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 DAVID BROWNE, CHAIR 

 
Message from the Chair 
 
 
I am pleased to welcome you to the Annual  
Report for 2015-6, which I trust you will find to 
be both informative and enlightening. 
 
This time last year we reported a positive  
outcome on the year that was qualified by the 
reality that a large proportion of those funds 
were designated to be spent in this financial period. Happily, I can report that having 
spent those funds we are still in a strong financial position and have ended the year 
with a core operating surplus of some £50,000, maintaining a healthy reserve in the 
bank.  
 
This comes in a period of continuing change and challenge around the advice sectors 
finances and whilst we face those challenges we are seeking the opportunity to try 
new avenues and strategically invest in other ways to both provide our service and 
look for wider funding opportunities that go beyond just short term project activity. 
 
Our Board has spent time over recent months to better understand how and what we 
do, the why being that which drove them to volunteer their time. We now find  
ourselves ready to look at our future strategy and how to ensure that we have  
sustainable services that realistically meet people’s needs. 
 
As always change is not far away. Our membership agreement with Citizen’s Advice 
has recently undergone a radical change and we are delivering services that look very  
different to those of just two years ago. The movement has lost a number of members 
and some services across the country regretfully have been severely cut. But I am  
confident that we are on the cusp of change that is positive for our clients and are well 
placed to set our sights on a new future that will continue to deliver “high quality  
advice” to a county that has huge social needs. 
 
Once again I would like to thank our staff and volunteers who consistently give their 
commitment of time and skills to serving our clients. It is a selfless act of community 
spirit and that inspires me and makes me confident in our future. 
 
It was wonderful to see so many attending our conference, so positive and passionate, 
but most of all it is clear that for most of our workers, this is a positive, dare I even say 
an enjoyable experience. 
 
The CAB brand remains strong and it is under this banner that we must further build 
on our position over the coming year. 

 

David Browne – Chair NCA 



2015/16  

At a glance  

18,336 people were helped 

through face-to-face, tele-

phone and e-mails 

 

Almost 500,000 “visits” to 

Citizens Advice website by 

Norfolk residents 

We helped clients 

resolve 46,600 

problems  



 

   

 
 

We started the year aware of the continuing 

difficult funding environment. Acknowledging 

the reality that our local government funders 

continue to feel the pressure of increasing 

demand for statutory services and reduced income. This story has dominated the sector 

through the year and has resulted in a number of Bureaux reducing services or facing 

closure. 

This is at a time when we see a deepening of the public’s anxiety over immigration, a 
feeling of loss of control, and for many a continuing story of financial instability and  
declining welfare support. Local Government finances continue to be under pressure 
and their ability to provide effective social support interventions comes under ever 
greater threat at a time when they really are needed more than ever. Society seems to 
become more accepting of the declining levels of tolerance and the widening gap  
between those who have and those who have not. 
 
 We have continued to deliver a client focussed service, and ensured that the money  
invested in us has delivered services that make communities more resilient and better 
to maintain a stable home. We have continued to deliver great value for money,  
ensuring that using our economy of scale we give back £27 for every £1 given to us and 
brought additional crucial services into the county from National funders, giving most 
Boroughs and Districts constituents’ access to professional debt support on their  
doorstep. 
 
It is clear that face to face services are still in high demand, despite great developments 
in the online resources of Citizens Advice, and whilst it is important that we continue to 
ensure that we can provide this in a sustainable way, we have maintained our presence 
in all of our historic communities and extended our accessibility in some places.  
  
Once again we helped some 18,000 people and their families 
 the low income family who find themselves unable to pay the £600 on a £200 

washing machine bought on “easy” credit. 
 the disabled person who has been declared fit for work when we know they can’t. 
 the young family being evicted after missing one month’s rent due to delays in 

benefit changes. 
 the pensioner who can’t afford to heat her home 
 the migrant being discriminated against just because of where they come from 
 the family with the bailiffs knocking at their door 
 the vulnerable carer, struggling with the care system, the changes in welfare bene-

fits and a deep need to keep family together at any cost. 
 

During 2015-16 we doubled the scale of our Money Advice Service professional debt 
work, taking our annual tally to 852 clients a year. This is a significant resource to bring 
into the county delivering  £7m of benefit to the local economy.  

STEVE CHESHIRE, CEO 



 
This was also the year that we piloted a project to work with clients with significant 
mental health issues. This innovative piece of work in partnership with the Norfolk and 
Suffolk Mental Health Trust produced great results.  
 
Patients of the trust were given support  to take control of often chaotic lives, helped 
out of the cared for system by ensuring that they could access appropriate housing, 
and were given support to deal with family, work or debt issues. It proved to save the 
NHS a significant amount of money by cutting down admissions and reducing the 
length of stays, but unfortunately could not find continuation funding.  
 
Once again we have successfully retained income to deliver Energy Best Deal Advice, 
helping people to ensure that they have an independent assessment of their energy 
needs. Our partnership with the MS Society goes from strength to strength providing 
this vitally important specialist welfare advice across the north central and west of the 
county.  
 
Innovation continues  to be key to our success the use of  modern “Café style” relaxed  
premises services and delivering embedded  
services within partners facilities deliver  
customer services that are easy to access. 

2015-16 in detail 

 

 

As ever Debt and Benefits top our advice charts. During this year we assisted 
2853 clients with debt problems.  Of these 2001 received advice at Tier 1 and Tier 
2 levels, which includes information, advice and assistance.  Whilst 852 clients 
received Specialist debt advice at Tier 3 which is Casework level from the MAS 
funded contract.  Tier 3 includes pursuing a case by challenging decisions and 
negotiating on behalf of clients.   Our MAS funded contract reported outcomes 
on 619 cases including 114 where repayments were negotiated, 81 DRO’s, 40 
where court & creditor action was suspended and 278 reported improved health 
and capacity to manage finances.  The average debt per client is £8,000.00 
 



2015-16 in detail 

Our core client group is working aged families who come predominately with 
debt , welfare benefit  and employment issues, quite often all three of these  
coincide with households struggling to manage their affairs when employment is 
seasonal, low paid,  low hours and hard to maintain.  Another group within these 
statistics are carers, who find themselves having to manage with a mixture of 
benefits, support networks and reduced family incomes.  

Health 

For people living in these circumstances our support to help manage often constant 
juggling of  finances, employment , benefit changes and family stresses helps to  
ensure that a great  many people with dementia,  Autism, physical and mental  
disabilities are able to stay living within their family homes, rather than in a cared 
for place.   
 
Mental health plays a prominent part of our daily activity in our branches. The  
association of debt and mental health as an issue has a vast library of evidence  
attached to it, and it should not be of surprise to anyone that when people arrive on 

our doorstep they are often at least severely stressed, and quite often reporting a 

low mood or depression.  

Age range of clients 





4th Annual Conference 

 

 

 

 

 

 

 

 

 

 

 
 

 

Assembly House,  

Norwich 
The Fourth Annual Conference was held in March 
this year and was attended by over 130 staff and 
volunteers from across the County.  The Guest 
Speakers were Lindsay Boswell, CEO of 
FareShare, the Dean of Norwich The Very Revd 
Jane Hedges and Tim Sweeting, CEO of YMCA 
Norfolk.  As ever we were challenged to think 
about how our service fits into a wider support 
mechanism, how our clients meet with other  
organisations and how they are supported at 
every level by our key working partners. The  
various sessions running throughout the day 
were all very well received as always, the sessions 
from law firms on the updates in family law as 
ever being oversubscribed, but the overall buzz 
of the day providing a great uplift.  This is always 

a great opportunity for people to 
meet others within the organisation 
and put faces to names. A large  
contingent of trustees were on 
hand to meet our staff and  
volunteers throughout the day. It is 
of course a celebration in many 
ways, and this year we awarded  
volunteers who had been with us 
for over 20 years. 
The Assembly House as ever, was a 
great location and the support of 
their staff is vital to the success of 
the event.  
 
Photographs copyright  of Chris Taylor  christaylorphoto.co.uk  



 

 

We have continued to assist our City, District  and Borough partners with a number of 

community initiatives. Two of our volunteers, Clare Agnew and Anita Kemp, attended 

The Holiday Hunger Club at Lakenham School organised by Norwich City Council this 

summer, assisting local families from a key low income community.  

This event was organised to help children and their families by giving them an         

opportunity during the long summer break  to enjoy a number of fun activities and, 

as a side line, make sure they were given a good lunch.  The school is a neutral and 

well respected venue that local people are happy to engage with and provides a great 

backdrop to encouraging people to access our service.  60 to 70 children attended 

plus about 30 carers and several school staff.   

We managed to talk to lots of people and found some people had never heard of   

Citizens Advice and were pleased to hear about the help available.  A number of   

queries were answered and details of our local services were promoted. 

   

 

Supporting Communities 



What our Volunteers say! 

 

“I get more satisfaction 

from doing this role         

voluntarily than I ever did 

for any company or           

organisation for which I re-

ceived payment.” 

 

“I volunteered as a receptionist for the CAB      

having taken a number of years out of                

employment to bring up my family.  It’s been a 

great way for me to gain experience and rebuild 

confidence in the workplace and I really enjoy the 

feeling that I’m making a useful and positive   

contribution to the community in the                  

process.”  

 

“I’ve learnt so much 
since I started at  
Citizens Advice and 
have also met some 
lovely people.” 

Yolly 

““I only volunteer one day per week but 

the experience has been brilliant both for 

my confidence and self-esteem.  I am   

privileged to be able to meet clients who 

really do need help and that I am in a     

position to help them.  Most importantly, I 

have the opportunity to work closely with 

other volunteers who are dedicated, hard-

working and helpful which 

makes all the hard work well 

“CAB gives me the opportunity of working 
with some great characters; together,  
empowering our clients to evolve their 
own life enhancing solutions to often 
seemingly impossible situations.” 

Jimmi  
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Trustees annual report 
 

Year ended 31 March 2016 
 

 
 
The trustees, who are also directors for the purposes of company law, present their report and the financial 
statements of the charity for the year ended 31 March 2016 which are also prepared to meet the 
requirements for a directors' report and accounts for Companies Act purposes. 
 

The financial statements comply with the Charities Act 2011, the Companies Act 2006, the Memorandum 
and Articles of Association, and Accounting and Reporting by Charities: Statement of Recommended 
Practice applicable to charities preparing their accounts in accordance with the Financial Reporting 
Standard applicable in the UK and Republic of Ireland (FRS 102) (effective 1 January 2015). 
 
Reference and administrative details 
 
Registered charity name Norfolk Citizens Advice Bureau 
 
Charity registration number 1071297 
 
Company registration number 03617412 
 

Registered office St Crispin's House 
 St Georges Street 
 Norwich 
 NR3 1PD 
The trustees 
 

The trustees who served the charity during the period were as follows: 
 

 David Browne    Chair 
 John Clegg    Vice Chair (resigned 3 July 2015) 
 Robert Downie    (resigned 16 September 2015) 
 R Grindrod  (appointed 5 February 2016 and  
    resigned 24 March 2016) 
 Keir Hounsome  (resigned 5 February 2016) 
 Charlotte Land 
 Anthony Lawlor  (appointed 23 November 2015) 
 David Potten  (appointed 23 November 2015) 
 John Sharples  (resigned 3 July 2015) 
 Lauren Smith  (appointed 23 November 2015) 
 Simon Smith  (appointed 23 November 2015) 
  
Auditor Lovewell Blake LLP 
 Chartered Accountants 
 Statutory Auditor 
 Bankside 300 
 Peachman Way 
 Broadland Business Park 
 Norwich 
 NR7 0LB 
 
Solicitors Cozens-Hardy & Jewson 
 Castle Chambers 
 Opie Street 
 Norwich 
 NR1 3DP 
 

 Leathes Prior 
 74 The Close 
 Norwich 
 NR1 4DR 
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Trustees annual report (continued) 
 

Year ended 31 March 2016 
 

 
Bankers National Westminster Bank PLC 
 45 London Street 
 Norwich 
 NR2 1HX 
 

 CAF Bank Ltd 
 25 Kings Hill Avenue 
 West Malling 
 Kent 
 ME19 4JQ 
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Trustees annual report (continued) 
 

Year ended 31 March 2016 
 

 
Objectives and activities 
 

The Citizens Advice service aims: 
• To provide the advice people need for the problems they face 
• To improve the policies and practices that affect people's lives 
 

Advice provided by the Bureau service is free, independent, confidential, and impartial, and available to 
everyone regardless of race, sex, disability, sexuality or nationality.  The Bureau is a member of the 
national charity Citizens Advice, which produces and updates AdviserNet (the web-based system we use to 
advise clients) and sets and enforces quality standards for the advice services provided, internal 
organisation, training, equal opportunities and accessibility. 
 

The Bureau activities are delivered by volunteers and paid staff. In order to sustain the service provided, we 
run a continuous volunteer recruitment program to staff our generalist advice sessions as well as a range of 
advice and training projects. At 31 March 2016 we had 200 volunteers delivering an equivalent of 72,800 
hours of service a year. In addition to providing advice to our clients, we collect evidence of client 
experience where this may illustrate failings in local and/or national practices or policies, and we bring this 
to the attention of relevant authorities, mostly via Citizens Advice. 
 
Achievements and performance 
 

Our main offices are located as below, with additional outreach services operating around Norfolk: 
 

 Attleborough 
 Fakenham 
 Great Yarmouth 
 Kings Lynn 
 North Walsham 
 Norwich 
 Wymondham 
 

The people of Norfolk and surrounding areas call on the Norfolk bureaux in large numbers, all with their 
problems and concerns. They want to know where they stand, their rights, responsibilities and entitlements, 
or what other services are available to help them. Debt, Welfare Benefits, Housing, Relationship and 
Employment issues continue to be the dominant areas of advice sought. Many clients are stressed and 
anxious, sometimes also confused or bewildered. 
 

Expenditure has been effectively managed to deliver a modest non restricted surplus for the period. 
 

Volunteer recruitment continues. We have recruited and trained 86 advice volunteers over the year. 
More recruitment and training is scheduled for the year ahead. 
 

Debt Relief Orders. The submission of Debt Relief Order (DRO) applications by Norfolk Citizens Advice 
over the year has reduced due to Citizens Advice National securing funding from the Money Advice Service 
to run a centralised debt relief order (DRO) unit to support participants and local offices with the processing 
and submission of DRO applications. The aim of the unit is to remove the time consuming administrative 
processes and therefore create additional capacity. It is not intended to replace the holistic advice service 
agencies offer. 
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Trustees annual report (continued) 
 

Year ended 31 March 2016 
 

 
Pro bono rota schemes serving West Norfolk and Norwich. A Pro bono rota schemes serving West 
Norfolk and Norwich in General and Family Law continue to provide invaluable service to clients. All lawyers 
are thanked for contributing their time and expertise, as are those who take referrals under our Employment 
Law Panel scheme. 
 
Clients helped by casework teams. Norfolk Citizens Advice specialist teams have dealt with 935 debt 
advice sessions and 230 welfare benefit advice sessions and assisted 126 clients who have severe mental 
health problems under funding in the Great Yarmouth area at Northgate Hospital. 
 
Food Banks and Vouchers. There has been a sustained increase in the demand for Food Vouchers at all 
our offices. Whilst delays in benefit payments leaving clients with gaps in income and clients whose benefits 
have been sanctioned make up the bulk of this work, many more low income families, not in receipt of 
welfare payments are looking for foodbank help. Our partnerships with Foodbanks across the county has 
been a vital lifeline to many families living on the margins, and will continue to deepen throughout 2016/17. 
 

The Funders 
 

The Bureau acknowledges the funding sources that enable us to continue to deliver our core services, 
including: 
Breckland Borough Council, Great Yarmouth Borough Council, King's Lynn and West Norfolk 
Borough Council, Norfolk County Council, North Norfolk District Council, Norwich City Council, 
South Norfolk District Council. 
 

Agreements to provide grant aid for advice services for residents within the Council areas. 
 

Wherry Housing Association and Saffron Housing Trust 
Annual service level agreements for debt casework services for tenants facing rent arrears. 
 
Citizens Advice – Money Advice Service 
The Department for Innovation and Skills (BIS) via Citizen Advice provided funding for face-to-face debt 
support and advice. 
 

Big Lottery Advice Services Transition Fund 
These projects were completed during this financial year and all restricted monies were cleared during this  
period. 
 
IFC 
This is a lottery funded project in Great Yarmouth to improve the life skills of people in this area. 
 

RAF Benevolent Fund 
Annual grant funding for our advice service at RAF Marham for RAF personnel and their dependants. 
 
MS Society 
A fund to provide specialist Welfare Benefits advice to people with MS, their families and carers in the North 
Norfolk area. 
 

Other funding sources 
One off donations and sponsorships are sometimes received from local businesses, local Trusts, Parish 
Councils and the public as part of general appeals. The Friends of the Bureau sometimes fund capital 
purchases. 
 
Thank you 
 

Finally, all the above would not have been possible without the hard work and dedication of the paid and 
voluntary staff, and the solicitors who provide support to the Bureau on a pro bono basis. All strive towards 
excellence each day on behalf of Bureau clients. 
 

Thanks also go to all our funders and partners over the past year. We look forward to developing our 
relationship with them in the forthcoming year.
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Trustees annual report (continued) 
 

Year ended 31 March 2016 
 

 
Financial review 
 

Breckland Borough Council, Great Yarmouth Borough Council, King's Lynn and West Norfolk Borough 
Council, Norfolk County Council, North Norfolk District Council, Norwich City Council and South Norfolk 
District Council offer financial support to enable the Bureau to offer a comprehensive range of advice 
services. In addition to the funding above, additional funding was also sought from parish councils, other 
statutory sources, grant making trusts, appeals to businesses and individuals. 
 

The audited accounts of the Bureau are attached to this report and full details of the financial position of the 
Bureau are contained therein together with the auditor's report to the trustees. 
 

The trustees are confident that the Bureau's future funding will be such that it will be able to meet its 
obligations as they fall due in the ordinary course of business. 
 

There was a deficit for the year of £25,387 – (2015: surplus £117,938). The forecast for 2016/17 currently 
shows a deficit of circa £55,000. We continue to seek additional funding sources to underpin the work of the 
bureau. 
 

Summary of previous five year's accounts 
 

The following table is a summary of income and expenditure and the reserves position for the past five 
years. 
 
  31.3.16 31.3.15 31.3.14 31.3.13 31.3.12   
  £ £ £ £ £   
 
Income  947,376 1,201,066 1,084,145 1,086,006 1,146,111   
Expenditure  972,763 1,083,128 1,082,648 1,112,980 1,170,655   
(Deficit) / surplus   (25,387) 117,938 1,497 (26,974) (24,544)   
Funds acquired on merger  - - - 156,567 -  
 
Staff costs  632,480 711,632 757,598 779,045 878,559   
% of income   67 59 70 72 76   
Number  23 24 26 29 31   
Premises and other costs  166,116 162,647 153,808 130,974 120,752   
% of income  17 14 14 12 10   
 
Unrestricted reserves  343,370 294,977 250,819 249,322 102,035   
Designated reserves           -             - - -    10,577   
Restricted reserves          - 73,780 - - 7,114   
Total reserves                    343,370    368,757    250,819     249,322 119,729 
 
 
 
 

Investment powers and policy 
Under the Memorandum and Articles of Association, the charity has the power to invest in any way the 
trustees wish. 
 
Reserves policy 
The Trustee Board, having considered the potential risks facing the charity and assessed the future plans, 
would wish to aim to retain sufficient free reserves to meet running costs over a 3 month period prior to 
closure, should this be necessary. The Trustee Board require that as a minimum the free reserves should 
be sufficient to cover redundancy payments, meet contractual obligations and running costs during a 
withdrawal process. As at 31 March 2016, it is calculated that this figure would need to be £243,000 (2015: 
£335,000) and at that date free reserves were £328,525 (2015: £281,375). The trustees keep the reserves 
under regular review. 
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Trustees annual report (continued) 
 

Year ended 31 March 2016 
 

 
Plans for future periods 
 

The main challenge for the year ahead will be to ensure a modern client focused service that deals with 
issues in a way that clients need it, when they need it and how they need it. This is to be done cost 
effectively so that it will appeal to funders who are facing continuing revenue cuts and with increasing 
certainty, moving from providing us with grant funding to commissioning for services. We will endeavour to 
ensure that we continue to have a positive impact upon the wellbeing of the county and give focussed 
attention to the needs of those for whom accessing mainstream services to support their health and 
wellbeing is a challenge as a feature of our ongoing development as a service. 
 
Trustees 
 
Trustees who served during the year and up to the date of this report are set out on page 1.  
 
Structure, governance and management 
 
Governing document 
The charity was incorporated in August 1998. On 29 November 2012 the previously named Norwich and 
West Norfolk Citizens Advice Bureau merged with two other local Bureaux to form the wider serving Norfolk 
Citizens Advice Bureau. 
 

Its objects and rules are regulated by a standard constitution approved by Citizens Advice (the National 
Body) and implemented by a Committee of Management elected at an Annual General Meeting.  The 
Committee members, being the governing body, act as trustees for the charity. 
 

Appointment of trustees 
Potential trustees are required to complete an application form and attend an interview.  A panel of three, 
drawn from the Trustee Board, usually conducts the interview. Questions are asked of the interviewee 
relating to the competencies required for the role of Trustee. The Articles of Association also allow potential 
trustees to stand for election at the Bureau AGM, provided they give sufficient notice of their intention. 
 

Successful applicants are co-opted as Directors by the Trustees Board and then nominated at the next 
AGM for election to the Board for a further three years.  All Trustees have to be nominated on a rotation 
basis for election at the AGM for a three year term of office.  They may be nominated again for a further 
three years. 
 
Trustee induction and training 
New trustees undergo an induction period, which is determined by the previous experience and knowledge 
of the bureau.  This may include: 
 

• A tour of the bureau to meet key staff and volunteers 
• Receiving an induction pack, supplied by Citizens Advice, the national association of Citizens Advice 
Bureaux 
• Receiving a bureau induction pack 
• An invitation to attend a Citizens Advice New Trustee event 
 

Training is provided as required according to individual and corporate training need. 
 
Organisation 
The Trustee Board sets the governance for the organisation and in conjunction with the CEO agrees 
strategy. The CEO and senior management team are responsible for the operational management of the 
organisation. The Trustees take account of the strategy set by Citizens Advice when developing the 
Bureau's strategic plan. 
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Year ended 31 March 2016 
 

 
Risk management 
The trustees acknowledge the Charity Commission's requirement for them to undertake a review of the 
major risks to which the Bureau is exposed and to establish systems to mitigate these risks.  The trustees 
undertook a number of reviews during the year. On-going funding continues to be a major risk for the 
Bureau in the current economic climate, and in light of the Government's plans to reduce the areas of work 
eligible for Legal Aid support. The Board is actively seeking a more diverse funding base to to finance the 
Bureau's activities. 
 

Public Benefit 
The Trustees are mindful of the requirements of the Charity Commission regarding the Public Benefit test, 
and confirm that the activities of the Bureau will conform with these requirements, as stated in the 
Objectives and Activities below. 
 
Pay policy for senior staff 
The pay levels of senior staff are reviewed annually, reported on to the Board and decisions about pay rises 
are based on a combination of performance and inflation. 
 
Trustees' responsibilities statement 
 

The trustees (who are also the directors of Norfolk Citizens Advice Bureau for the purposes of company 
law) are responsible for preparing the Trustees annual report and the financial statements in accordance 
with applicable law and regulations. 
 

Company law requires the trustees to prepare financial statements for each financial year. Under that law 
the trustees have elected to prepare the financial statements in accordance with United Kingdom Generally 
Accepted Accounting Practice (United Kingdom Accounting Standards and applicable law). Under company 
law the trustees must not approve the financial statements unless they are satisfied that they give a true 
and fair view of the state of affairs of the charity and the income and expenditure of the charity for that 
period. 
 

In preparing these financial statements, the trustees are required to: 
 

· select suitable accounting policies and then apply them consistently; 
 

· observe the methods and principles in the Charities SORP; 
 

· make judgements and accounting estimates that are reasonable and prudent; and 
 

· prepare the financial statements on the going concern basis unless it is inappropriate to presume that 
the charity will continue in operation. 

 

The trustees are responsible for keeping adequate accounting records that are sufficient to show and 
explain the charity's transactions and disclose with reasonable accuracy at any time the financial position of 
the charity and enable them to ensure that the financial statements comply with the Companies Act 2006. 
They are also responsible for safeguarding the assets of the charity and hence for taking reasonable steps 
for the prevention and detection of fraud and other irregularities. 
 
Auditor 
 

The auditor, Lovewell Blake LLP, is willing to continue in office and a resolution to re-appoint them will be 
proposed at the Annual General Meeting. 
 
Each of the persons who is a trustee at the date of approval of this report confirms that: 
 

· so far as each trustee is aware, there is no relevant audit information of which the charity's auditor is 
unaware; and 

· each trustee has taken all steps that they ought to have taken as a trustee to make themself aware of 
any relevant audit information and to establish that the charity's auditor is aware of that information. 
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Year ended 31 March 2016 
 

 
Small company provisions 
 

This report has been prepared in accordance with the provisions applicable to companies entitled to the 
small companies exemption. 
 
 

Signed on behalf of the trustees 
 
 
 

 David Browne 
 Chair of Trustees 
 

........................ 
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Independent auditor's report to the members of Norfolk Citizens Advice Bureau 
 

Year ended 31 March 2016 
 

 
 

We have audited the financial statements of Norfolk Citizens Advice Bureau for the year ended 
31 March 2016 on pages 11 to 21. The financial reporting framework that has been applied in their 
preparation is applicable law and United Kingdom Accounting Standards (United Kingdom Generally 
Accepted Accounting Practice). 
 

This report is made solely to the charity's members, as a body, in accordance with Chapter 3 of Part 16 of 
the Companies Act 2006. Our audit work has been undertaken so that we might state to the charity's 
members those matters we are required to state to them in an auditor's report and for no other purpose. To 
the fullest extent permitted by law, we do not accept or assume responsibility to anyone other than the 
charity and the charity's members as a body, for our audit work, for this report, or for the opinions we have 
formed. 
 
Respective responsibilities of trustees and auditor 
As explained more fully in the Trustees Responsibilities Statement set out on page 8, the trustees (who are 
also the directors of the charitable company for the purposes of company law) are responsible for the 
preparation of financial statements and for being satisfied that they give a true and fair view. 
 

Our responsibility is to audit and express an opinion on the financial statements in accordance with 
applicable law and International Standards on Auditing (UK and Ireland). Those standards require us to 
comply with the Auditing Practices Board’s Ethical Standards for Auditors. 
 
Scope of the audit of the financial statements 
A description of the scope of an audit of financial statements is provided on the Financial Reporting 
Council's website at www.frc.org.uk/auditscopeukprivate 
 
Opinion on financial statements 
In our opinion the financial statements: 
 

• give a true and fair view of the state of the charitable company's affairs as at 31 March 2016 and of its 
incoming resources and application of resources, including its income and expenditure, for the year 
then ended; 

• have been properly prepared in accordance with United Kingdom Generally Accepted Accounting 
Practice; and 

• have been prepared in accordance with the requirements of the Companies Act 2006. 
 
Opinion on other matter prescribed by the Companies Act 2006 
In our opinion the information given in the Trustees' annual report for the financial year for which the 
financial statements are prepared is consistent with the financial statements. 
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Norfolk Citizens Advice Bureau 

Company limited by guarantee 

 

Independent auditor's report to the members of Norfolk Citizens Advice Bureau 

(continued) 
 

Year ended 31 March 2016 
 

 
Matters on which we are required to report by exception 
We have nothing to report in respect of the following matters where the Companies Act 2006 requires us to 
report to you if, in our opinion: 
 

• adequate accounting records have not been kept or returns adequate for our audit have not been 
received from branches not visited by us; or 

• the financial statements are not in agreement with the accounting records and returns; or 

• certain disclosures of trustees' remuneration specified by law are not made; or 

• we have not received all the information and explanations we require for our audit; or 

• the trustees were not entitled to prepare the financial statements in accordance with the small 
companies regime and take advantage of the small companies exemption in preparing the Directors 
annual report and take advantage of the small companies' exemption from the requirement to prepare 
a strategic report. 

 
 
 

Mark Proctor FCA DChA (Senior Statutory Auditor) 
For and on behalf of LOVEWELL BLAKE LLP, Statutory Auditor 
Norwich 
........................ 
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Statement of financial activities (incorporating the income and expenditure 
account) 
 

Year ended 31 March 2016 
 

 
 Unrestricted 

Funds 
Restricted 

Funds 
Total Funds   

2016 
Total Funds   

2015 
Note £ £ £ £ 

Income from:     
Donations and legacies 2 17,329 – 17,329 24,217 
Investments 3 – – – 230 
Charitable activities 4 604,691 325,356 930,047 1,176,619 
 ───────── ───────── ───────── ─────────── 

Total Income 622,020 325,356 947,376 1,201,066 
 ───────── ───────── ───────── ─────────── 

Expenditure on:     
Charitable activities 5 (575,059) (397,704) (972,763) (1,083,128)
 ───────── ───────── ───────── ─────────── 

Total expenditure (575,059) (397,704) (972,763) (1,083,128)
 ───────── ───────── ───────── ─────────── 

Net (expenditure)/income 
for the year 7 

                              
46,961 (72,348) (25,387) 117,938 

Transfers between funds      13           1,432 (1,432) – –
           ───────── ───────── ───────── ─────────

Net movement in funds 48,393 (73,780) (25,387) 117,938
     
Reconciliation of funds     
Total funds brought forward 294,977 73,780 368,757 250,819 
 ───────── ───────── ───────── ───────── 

Total funds carried forward 343,370 – 343,370 368,757 
 ═════════ ═════════ ═════════ ═════════ 

 

 The Statement of Financial Activities includes all gains and losses in the year and therefore 
 a statement of total recognised gains and losses has not been prepared. 
 

 All of the above amounts relate to continuing activities. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The notes on pages 14 to 21 form part of these financial statements. 
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Balance sheet 
 

31 March 2016 
 

 
 2016   2015   

Note £ £ £ £ 
Fixed assets 
Tangible assets  9  14,845  13,602 
 
Current assets 
Debtors  10 138,549  189,193  
Cash at bank 335,166  272,856  
 ─────────  ─────────  

Total current assets 473,715  462,049  
      
Liabilities      
Creditors: Amounts falling due within one 
year 11 (145,190) (106,894)  
  ─────────  ─────────  

 
Net current assets  328,525  355,155 
 
 ─────────  ───────── 

Total assets less current liabilities 343,370  368,757 
  ─────────  ───────── 

Net assets  343,370  368,757 
  ═════════  ═════════ 

 
 
The funds of the charity 
Restricted income funds 13  –  73,780 
Unrestricted income funds 14  343,370  294,977 
  ─────────  ───────── 

Total charity funds  343,370  368,757 
  ═════════  ═════════ 

 

These financial statements have been prepared in accordance with the provisions applicable to companies 
subject to the small companies regime. 
 

These financial statements were approved by the trustees and authorised for issue on the ........................ 
and are signed on their behalf by: 
 
 

David Browne 
Chair of trustees 
 

Company Registration Number: 03617412 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The notes on pages 14 to 21 form part of these financial statements. 
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Cash flow statement 
 

Year ended 31 March 2016 
 

 
 2016   2015   

Note £ £ £ £ 
     
Cash flows from operating activities      
      
Net cash provided by operating 
activities   17  62,310  101,009 
     
Cash flows from investing activities 
Interest received –  230  
 ────  ────  

Net cash inflow provided by investing 
activities    –  230 
     
   ───────  ───────── 

Change in cash and cash equivalents 
in the reporting period 18  62,310  101,239 
      

     
Cash and cash equivalents at the 
beginning of the year  272,856  171,617 
  ─────────  ───────── 

 
Cash and cash equivalents at the end 
of the year   335,166  272,856 
   ═════════  ═════════ 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

The notes on pages 14 to 21 form part of these financial statements. 



 

  
 
 

 - 14 -  

Norfolk Citizens Advice Bureau 

Company limited by guarantee 

 

Notes to the financial statements 
 

Year ended 31 March 2016 
 

 
1. Accounting policies 
 
 (a) Basis of accounting 
 

 The principal accounting policies adopted, judgements and key sources of estimation uncertainty in 
the preparation of the financial statements are as follows: 

 

 Basis of preparation: 
 The accounts (financial statements) have been prepared in accordance with Accounting and 

Reporting by Charities: Statement of Recommended Practice applicable to charities preparing their 
accounts in accordance with the Financial Reporting Standard applicable in the UK and Republic of 
Ireland (FRS 102) (effective 1 January 2015) - (Charities SORP (FRS 102)), the Financial Reporting 
Standard applicable in the United Kingdom and Republic of Ireland (FRS 102) and the Companies Act 
2006.  

 

 The charity constitutes a public benefit entity as defined by FRS 102. 
 

 Reconciliation with previously Generally Accepted Accounting Practice: 
 

 In preparing the accounts, the Trustees have considered whether in applying the accounting policies 
required by FRS 102 and the Charities SORP FRS 102 the restatement of comparative items was 
required. 

 

 No restatements were required. 
 
 (b) Fund accounting 
 

 • Unrestricted funds are available for use at the discretion of the trustees in furtherance of the general 
objectives of the charity. 

 

 • Designated funds are unrestricted funds earmarked by the trustees for particular purposes. 
 

 • Restricted funds are subjected to restrictions on their expenditure imposed by the donor or through 
the terms of an appeal. 

 
 (c) Income 
 

 All income is included in the statement of financial activities when the charity is entitled to the income, 
any performance related conditions attached have been met or are fully within the control of the 
charity, the income is considered probable and the amount can be quantified with reasonable 
accuracy. The following specific policies are applied to particular categories of income: 

 

 • Donations and legacy income is received by way of donations, legacies, grants and gifts and is 
included in full in the Statement of Financial Activities when receivable. Where legacies have been 
notified to the charity but the criteria for income recognition have not been met, the legacy is treated 
as a contingent asset and disclosed if material. Grants, where entitlement is not conditional on the 
delivery of a specific performance by the charity, are recognised when the charity becomes 
unconditionally entitled to the grant. 

 

 • Donated services and facilities are included at the value to the charity, being the amount the charity 
would have been willing to pay to obtain services or facilities of equivalent economic benefit on the 
open market. The value of services provided by volunteers has not been included in these accounts. 

 

 • Investment income is included when receivable. 
 

 • Income from charitable trading activity is accounted for when earned. 
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Notes to the financial statements 
 

Year ended 31 March 2016 
 

 
1. Accounting policies (continued) 
 
 (d) Expenditure 
 

 Expenditure is recognised on an accruals basis as a liability is incurred. Expenditure includes any VAT 
which cannot be fully recovered, and is reported as part of the expenditure to which it relates: 

 

� Costs of raising funds comprise the costs associated with attracting donations, grants and 
legacies and the costs of trading for fundraising purposes. 

 

� Charitable activities comprises those costs incurred by the charity in the delivery of its activities 
and services for its beneficiaries. It includes both costs that can be allocated directly to such 
activities and those costs of an indirect nature necessary to support them. 

 

� Other expenditure includes all expenditure that is neither related to raising funds for the charity 
nor part of its expenditure on charitable activities. 

 

 � Governance costs include those costs associated with meeting the constitutional and statutory 
 requirements of the charity and include the audit fees and costs linked to the strategic management 
 of the charity. 

 

 � All costs are allocated between the expenditure categories of the Statement of Financial Activities 
 on a basis designed to reflect the use of the resource. Rent, cleaning, telephone, stationery and 
 general office supplies are allocated on the basis of floor space occupied by the relevant 
 personnel. 

 
 (e) Fixed assets 
 

 All fixed assets are initially recorded at cost. 
 

 Assets donated to the bureau are capitalised at fair value. 
 

 Minor capital additions are written off to expenditure in the year of purchase. 
 
 (f) Depreciation 
 

 Depreciation is calculated so as to write off the cost of an asset, less its estimated residual value, over 
the useful economic life of that asset as follows: 

 

 Computers 25% straight line 
 Leasehold property improvements over the length of the lease 
 
 (g) Debtors and creditors receivable / payable within one year 
 

 Debtors and creditors with no stated interest rate and receivable within one year are recorded at 
transaction price. Any losses arising from impairment are recognised in expenditure. 

 
 (h) Cash at bank 
 

 Cash at bank and cash in hand includes cash and short term highly liquid investments with a short 
maturity of three months or less. 

 
 (i) Operating lease agreements 
 

 Rentals applicable to operating leases where substantially all of the benefits and risks of ownership 
remain with the lessor are charged against profits on a straight line basis over the period of the lease. 
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Notes to the financial statements 
 

Year ended 31 March 2016 
 

 
1. Accounting policies (continued) 
 
 (j) Taxation 
 

 The charity has no liability to income or capital gains tax as surplus income and gains are applied for 
charitable purposes. 

 
 (k) Pensions 
 

 The company operates a pension scheme which is a defined contribution scheme. The assets of the 
scheme are held separately from those of the company in an independently administered fund. 

 

 The pension costs are charged in these financial statements represent contributions payable by the 
company to the scheme. 

 
 (l) Going concern 
 

 The financial statements have been prepared on a going concern basis as the Trustees believe that 
no material uncertainties exist. The Trustees have considered the level of funds held and the expected 
level of income and expenditure for 12 months from authorising these financial statements. The 
budgeted income and expenditure is sufficient with the level of reserves for the charity to be able to 
continue as a going concern. 

 
2. Income from donations and legacies 
 

 
 Unrestricted 

Funds 
Total Funds 

2016 
Total Funds 

2015 
  £ £ £ 
 Donations and gifts 17,329 17,329 24,217 
  ═══════ ═══════ ═══════ 

 
3. Investment income 
 

 
 Total Funds 

2016 
Total Funds 

2015 
  £ £ 
 Bank interest receivable – 230 
  ════ ════ 

 
4. Income from charitable activities 
 

 
 Unrestricted 

Funds 
Restricted 

Funds 
Total Funds 

2016 
Total Funds 

2015 
  £ £ £ £ 
 Grants - Local Authorities 489,525 10,000 499,525 492,971 
 Special contributions 115,166 315,356 430,522 683,648 
  ───────── ───────── ───────── ─────────── 

  604,691 325,356 930,047 1,176,619 
  ═════════ ═════════ ═════════ ═══════════ 
 

Income from charitable activities in 2015 included £522,414 attributable to restricted funds. 
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Notes to the financial statements 
 

Year ended 31 March 2016 
 

 
5. Expenditure on charitable activities 
 

 
 Unrestricted 

Funds 
Restricted 

Funds 
Total Funds 

2016 
Total Funds 

2015 
  £ £ £ £ 
 Salaries 315,531 316,949 632,480 711,632 
 Course fees and training 5,486 – 5,486 19,111 
 Recruitment 1,423 199 1,622 6,912 
 Telephone 19,622 – 19,622 26,911 
 Publicity and information 14,421 772 15,193 10,477 
 Light, heat and cleaning 27,969 – 27,969 30,525 
 Rents, rates and insurance 63,704 74,443 138,147 132,122 

 
Travelling, volunteer expenses and 
disbursements 55,455 596 56,051 56,728 

 Repairs 12,755 1,802 14,557 9,698 
 Professional fees 15,546 980 16,526 13,425 
 Bank charges and interest 232 – 232 358 
 Postage, printing and stationery 19,777 571 20,348 18,492 
 Depreciation (1,243) – (1,243) 6,464 
 Other costs 10,725 65 10,790 10,813 
 Computer consumables 8,577 1,327 9,904 23,909 
 Governance costs (see note 6) 5,079 – 5,079 5,551 
  ───────── ───────── ───────── ─────────── 

  575,059 397,704 972,763 1,083,128 
  ═════════ ═════════ ═════════ ═══════════ 

 
Expenditure on charitable activities in 2015 included £448,634 attributable to restricted funds. 
Following a correction to a historical error, depreciation is a credit balance in the accounts this year. 
 
6. Analysis of governance costs 
 

 
 Unrestricted 

Funds 
Total Funds 

2016 
Total Funds 

2015 
  £ £ £ 
 Audit fees 4,325 4,325 4,140 
 Trustees expenses 754 754 1,411 
  ────── ────── ────── 

  5,079 5,079 5,551 
  ══════ ══════ ══════ 

 
7. Net income/(expenditure) for the year 
 

This is stated after charging: 2016  2015 
 £  £ 
Depreciation (1,243) 6,464 
Auditors' fees 4,325  4,140 

 Operating lease costs: 
- Land and buildings 75,804  83,804 
- Other 6,403  4,386 
 ═══════  ═══════ 

 
8. Staff costs and emoluments 
 

Total staff costs were as follows: 2016  2015 
 £  £ 
Wages and salaries 569,191  635,736 
Social security costs 41,939  50,211 
Other pension costs 21,350  25,685 
 ─────────  ───────── 

 632,480  711,632 
 ═════════  ═════════ 
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Notes to the financial statements 
 

Year ended 31 March 2016 
 

 
8. Staff costs and emoluments (continued) 
 
 Particulars of employees: 
 The average number of employees during the year, calculated on the basis of full-time equivalents, 

was as follows: 
 2016  2015 
 No.  No. 
Administration and support 6  6 
Direct charitable 17  18 
 ────  ──── 

 23  24 
 ════  ════ 

 

 Key management personnel remuneration amounted to £155,000 in respect of four employees.  
 
 No employee received remuneration of more than £60,000 during the year (2015 - Nil). 
 
 The company operates a defined contribution scheme. The total pension cost to the company was 

£21,350 (2015: £25,685). There were £Nil (2015: £Nil) outstanding contributions at the balance sheet 
date. 

 
 The bureau maintains its services to the public through the help of voluntary workers. 
 
9. Tangible fixed assets 
 

 Equipment 
for 

unrestricted 
funds 

Property 
improvements Total 

 £ £ £ 
 Cost 

At 1 April 2015 and 31 March 2016 22,530 25,626 48,156 
 ═══════ ═══════ ═══════ 

 
 Depreciation 

At 1 April 2015                20,445 14,109 34,554 
Charge for the year  1,411 (2,654) (1,243)
 ─────── ─────── ─────── 

At 31 March 2016 21,856 11,455 33,311 
 ═══════ ═══════ ═══════ 

 
 Net book value 

At 31 March 2016 674 14,171 14,845 
 ══════ ══════ ══════ 

At 31 March 2015 2,085 11,517 13,602 
 ══════ ═══════ ═══════ 

 
10. Debtors 

 2016  2015 
 £  £ 
Trade debtors 29,240  103,897 
Other debtors 326  4,795 
Prepayments and accrued income 108,983  80,501 
 ─────────  ───────── 

 138,549  189,193 
 ═════════  ═════════ 
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Notes to the financial statements 
 

Year ended 31 March 2016 
 

 
11. Creditors: Amounts falling due within one year 
 

 2016  2015 
 £  £ 
Trade creditors 10,335  28,629 
PAYE and social security 15,273  16,177 
Other creditors –  2,217 
Accruals and deferred income 119,582  59,871 
 ─────────  ───────── 

 145,190  106,894 
 ═════════  ═════════ 

 

 2016  2015 
 £  £ 
Deferred income brought forward 31,152  168,986 
Released during the year (31,152) (168,986)
Deferred during the year 115,146  31,152 
 ─────────  ───────── 

Deferred income carried forward 115,146  31,152 
 ═════════  ═════════ 

 
12. Operating leases 
 

 The total future minimum lease payments under non-cancellable operating leases are as follows: 
 

 2016 2015 
 
 Land and Other Land and Other 
 buildings items buildings items 
 £ £ £ £ 
 

Less than 1 year 9,083 135 - 945 
Within 2 to 5 years 135,992 14,830 138,379 9,834 
In more than 5 years - - 82,500 10,589 
 ════ ════ ═══════ ══════ 

 
13. Analysis of movements in restricted income funds 
 

 
 Balance at   

1 Apr 2015 
Incoming 

resources 
Outgoing 

resources Transfers 
Balance at     

31 Mar 2016 
  £ £ £ £ £ 
 FIF – 155,192 (143,892) (11,300) –
 MS Society – 7,457 (6,869) (588) –
 ASTF 73,780 114,504 (187,710) (574) –
 IFC – 32,703 (26,169) (6,534) –
 Mental Health – 5,500 (15,126) 9,626 –
 Norwich Debt – 10,000 (17,938) 7,938 –
  ─────── ───────── ───────── ───────── ───────── 

  73,780 325,356 (397,704) (1,432) –
  ═══════ ═════════ ═════════ ═════════ ═════════ 
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Notes to the financial statements 
 

Year ended 31 March 2016 
 

 
13. Analysis of movements in restricted income funds (continued) 
 

 FIF - The Financial Inclusion Fund project is funded by the DTI to retain a caseworker to provide 
advice for clients with debt related issues. 

 

 MS Society - A fund to provide specialist Welfare Benefits advice to people with MS, their families and 
carers in the North Norfolk area. 

 

 ASTF - Advice Services Transition Fund is lottery funding to develop local organisations to collaborate 
effectively with each other improving service outcomes for customers and building more resilient 
organisations going forward. 

 

 IFC - The IFC has increased our volunteers at Great Yarmouth through marketing our services at the 
Borough Council offices, sixth form colleges, medical and health centres, GP's surgeries, Libraries, 
local businesses and clubs. 

 

 Mental Health –bespoke support for mental health patients in Great Yarmouth 
 

 Norwich Debt –city based debt project. 
 
14. Analysis of movements in unrestricted income funds 
 

 
 Balance at   

1 Apr 2015 
Incoming 

resources 
Outgoing 

resources Transfers 
Balance at     

31 Mar 2016 
  £ £ £ £ £ 
 General Funds 294,977 622,020 (575,059) 1,432 343,370
  ═════════ ═════════ ═════════ ══════ ═════════ 

 
15. Analysis of net assets between funds 
 

 
 

 Fixed assets 
Net current 

assets Total 
  £ £ £ 
 Restricted Income Funds:    
 FIF – – – 
 MS Society – – – 
 ASTF – – – 
 IFC – – – 
 Mental Health – – – 
 Norwich Debt – – – 
  ──── ───────── ───────── 

  – – – 
  ──── ───────── ───────── 
 Unrestricted Income Funds 14,845 328,525 343,370 
  ────── ───────── ───────── 

 Total Funds 14,845 328,525 343,370 
  ══════ ═════════ ═════════ 

 
16. Related party transactions 
 
 The trustees did not receive any remuneration in the year. 
 

 Trustee expenses amounting to £754 (2015: £1,411) were paid to three (2015: five) trustees for 
reimbursement of travel expenses to committee meetings. No balance was outstanding at the year 
end. 
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Notes to the financial statements 
 

Year ended 31 March 2016 
 

 
17. Reconciliation of net movements in funds to net cash flow from operating activities 
 

  2016  2015 
  £  £ 
Net movements in funds  (25,387) 117,938 
Interest receivable  –  (230)
Depreciation  (1,243) 6,464 
Decrease in debtors  50,644  88,570 
Increase/(Decrease) in creditors  38,296  (111,733)
  ───────  ───────── 

Net cash provided by from operating 
activities  62,310  101,009 
  ═══════  ═════════ 

     
 
18. Reconciliation of net cash flow movement to movement in net funds 
 

  2016  2015 
  £  £ 
Increase in cash in the period  62,310  101,239 
  ───────  ───────── 

Change in net funds  62,310  101,239 
Net funds at 1 Apr 2015  272,856  171,617 
  ─────────  ───────── 

Net funds at 31 Mar 2016  335,166  272,856 
  ═════════  ═════════ 

     
 
19. Analysis of changes in net funds 
 

 1 Apr 15 Cash flows 31 Mar 16 
 £ £ £ 
Cash at bank 272,856 62,310 335,166 
 ═════════ ═══════ ════ 

 
 
20. Company limited by guarantee 
 

 The charity is a company limited by guarantee and has no share capital. The liability of each member 
in the event of a winding up is limited to £1. 

 
21. Financial instruments 
  
 The carrying amounts of the charity’s financial instruments are as follows: 
  

  2016  2015 
  £  £ 
Financial assets     
Debt instruments measured at amortised cost:     
Trade debtors (note 10)  29,240  103,897 
Other debtors (note 10)  326  4,795 
  ───────  ───────── 

  29,566  108,692 
     
Financial liabilities     
Measured at amortised cost:     
Trade creditors (note 11)  10,335  28,629 
Other creditors (note 11)  15,273  18,394 
  ─────────  ───────── 

  25,608  47,023 



We would also like to thank the Parish and Parochial Church Councils for their
generous donations.

Other funders we wish to say thanks to are Wherry Housing Association,
Saffron Housing Association, Big Lottery Fund, MS Society, Ministry of Justice,
RAF Association, Norfolk Community Foundation, Money Advice Service and all
legacies and payments from general fund raising including the Friends of both
King's Lynn and Norwich.

Also to our partnerships with Shelter, Broadland Meridian, KLARS, NCLS, North
Norfolk Skills Partnership and our sister CAB services at Diss & Thetford and
Mid Norfolk.

The cost of our rebrand was supported by Citizens Advice.

LOCAL GOVERNMENT PARTNERS



Ways to contact us

Norfolk Citizens Advice Bureau
St Crispins House
St Georges Street
Norwich
NR3 1PD

Telephone: 01603 660857
E-mail: public@ncab.org.uk
Website: www.norfolkcab.org.uk

Adviceline: 03444 111444
www.citizensadvice.org.uk

Follow us on Twitter
twitter.com/NorfolkCAB

Like us on Facebook
facebook.com/NorfolkCAB

Watch our films on Youtube
youtube.com/CitizensAdvice

(C) Citizens Advice 2016

Citizens Advice is an operating name of The National
Association of Citizens Advice Bureau

Produced by Norfolk Citizens Advice Bureau
October 2016
Registered charity number: 1071297
Registered company number: 3617412




