Denbighshire Family 
Information Services and we used Twitter to promote 
the campaign throughout the month. 

eSA Fit for Work Campaign. This resulted in a 
change to the design and content of one of the 
fundamental assessment forms.

Work with our Mps
We have worked with our MPs to influence 
and change national policy and legislation by 
informing them of the local impact.

We were invited to an event hosted by Citizens 
Advice on the Terrace at the Houses of 
Parliament. This stemmed from a report we 
submitted to Citizens Advice on the work we 
had done with our previous MP. Winnie Lawson 
and Rachel Williams attended the launch of ‘The 
Good Practice Guide to Working with your MP’. 

The empathy and professional support 
given by Citizens Advice was undoubtedly 
the best I have come across.
Mr H

It felt good to have someone on my side 
completely, helping me understand stuff a 
bit better.
Ms T



north Denbighshire Communities 
First Income Maximisation project
We work in partnership with the Benefits Advice 
Shop to deliver a complete ‘wrap around’ service of 
income maximisation, reducing debt and helping 
people to manage their money better to people in the 
Communities First areas of Rhyl and Denbigh.

Front line Advice Services 
We are one of 9 districts in Wales to have the Front 
Line Advice Services funded by Welsh Government 
through Citizens Advice Cymru to provide specialist 
level advice for welfare benefits and debt across 
Denbighshire and Flintshire, replacing the loss of our 
Legal Services Contract. We work in partnership with 
Citizens Advice Flintshire on this project, we are the 
lead organisation.

Flexible Support Fund
20 volunteer opportunities funded by the Department 
of Work and Pensions in both Denbighshire and 
Conwy, helping people to gain new skills and 
experience to enable them to find work, we are the 
lead organisation.

Denbighshire CAB  pension Wise 
– The story so far...
Following the announcement of legislative change 
introducing pension freedoms from April 2015, 
Citizens Advice Denbighshire pitched for and won 
the contract 
for delivery 
of pensions 
guidance across 4 
and a bit counties 
across North East Wales (Denbighshire, Conwy, 
Flintshire, Wrexham and the Bala bit of Gwynedd).

A team of 3 guiders were recruited and trained in 
time to commence guidance sessions from when the 
project went live on 7th April. Also prior to the go-live 
date the team were actively engaged in promoting 
the service and training staff across the wider delivery 
area and to Adviceline staff.

The team have been engaged in marketing the service 
locally and the commencement of a forthcoming 
national campaign is eagerly awaited.

At the date of drafting this article the team had 
received 136 enquiries or referrals and have 
conducted 115 guidance sessions. A few clients 
proved to be ineligible but the vast majority of 
sessions were delivered to clients with defined 
contribution pension pots ranging from £332 to over 
£800,000; the average (mean) pot size having been 

some £69,000.

Aside from delivering the guidance the team have 
made many referrals for debt and benefit advice and 
at least one pension scam has been avoided.

Through DVSC we were able to 
continue the support we gave to the 
residents of the flooded towns of 
Rhuddlan, Rhyl, Ruthin and St Asaph 
for another year. Our support helped 
people to cope with the immediate 
aftermath of the floods and the 
ongoing assistance ensured that the 
people we helped were able to return 
to the lives they had before the floods.

Ark project

new for 2014/15
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950 calls 
from all over Wales were 

answered by our Adviceline 
team based in Ruthin.

Adviceline 
Cymru
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Money Advice Team
The Money Advice team has built upon the 2013 
accolade of being a ‘Safe Port in a Financial Storm’ by 
winning the prestigious Institute of  Money 
Advisers UK ‘Debt team of the year’ award 
2014/2015 and also being runner up for the UK ‘Best 
New Initiative’ award.

Debt Team
We negotiated on over

£11 million
of debt 

on behalf of clients.

Money Advice Service
The Money Advice Service, is part of the Citizens 
Advice Denbighshire Money Advice Team.

The money adviser David Haycocks covers the 
counties of Denbighshire, Wrexham and Flintshire 
holding sessions at a number of different venues such 
as Job Centres, work placement programme providers 
and community centres.

David has helped clients deal with a variety of money 
issues such as budgeting issues, insurance, debt 
problems and mortgage questions.

David was part of a pilot project to provide bespoke 
advice to clients who had suffered a recent major 
trauma such as a death, divorce or redundancy

We have provided one to one sessions with over 800 
clients over the last 12 months.

We were then asked by Citizens Advice to 
make presentations, at the 3 UK Money Advice 
conferences, on our money advice system.

Our preventative money advice work has 
helped Rhyl achieve a reduced ranking in the 
latest Wales Index of Multiple Deprivation 
report and a reduced insolvency hotspot 
ranking.

Delivering positive outcomes for clients is the 
overarching aim of the team; successes in 
2014/2015 include:-

We helped a client, whose wife had just passed 
away; recover £33,000 as he was mis-sold PPI 
by a secured lender.

We helped a client annul his bankruptcy; he 
was seriously ill and had been made bankrupt 
by a solicitor for an alleged debt of £18,000. 
The client had substantial assets, these were 
at risk and he faced massive bankruptcy costs. 
We successfully disputed the debt. 

We challenged a high street bank’s ability to 
enforce its legal charge over a client’s house it 
held to secure her husband’s failed business 
debts. The bank agreed to waive its charge 
after strong advocacy by us. 

My problem was only small but Citizens 
Advice is important because it helps and 
gives guidance to many – it must be kept!
Ms J

The help from Citizens Advice was 
thoughtful, patient and knowledgeable, 
efficient and effective. Citizens Advice 
inspires confidence.
Miss E

Due to debt problems my health 
deteriorated and felt I couldn’t cope 
anymore. After dealing with the Citizens 
Advice they helped me so much that I can 
get my life back on track. Citizens Advice 
did it all and were fantastic, I can’t thank 
them enough. I just can’t believe they got 
me to this stage, a huge weight lifted off my 
shoulders.
Mr R


