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I don’t know how I 
would have coped 
without your help. 
Thank you 
 
 

 

 
 

Annual Report 

 2016-2017  

 

 

 

We value diversity, champion equality, and  
challenge discrimination in all that we do.  

We are a disability confident employer. 
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Chair’s report 

Councillor John Ritchie 
 

Citizens Advice Scarborough & District has helped thousands of people resolve their 

issues in the last year and everyone involved with our wonderful organisation can 

be justifiably proud of their achievements. 
 

Our inspirational staff and team of dedicated volunteers are indeed a credit to us all and they 

should be left in no doubt, that their efforts are truly appreciated by the management committee 

but more importantly by the thousands of people you have helped during the last twelve 

months. 
 

Our team of course has been led for the last six years by Andy Hudson who retired as CEO in 

August. Andy retired on a high note by leading and delivering our Healthy Finances project. This 

was indeed a truly remarkable piece of work. In partnership with local GP’s, hundreds of people 

suffering with mental health issues brought about by financial problems were helped by Citizens 

Advice Scarborough & District. 
  

To say the project was successful would be a gross understatement; the results of our project 

show that the people we helped slept better, took less medication, visited their GP less often, had 

more money in their pockets and generally felt a lot more positive about their future.  
 

This wonderful piece of work has not gone unnoticed with Citizens Advice nationally, who are 

now considering how this kind of work might be rolled out across the country. Well done to all! 
 

The value of the work we do is also recognised by our partner organisations, North Yorkshire 

County Council and Scarborough Borough Council. The latter signing off on a new three-year 

service level agreement in April; and I want to thank both NYCC and SBC for their continued 

support. 
 

With Andy stepping down from his role as CEO the management committee went through a 

recruitment process; we were very pleased by the response to our advert which attracted 

interest from across the country and at the end of the process we were absolutely delighted to 

appoint Anne-Marie Benson as our new CEO. Anne-Marie brings a wealth of experience with her 

and I know she’ll make a fantastic job of helping our organisation meet the challenges it will face 

in the months and years ahead. Welcome Anne-Marie. 
 

In closing this brief forward I want to personally thank all members of staff, the management 

committee and volunteers for the support they have given me over the last year. We’ve been 

joined by several new faces on the management team – welcome Liz Colling, Andrew Jenkinson 

and Roberta Swiers and a special mention to Dave Hawley our treasurer for his expertise and the 

support he gives to our staff. Finally, following Andy’s decision to retire, we (the management 

committee) asked him if he would be willing to stay on as a member of our management 

committee and I’m pleased to say Andy has agreed. 
 

I hope you enjoy reading our annual report and we look forward to another year of helping 

people who are truly in need.         

 

Kind regards, John 
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Chief Executive Officer’s report  

Anne-Marie Benson 
 

Farewell to Andy Hudson 
 

I took up my new position in June 2017, with Andy Hudson retiring as CEO after almost 6 

years in the role. Andy leaves the organisation in good shape, with a strong team of 

volunteers, paid staff, managers and strong external relationships. 

Andy presided over a lot of change in the organisation and much of the year was 

dominated by the possible merger with Citizens Advice Ryedale, which unfortunately did 

not come to pass.  

However, during his time Andy managed to secure substantial funding from the Big 

Lottery and Comic Relief, as well as increasing our core funding too. Andy leaves behind a 

robust legacy and I hope to do it justice in the coming years. 

 

2016-17 saw an increase in the number of clients we helped 
 

This year we advised 3,857 clients with 11,949 issues – a 14% increase in the number of 

clients seen since last year.   
 

We also secured £6,839,131 of financial gains for clients, the majority of whom were 

particularly vulnerable due to; age, disability or long-term health condition, or suffering 

from poor Mental Health, either temporarily or long-lasting. 
  

Quality Audits passed 
 

We successfully completed and comfortably passed a number of new quality audits 

assessing our organisation and advice work, including: 
 

 Money Advice Service’s new external Peer Review audit of our debt cases 

 Quarterly monitoring of our frontline advice under Citizens Advice’s Quality of 

Advice Assessments 

 Taking part in the pilot of Citizens Advice’s annual organisational audit to 

demonstrate the organisation is well-organised, strong and robust with 

appropriate oversight, controls, processes and procedures 

 This audit included a 3-yearly on-site visit, and we passed this with all aspects in 

green, meaning we fully meet AQS’s Advice Quality Mark with casework 

 

And finally… 
 

We have a renewed online social media presence and are looking to increase our 

connections with local people, bodies, groups and other voluntary and community 

groups. Can I therefore please ask all of you who use social media to follow us on  

Twitter (@ScarCAB) and/or on Facebook (www.facebook.com/SCARCAB/) 

 

Thank you

http://www.twitter.com/ScarCAB/
http://www.facebook.com/SCARCAB/
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Our Impact 2016 - 2017 
 

 

Who we helped 
 

 

 

  

 

 

 

 

 
 

 

 

 

 

 

 

Why we are needed 
 

77% of clients said  

they wouldn’t have been able to  

solve their problems without us  

 
 

 

The difference we made 
 

                  7 in 10 

   clients had their    

     problems solved by  

     coming to see us 

 
 

 
 

 

For every £1 invested in Citizens Advice  

Scarborough & District in 2016-17  

we generated at least: 

 

 

 

 

 

 

 

 
 

HM Treasury approved methodology 
 

All this benefits individuals and society

1in 3  
people turn to us 

when issues are 

urgent or critical  

2 in 3 
clients felt more 

confident to handle a 

similar situation in the 

future 

1 in 2 
clients said they had 

more money or more 

control over their 

finances after our advice 

turn to us when issues 

 

3,857 people 
    with 

11,949 issues 

  9 in 10 
of our clients said their 

problem affected their lives, 

including causing anxiety and

financial difficulty 
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Key statistics 2016 - 2017 
  

Clients and issues Financial Outcomes 
  

 

  
 

 

Top 5 advice categories 
 

 
 

 

Contacts by Channel 
 

 

37% 

33% 

5% 

5% 

4% 

16% 
Debt

Benefits & tax credits

Employment

Housing

Financial services &

capability

all other

Clients 3,857 

Advice Issue Codes 11,949 

Client Contacts 11,041 

 

40% 8% 14% 37% 1% 

0% 20% 40% 60% 80% 100%

Face to Face

Adviceline Phone

Telephone

Letter/Mail

Email/Web

Value of benefits advice £5,237,298 

Value of debt advice £1,491,435 

Value of other advice £110,398 

Total value of our advice £6,839,131 
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   Gender of Clients   Disability 
 

 

 

Ethnicity of clients 
 

 
 

 
 
 

 
 
 
 
 
 
 
 
 
 

Age range of clients 
 

 

0 
 

 

1% 1% 1% 2% 

96% 

Asian or Asian British

Black or Black British

Mixed

Other

White

0 
28 

189 

309 307 299 307 
342 

405 
373 

337 

216 

153 

85 
49 

24 
3 1 0 

0

50

100

150

200

250

300

350

400

450

55% 
45% 

0% 

Female

Male

Trans

(2 ppl)

54% 

46% 

Disabled or

LTH Condition

Not disabled/

no health

problems
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Our Advice Services 
 

 

Citizens Advice Scarborough & District is a local independent 

registered charity and all of our advice services are wholly 

funded from grants and donations. We receive no funding from 

the Government or our parent national organisation Citizens 

Advice, and 79% of our workforce are unpaid volunteers. 

Throughout 2016-17 we offered generalist frontline legal advice to 

the people of Scarborough & Whitby and District.  

 We helped 3,857 clients with 11,949 advice issues 

 We delivered our services over the telephone and in person 

in Scarborough, Whitby, Eastfield and Scarborough Hospital 

 We provided energy advice appointments to deal with peoples issues with energy 

companies, such as debts, discounts, disconnections, inaccuracies and complaints 

 We ran a Legal Advice Clinic – offering free appointments with local solicitors 

 During each working week we provided 7 day-long advice sessions. 

o Scarborough – 3 drop-in days per week – Monday, Tuesday & Thursday 

o Whitby – 2 drop-in days per week – Tuesday & Thursday 

o Eastfield outreach – 1 drop-in day – Thursday 

o Scarborough Hospital – 1 day of appointments – Friday 

 

As mentioned in the CEO’s report above, the demand for our services has increased by 

14% since last year. Debt and benefits issues continue to be the main areas that people 

come to us for support with (70% of all our clients).  

However, what we see at the moment is that many clients or families have been 

struggling to get by for several years, but then a major event happens - their lives are 

turned upside down and they don’t know how to find a way forward.  

These events can include: getting ill or having an accident; reduced hours at work or losing 

your job entirely; a relationship breakdown or bereavement; and benefits being cut or 

stopped altogether. 

There is also an increased complexity in the issues clients are presenting with and we are 

really seeing the links between them and declining aspects of well-being for people.   

For example, a client was laid off job after 15 years without any notice or payment. He 

started suffering from anxiety and depression. He lost self-confidence and was less able to 

cope - this affected his ability to get another job. He started getting into trouble with 

money, but didn’t want to admit it to his wife, so they ended up with an eviction notice to 
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leave the family’s home.  

We managed to get the eviction stayed, and entered into discussion with his employer 

about redundancy payment. We also made sure the family received all the welfare benefits 

they were entitled to, and sorted out acceptable re-payments to the landlord. We also 

made him aware of support available locally for people experiencing mental health issues.  
 

Due to our help, the family weren’t evicted from their home, they received a redundancy 

pay-out, the client accessed counselling support which was really helping, and he is now in 

full-time employment again. In addition, the client now knows what to do if he sees similar 

signs in himself or others in the future. 

 

Our Whitby Advice Service 
 

We have seen a total of 610 unique clients in the year 2016-17, which is down on last 

year.  However, the number of appointments we have delivered has increased.  This 

would indicate that we are seeing more clients with multiple problems, and they are 

visiting us several times. Many are finding that they are unable to deal with the 

increasingly complex issues they are faced with. 
 

We have helped clients gain more than £500,000 in benefit awards.  We have also been 

instrumental in helping almost 50 clients and their families access approximately £3,000 

worth of food from the Food Bank for Whitby, while also helping them to tackle the root 

cause of their difficulty.  We have once again been fortunate to have been given donations 

to help Whitby residents with payments on gas and electric cards, and bus fares to 

essential appointments.  These small amounts are very important as Whitby has fewer 

organisations to help people than Scarborough. 
 

We are still providing specialist debt and welfare benefits advice and benefit check 

sessions.  Whitby also hosts a solicitor from Pinkney Grunwell on a monthly basis who 

provides free initial legal advice on referral from our office.   
 

We have continued to work closely with our voluntary sector colleagues, both within 

Church House and in the wider community. 
 

Our Whitby volunteers continue to be a valued resource and the team has remained the 

same, providing stability to the service.   

    Comments from our Client Satisfaction Surveys 
 

 
 

 

I am so much happier and will be 

using CAB again 
 

I feel like I have an anchor now and I 

am much less stressed 
 

More appointments would be good but 

understand it's a busy service 
 

Everyone was very kind, helpful and 

friendly, very organised and efficient 
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Projects 

 
We also deliver our service through a variety of additional projects, relevant to our 

local areas or expertise. We provide specialised advice and support with debts, money 

management and benefits advice, through our funded projects for people with more 

complex needs.  
 

We provide the following services in and around Scarborough and Whitby: 
 

The Health Welfare Service – a project based in the Cancer Care Unit of 

Scarborough Hospital providing in-depth advice and casework to people 

treated there. These clients are often newly diagnosed and they and their 

families are coming to terms with the implications, especially if it is a terminal 

diagnosis. The problems that we deal with can be wide ranging but mostly 

include applying for relevant benefits, making charitable applications, and 

dealing with debt, housing and employment issues. This work is usually 

intensive, vitally critical and with urgent deadlines.  

During the year this project saw 179 clients and dealt with 468 issues. The financial 

outcomes achieved for clients by this project were £530,132. This equates to £2,962 per 

client. 

  

Money Advice Service Debt Advice Project – this project provides crucial debt and money 

advice and casework to the people of Scarborough. We know there is not 

enough of this vital specialist advice in Scarborough because our waiting 

list is invariably at least three or four weeks long.  

We provide debt solutions for clients and a lot of our work involves 

dealing with people’s non-priority debts (personal loans, credit and 

finance) to ensure they have enough money to be able to afford to stay in 

their homes, and not face repossession or eviction.  

This project saw 417 clients and dealt with 2857 issues. The financial outcomes achieved 

for clients by this project in 2016-17 were £1,491,435. This equates to £3,577 per client.  

 

Welfare Benefits Advice – Assistance with benefits appeals and complex 

benefits applications. This service guides people through the application or 

appeal processes and provides expert advice so clients know what to do to 

maximise their chances of success. In exceptional circumstances, we did also 

write submissions or attend tribunals with clients, but our ability to do this is 

extremely restricted, due to lack of funding. 

The most common cases we dealt with during 2016-17 were: Personal 

Independence Payments (25%), Employment Support Allowance (18%), 

Benefit checks (11%) and Housing benefit (10%).  

This project saw 248 clients and dealt with 307 issues. The financial outcomes achieved for 

clients by this project in 2016-17 were £504,435. This equates to £2,034 per client.  
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Good Finances = Good Health – is an innovative Comic Relief funded project 

providing debt advice, income maximisation and money management 

assistance for people experiencing mental health issues. This project sets out to 

improve people’s mental and physical health through advice and support 

around debts, benefits, housing, and improving financial awareness & 

capability.   Each person has support and advice tailored to their individual 

needs. We work with Scarborough and Ryedale MIND to provide in-depth advice 

and mental health worker support to extremely vulnerable people in 

Scarborough, Whitby & District. The majority of this advice work is around debt 

and benefits, helping people to sort out their debts, get the benefits they are entitled to, 

however for this client group much of the work takes between 2-4 times longer than our 

usual cases.  The MIND worker gives clients the extra support and assistance to help the 

client tackle the tasks they otherwise couldn’t do on their own. 

During the year this project saw 332 clients and dealt with 1110 issues. The financial 

outcomes achieved for clients by this project in 2016-17 were a staggering £1,517,901. This 

equates to £4,572 per client.  
 

    Comments from our Client Satisfaction Surveys 
 

 

 

 
 

 

 

You helped me so much when no-one 

else would. You are a vital public 

service and as such, you should be 

funded properly  
 

You dealt with my debts so quickly and 

well. I feel I can make a fresh start now. 
 

 

Your service is invaluable and has 

helped my wellbeing no end 
 

I know what I need to do now. 
 

Very easy to talk to, really helpful and 

really understanding about my mental 

state 
 

 

 

 

 

3,857 
clients seen with 

11,949 
issues 

 

 
 

 

  £6.84m 
is the total amount  

we increased clients 

incomes by in  

2016-17 

 

 

 

 46 
volunteers with

an economic

value of 

 £218,544 
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Outcomes and the difference  

we make in people’s lives 
 

We collect data on two main types of outcome. Firstly, the financial difference we 

make to clients and their families’ lives, either by maximising income or by reducing 

debt. Secondly, through client surveys and studies we collect data on the difference 

we have made to clients’ lives and often their feelings of health and wellbeing. 
 

Financial Outcomes 
 

We record financial outcomes based on what income we know or can reasonably expect 

a client will receive following our advice, including: benefits claimed or appealed; trust 

and charity applications; debts written off or payments reduced; other financial benefits 

from budgeting to employment and housing advice.  

 

Following Citizens Advice’s Outcomes and Impact Research (2017) we know the social 

impact and financial value of Citizens Advice Scarborough & District’s work in 2016-17. We 

have used a Treasury-approved model, designed by New Economy (Modelling the value 

of the Citizens Advice service in 2016/17). 

From this research we can calculate the total value of our benefits advice in 2016-17 was 

£5,237,298. We also obtained £22,362 of charitable payments for clients and wrote off 

£1,028,280 of clients’ debts, mostly through the completion of Debt Relief Orders. 

 

Satisfaction Outcomes 

 

We carry out client satisfaction surveys to help us gain an understanding of how good a 

service we are providing, to see how our service can be improved and how we can 

further provide the outcomes people need to move forward in their lives. 
 

 

 

94%  said it was very easy or easy to access our service 

98%  said they very happy or happy with the advice 

                    provided to them 

99%  said they were would use our service again 

99%  said they would recommend our services to others 

99%  said they were very happy or happy with the  

overall service 
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In addition, with projects that have an element of health/ social welfare we often ask 

clients about the service’s effect on their wellbeing. The results below are feedback from 

clients of the Comic Relief Good Finances = Good Health project: 
  

  73% said the advice they received had resulted in them feeling less stressed 

  55% said the advice they received had resulted in them sleeping better 

  32% of clients said after the advice their physical health had improved 

  71% of clients said they now felt more confident managing their money 
 

 

 

Client case study 
 

Statistics only tell part of the story of the work we do, 

here is the story of just one family we helped to 

resolve  their issues and find a way forward. 

 

Client’s situation - Mr A was referred to us by a Nurse, after he was diagnosed with 

terminal cancer. Mr A lives with his wife and two children (under 11), in a mortgaged 

property and he was working full-time. All of the family were reeling from the terminal 

diagnosis and struggling to come to terms what it meant to them as a family, and how 

they would cope. 

On top of this, the family were worried about how they would manage to keep food on 

the table, pay their bills and debts and keep their house without Mr A’s wage. The bank 

was making things worse by threatening repossession.  
 

The difference we made – We helped the family navigate the complex benefits system 

to achieve their correct entitlement. This resulted in an improvement on their previous 

salaried income of over £200pm; an extra £2,500 per year and significantly there would 

be no break in their income. These payments also included mortgage support, so after 

we negotiated with their bank, they were able to keep their house. 

The family were awarded the maximum Macmillan grant of £450 for assistance with new 

clothes for Mr A, a day out for the kids, and travel to the hospital. We also reduced their 

debt outlay from £100 per month to £15. 
 

Mr and Mrs A noticed a huge reduction in their stress and worry after our actions, 

especially once the repossession issue was resolved. They are now feeling a lot more 

secure financially and are better able to manage and control their living circumstances. 

This has meant in particular, that they feel much more able to cope with the extremely 

difficult time ahead of them
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Our Volunteers and Training 
 

If our 46 volunteers were paid, it would have cost us 

£218,544 to provide the 14,270 hours they spent 

delivering our service. 
 

We had eleven new starters in the year 2016-17, with people 

joining us as trainee advisers, receptionists and an admin 

worker.  The new adviser training programme developed by 

Citizens Advice is operational and incorporates the traditional learning from training 

packs, e-learning, and observations with on-line assessments.  Despite some elements 

being streamlined, the increasing complexity of the work we ask advisers to do, means 

that training still takes between 6 and 12 months to complete.  Most trainees report 

enjoying the training, although no-one has said they have enjoyed the Universal Credit 

training pack! 
 

Our existing volunteers have also all had to undertake additional training in debt work to 

ensure we are compliant with Money Advice Service Debt Accreditation requirements.   
 

We have held several staff training sessions throughout the year, including smart meter 

training and a Dementia Awareness session to make us more dementia friendly.  We 

have also had guests from local organisations who have come to the meetings, and we 

have had very interesting talks from the Living Well team from NYCC, the HMRC Needs 

Enhanced team and Carers Resource, among others.  Two members of staff have signed 

up as Volunteer Champions for IDAS 

(Independent Domestic Abuse Services) and 

information from their involvement has been 

cascaded to all workers.  We hope we will be able 

to support anyone going through any sort of 

domestic abuse with more effectively. 
 

Our volunteer advisers work to an amazing 

standard and are constantly updating their 

knowledge and skills.  We know we ask a lot of 

them, but they always deliver.  The reception 

team do an incredible job on the front line, 

dealing with sometimes difficult situations with 

patience and skill, and our admin volunteers 

work extremely hard to make sure our specialist 

workers can deliver more advice, more efficiently.   

 

Thank you very much to all our volunteers 

 for their fantastic contribution.

 
 

Some comments 

from our 

Volunteers  

 

The training has given me so 

much more confidence 
 

I feel really proud of the work I do 

as a volunteer at Citizens Advice 
 

I never knew there was so much 

to know… 
 

I feel like I’ve sort of got 

hooked on giving advice!  
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Research and campaigns 
 

We undertook Research and Campaigns work both in our local office and also as part 

of the CANYY (Citizens Advice North Yorkshire and York) group.  This has been useful 

as we have been able to feed into consultation documents on changes to state 

benefits of Attendance Allowance and Personal Independence Payment (PIP).  We 

undertook research into the cost of doctors’ fees for medical letters in support of 

benefit applications and also letting agency charges, feeding into the national Citizens 

Advice campaign.  

 

In 2016 - after 7 years of 

campaigning by Citizens Advice - the 

government committed to banning 

all letting agent fees charged to 

people living in rented homes. 
 

In 2015/16 we saw a significant increase in 

problems regarding letting agents fees. 

Using our data and advice notes Citizens 

Advice showed the scale and range of the 

issues and added our voice to the debate. 

We promoted the issue in the media, and 

used our insight with decision-makers.

 
 

Citizens Advice evidence was referenced in a 

government consultation and included in a 

Housing of Commons briefing on the issue.  

 

This will save  

4.5 million 

people hundreds 

of pounds. 

 
 
 

We also contributed to research being carried out nationally into the availability of basic 

bank accounts, visiting local branches of all the high street banks.  The research was 

published as Getting the Basics Right in February 2017.  
 

Our experience with first the Healthy Finances project and then our Comic Relief funded 

project (Good finances=Good Health) has given us an insight into dealing with clients 

with mental ill health.  As a result of this we were asked to be a part of the Mental Health 

and Practical Advice Panel by national Citizens Advice.  
 

Advisers brought 94 issues to the attention of the national Research and Campaigns 

team and locally, there has been a big increase in concerns about PIP medicals, where 

clients report that the information used to make decisions is simply incorrect.  There has 

also been a huge increase in problems with DWP communications, where clients (and 

advisers) are not able to get through on the telephone, are cut off after waiting a long 

time or receive letters requiring a response dated two weeks before they receive them.   

These issues increase the anxiety and financial stress for clients so it is important that we 

keep raising them. 
 

We are still working with Scarborough Lions on the Fuel Poverty initiative.  The funds 

they have raised have resulted in us being able to top up energy cards and keys for 

clients who are facing real financial difficulty. 
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Funders, partners & supporters 
 
 

Thank you to everyone who has supported us financially 

and in kind to enable us to deliver our service across 

Scarborough, Whitby and District 

Main funders 
 

 Scarborough Borough Council 

 North Yorkshire County Council 

 Comic Relief 

 Money Advice Service 

 Eastfield Town Council  

 York NHS Teaching Hospitals Trust 
 

Donations as money for clients 

 Two Ridings Community Foundation 

 Scarborough Lions 

 Whitby Churches Together  

 Yorkshire Coast Homes 

 

Partners and Supporters
 
 

Citizens Advice North Yorkshire & York 

General Practitioners in the district 

Scarborough & Ryedale CCG 

Scarborough Whitby & Ryedale MIND 

YMCA  

Community Counselling  

Rainbow Centre  

CaVCA  

IDAS  

Age UK 

Shelter  

NYCC Trading Standards  

Foundation  

NYCC Libraries  

Royal British Legion  

SSAFA  

Welfare Benefits Unit  

Whitby, Scarborough & Ryedale DAG  

Carers Resource  

Horton Housing  

Pinkney Grunwells Solicitors  

National Citizens Advice

 

      A Special Thank You to Michael & Helen Penman  

for their continuing support 

Thank You also to our clients for their kind donations 
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Contact details 
 

    

 

Local offices: 

Scarborough: 

4 Elders Street, Scarborough, North Yorkshire, YO11 1DZ 
 

Whitby: 

Church House, Flowergate, Whitby, North Yorkshire, YO21 3BA 
 

 

Outreach locations: 

Eastfield Community Centre, High St, Eastfield, Scarborough YO11 3LJ 

Cancer Care Unit, Scarborough Hospital, Woodlands Drive, Scarborough 

YO12 6QL 

 

Telephone 

 

Adviceline 03444 111 444 

Admin only 01723 368710 

 

Online 

www.citizensadvicescarborough.org.uk  

www.citizensadvice.org.uk 

 

Social media 

 
@ScarCAB 

https://www.facebook.com/SCARCAB/  

 

Citizens Advice Scarborough & District is a trading name of Scarborough and District Citizens Advice Bureau. We are a local 

independent charity (No. 1112726) and a private company limited by guarantee (No. 5538079). Registered Office 4 Elders 

Street, Scarborough N Yorks, YO11 1DZ.We are Authorised and Regulated by the Financial Conduct Authority (FRN 617725) 

http://www.citizensadvicescarborough.org.uk/
http://www.citizensadvice.org.uk/
http://www.citizensadvice.org.uk/
https://www.facebook.com/SCARCAB/
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