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THE SERVICE AIMS

To provide advice people need for the problems they face.
To improve the policies and practices that affect people’s lives

To provide free, independent, confidential and impartial advice to everyone on their
rights and responsibilities.

The Bureau values diversity, promotes equality and challenges discrimination.

EQUAL OPPORTUNITIES

The Bureau recognises the promotion of Equal Opportunities as an essential and
integral part of all its services.

Scarborough & District Citizens Advice Bureau recognises that people and groups
suffer oppression and discrimination in our society for reasons including (but not
only) their race, gender, age, class, sexuality, and disability.

The service provision and personnel practices with both paid staff and volunteers
take positive steps to redress this discrimination and achieve equality of opportunity
and access.

Andy Hudson

Chief Executive



Foreword from the Chair

| write this foreword to the 2015 Annual Report at a time when charities like Citizens
Advice are under pressure to answer two very important questions: how do you
demonstrate the impact of the service you offer? And, how do you ensure good
governance of the money that is donated?

The first question is one of the easiest to answer. We exist to overcome the
problems that can affect individuals, and the detrimental impact they can have on
their lives. Throughout this report we can put a financial value on a handful of
outcomes around this concept. These include preventing job loss through
employment advice, preventing eviction and homelessness through debt and
housing advice, preventing trips to the GP and accessing talking therapies through
all of our advice, as well as general improvements in health and well-being. Our
advice to the individuals concerned can be profound and we can’t put a pound sign
on feedback that tells us that we have helped them to improve their family
relationships, general health, wellbeing and mental health. Within this report you will
see a figure of £6.3 million pounds as an estimate of additional benefits secured for
clients — all or most of which will be spent in local shops and on local services.

In terms of good governance, we have an active and knowledgeable group of
trustees who meet regularly and are committed to maintaining the values, vision and
reputation of the service. This includes regular oversight of the way in which funding
is used and how spending, for example, on behalf of a specific donor’s plans remain
relevant and valid. Our financial reserves are prudent and are maintained to avoid
the position that the much publicised Kids Company found themselves in. We thank
our main local funders: Scarborough Borough Council and North Yorkshire County
Council and the National Lottery for their generous support and we continue to work
hard to attract additional funding to sustain our activity.

We continue to be a campaigning organisation, helping people resolve their legal,
money and other problems by providing free, independent and confidential advice,
and by influencing policy makers. But the increased demand and complexity of so
many of our cases is straining our capacity to deliver. We need more volunteers and
trustees to work alongside our small team of dedicated staff and volunteers. We will
go on doing what we can — supporting those who need us, standing up for something
better, campaigning and informing. We do this because our most needy clients are
those who will never perform well in a competitive social system and those who
suddenly find themselves needing our help with unforeseen problems tell us that a
crisis saps their confidence and initiative. We do it because we know that poverty
and need are not caused by fecklessness — they are the result of far more complex
circumstances — including low pay for hard work!

And we know that our clients and partners trust us to provide appropriate and
impartial advice to all. Thank you once again to a dedicated team of volunteers and
staff for doing their bit to make Scarborough, Whitby and District a better place!

Bob McGovern

Chair



Chief Executives Report

The Scarborough & District Citizens Advice Bureau is an independent charity which
has been operating since 1939. It is funded wholly from grants and donations; both
large and small. The Bureau receives no funding from the Government, nor is the
Bureau funded from the parent organisation, Citizens Advice (Cit A). To be a
recognised Citizens Advice Bureau, we pay a membership fee to Cit A, and are
subject to a series of demanding quality audits to ensure the quality of our advice
services meet the standards required.

The Scarborough & District Bureau comprises two separate offices; one in
Scarborough, and one in Whitby, and undertakes client funded outreach provision at
Eastfield and the Scarborough District Hospital. For a limited period, it has also
been funded to undertake an advice service for one day a week at a Whitby GP
Surgery, and Barrowcliffe Childrens Centre.

As | reported last year, the current financial climate continues to make life very
difficult for the voluntary sector. Sources of regular grant funding are not
guaranteed, and bids to organisations that may make money available for a project
to deliver a specific outcome are much harder to obtain. A great deal of work is
required to submit an application. It can take many weeks to complete even a ‘Stage
One’ or ‘Outline’ bid, requiring a comprehensive needs analysis, full costings,
predicted outputs, and, more often, demonstration of multi-agency partnership
working, and even requiring the submission to provide a degree of matched funding.
Whilst the needs analysis and full project costings are relatively straight forward, the
demonstration of partnership working can be more difficult, particularly when a
number of potential third sector partners might be wishing to submit a bid to the
same funder. For example, the Big Lottery has recently released £30m in funding for
organisations to undertake projects to ‘help people through crisis’, lasting between 3
and 5 years. But have indicated only 50 or 60 projects nationally will be funded. If
you then think at least 120 CAB will bid, plus a large number of other large national
charities, plus any number of smaller local organisations, it can be seen that the
competition is very fierce and each bid, often word limited, has to be of a very high
quality to succeed. Even when the needs analysis is very strong, and the project
costings show a very low value compared to high level of benefit due to the support
of non-paid volunteers, funders prefer bids that show a level of matched funding.
But charities, like the Scarborough CAB, are very often not in a position to match
fund, as they run their ‘core’ service at a deficit due to insufficient direct grant
income, so that the total cost of core services can only be covered by including a
proportion of this cost against a project cost. So it becomes a vicious circle; the
bureau has to win project funding to enable a contribution to the core costs so as to
allow the bureau to operate, yet it also has to contribute matched funding, which
reduces the amount of money the bureau has to cover the core costs.

All this increases the pressure on the Bureau to remain financially viable, whilst at
the same time, Scarborough & District CAB has some of the highest demand when
compared to the other Bureaux in North Yorkshire.

Scarborough & District CAB, once one of the larger bureaus in North Yorkshire in
size and delivery, is becoming one of the smallest. The two bureaux of Hambleton &
Richmond merged into a single bureau in 2013/14, and are currently holding talks



with Selby bureau, and in 2014/15, the three bureaux of Harrogate, Ripon & Craven
also merged into one large Bureau. This was done in order to improve resilience,
and reduce costs on central services such as management, finance, personnel, IT,
training and other internal services. Throughout North Yorkshire, this creates three
very large bureaus, and leaves Scarborough, and Ryedale. Exploratory talks were
held with the Ryedale bureau to see if a merger might be beneficial, and whilst no
agreement has yet been reached, we are looking how we might share some
resources and where necessary, work together to submit joint funding bids. Itis
important at a strategic level however, that a merger option remains open, both in
order to seize opportunities and improve efficiency, but also in order for Scarborough
and Ryedale to have a representative voice within the North Yorkshire Bureau
consortium (Citizens Advice North Yorkshire & York).

The important role that Scarborough & District CAB plays in the community can be
demonstrated by the following activity. In 2013/14, the Scarborough & District CAB
dealt with 13,065 enquiries, of which 3,119 were face to face detailed advice within
the Scarborough or Whitby Bureaux. In population terms, this meant that 12% of the
Scarborough Borough population contacted us, and approx. 3% were dealt with face
to face. The Bureau helped these clients deal with £3,902,932 of debt, and achieve
a total income gain of £6,366,164 through benefits and other indirect income gains,
to which the clients were legitimately entitled. It is remarkable that a local charity can
generate as much as £6.3 million by way of increased income, which, as the Chair
has mentioned in the foreword, the vast majority of which is probably then spent
locally. It can be seen that it terms of the Bureau’s contribution to the local economy,
it is the equivalent of a medium sized business enterprise.

All this is achieved with only 12 full time equivalent staff, and approximately 40 part
time volunteers. The value of the volunteers alone in 2014/15 was £258,930.
Without their commitment to feely give up their time to help people, the bureau would
simply not be viable.

Funding - lost and found...

As stated above, the bureau is an independent charity and is funded wholly from
grants and donations; both large and small. It is the ‘life-blood’ of the organisation,
and is constantly seeking opportunities to gain funding to provide enable us to
continue to provide advice. It is always the nature of funding however, that a large
proportion is short term, providing at the most a few years security whilst delivering a
project or similar outcomes.

So, some funding was lost....

The contract we had with the Castle Health centre for many years, which allowed the
local Bureau to give welfare benefit and money advice to patients at the surgery, was
terminated in March 2014 due to a change in provider.

And, other funding was sustained...

Scarborough Borough Council continues to be great supporter of the bureau, and
recognises the important role we have to play in helping the community. The
Council maintained its generous level of funding in 2014/15 through the granting of
£72k by way of a three year service level agreement, despite the fact that they too



are experiencing significant financial pressures due to cuts in government funding.
This service level agreement will end in March 2016, and it is hoped our success in
dealing with Borough Council residents will enable us to have this agreement
renewed for a further 3 years.

North Yorkshire too, sustained the Bureau through a two year service level
agreement, granting the Bureau £53k to deliver welfare benefit advice, and to help
support its core services. This was renewed for a further two years.

Without this level of support from these two local authority partners, the Bureau
simply could not survive.

The Money Advice Service, which has provided funding for specialist money advice,
also renewed a two year contract, whist requiring an increase in client numbers.

Last year | reported that the Bureau was awarded £350k from the Big Lottery to
deliver a two year project to provide advice to clients with mental health issues,
learning disabilities, and physical and sensory impairment. In partnership with
Scarborough Whitby & Ryedale MIND, Scarborough & Whitby disablement action
groups, Scarborough Borough Council, Yorkshire Coast Homes, Keyhouse, the
Tees, Esk & Wear Valley NHS, and the local Scarborough & Ryedale Clinical
Commissioning Group, the Bureau offers advice and support to clients who suffer
with mental health, learning and other disabilities, many of whom are significantly
affected by the welfare reforms. This project has been an outstanding success. In
the financial year 2014/15 we provided supported advice to approx. 700 clients. We
have helped these clients deal with £307,849 of debt, and achieved direct and
indirect income gains of £3,394,450. These figures are much more than the
‘average’ client who the CAB advises, and show that without professional advice and
assistance, the most disadvantaged are unable to receive the financial benefits they
are entitled to. Through monitoring and feedback, the clients reported that:

36% recorded an improvement in mental health

72% reported an improvement in their physical well being
40% said they now visited their GP less often or not at all
14% reported reducing or ceasing medication

67% said they were sleeping better

60% felt more ‘safe and secure’

57% felt more confident about their money

56% felt their employment, training or work had improved
78% felt their relationships with family had also improved.
68% had an improved sense of “who they are”.

These outcomes demonstrate the difference the Citizens Advice Bureau can make to
their lives, both financially, and in terms of their health and well-being. There is,
however, a growing awareness that advice and health are heavily related, and that
for GP’s in particular, having an advice pathway available for a patient can deal with



the root cause of the patient’s issue, and also save a proportion of the GP’s time,
and costs. A recent report, published by Lord Low, stated that “...advice provision in
primary health settings can reduce an estimated 15% of time GP’s spend on benefits
issues, and leads to fewer repeat appointments and fewer repeat
prescriptions...people who receive advice experience lower anxiety, better general
health, better relationships and housing stability...”

The Scarborough CAB project was cited as a case study within the report (The Role
of Advice Services in Health Outcomes — Low Commission — June 2015, p.63)

But no funding was found...

Despite our best efforts, there were no releases of funding in 2014/15 from large
organisations or Government agencies, for which the Citizens Advice Bureau were
eligible to bid for. The picture is vastly different in 2015/16 however, with potential
funding streams amounting to several hundred thousand pounds being made
available by a number of organisations. But as stated above, competition is very
fierce, and a lot of work is needed in order to meet submission criteria. The
outcomes will be known in the next few months, and will govern the nature of
services we are able to deliver in the foreseeable future.

Quality of Advice

The Citizens Advice Bureau is monitored by the national organisation, Cit A, to
ensure the advice it is providing through its staff and volunteers, is accurate,
independent, objective and of the highest quality. The bureau had a full
organisational and quality of advice audit in October 2013. Due to the volume of
clients the bureau is trying to deal with, the bureau was seen to be placing too much
emphasis on providing advice, rather than recording the actual advice given in the
level of detail which is required by CitA. Whilst it is extremely difficult for a volunteer
or member of staff, after seeing a client, to spend 30 minutes writing up the case
notes when there is queue of people still waiting in reception, such action is vital if
we are to continue to be able to demonstrate the quality of our advice and retain our
membership. As a result, all our staff and volunteers underwent refresher training in
case recording and we introduced an appointment system for generalist advice with
administrative time for case recording built in. All our cases now undergo random
checks for accuracy and standard of recording. Maintaining the balance between
dealing with demanding client numbers, and maintaining accuracy of case records is
an ever challenging task, but the recent inspection saw our ‘quality of advice’ score
rise to 81%, an extremely high score in relative terms, and one which means the
bureau is not required to undertake any further action.

The Future

A number of key challenges are facing us in the future. Operationally, there is a
national move by Cit A to encourage bureaux to maximise resources by reviewing its
‘channel strategy’ and encouraging clients to use where possible, telephone advice.
This is now certain to become a mandatory membership requirement. Whilst the
provision of a ‘call centre’ type of advice is designed to help bureau relieve the
pressure of clients coming through the ‘front door’, the nature of our enquiries and



issues are often only able to be dealt with by face to face contact. Nevertheless, we
are responding to the development, and all the bureau in North Yorkshire and York
are working together to develop a regional telephone advice system where bureau
essentially rota time so to deal with calls received throughout North Yorkshire. The
success of this pilot continues to be evaluated and will help shape our service
delivery in the coming year.

Despite the continued support from Scarborough Borough Council, and North
Yorkshire Council in helping to support our core funding, the bureau will face a deficit
budget in 2016/17 when funding for the ‘Healthy Finances’ project ceases at the end
of September. If we are to continue to sustain this level of support, the bureau must
maintain funding and the Bureau currently has submitted bids to amounting to
£657,000 over 5 years to undertake specific projects, but as | have stated above, the
outcomes of the bids cannot be guaranteed, and the bureau must continue to
develop its partnership working, and find new and creative ways of delivering its
services in a way that attracts the level of funding needed to meet the ever
increasing demand on our advice services.

Andy Hudson

Chief Executive

Treasurers Report

We thank Scarborough Borough Council and North Yorkshire County Council for their
continued financial support. We also want to thank the many other individuals who donate
money to the bureau. We would also like to thank M & H Penman, Westborough Methodist
Church and the Parish of Whitby with Ruswarp.

We ended the year in a satisfactory positon. However, we must continue our fundraising
effort to cover core costs and continue the good work of the bureau in future years.

Dave Hawley

Treasurer



Volunteers and Training

The Bureau had 52 enquiries regarding volunteering with us in 2014-15. These were
for a range of positions - advisers, gateway assessors, receptionists and also for the
role of social prescriber working on the Healthy Finance project with the social

prescribers from Mind.

Again, there were many who did not think the work was what they were looking for
once they were aware of the commitment needed, but we did have a total of 18
people who joined us. Six of these gained skills which contributed to them securing
paid employment and although we lost them as volunteers, we are happy to have

helped them into the workplace.

We had a recruitment day in May which took place in the bureau. We had some of
our volunteers on hand to share their experience of being a CAB adviser and had
devised activities to give prospective volunteers a flavour of the work. Although the
day itself wasn’t busy, the publicity surrounding the event meant that there was a

spike in enquiries for the next couple of months.

We held regular staff meetings to update volunteers on what was happening in the
bureau, as well as training sessions for advice workers. We also celebrated
Volunteers’ Week as usual with a small thank you gift for our volunteers (chocolate —

it always goes down well!).

We would like to publicly thank all our wonderful volunteers who give their time,
energy and compassion to help people whose lives are sometimes difficult, and to let

them know that they are much appreciated.



Social Policy

In Scarborough and Whitby, advisers have raised social policy issues on a range of
subjects which have helped to inform the campaigns and actions of the Citizens

Advice social policy team nationally.

We raised and referred evidence forms for the following issues:
57 benefit and tax credits

20 debt

12 housing

12 utilities

30 other issues

These include bad practice by companies pressuring people to take out loans they
can’t afford, bailiff harassment, poor administration by government departments
especially the DWP and HMRC, and an increase in billing problems for utility
companies. All these issues cause our clients real problems and the more we can

do to highlight the situation the better.

Locally, we have raised with Robert Goodwill MP the problem of the system of
mandatory reconsideration for benefits which denies clients benefits while they await
the outcome. We also contacted him to ask him to vote to change the legislation that

allowed landlords to evict tenants who complain about disrepair.

We raised our concerns with North Yorkshire County Council before the decision
was taken on whether to scrap the Local Assistance Fund which helped those in
most need to access furniture, bedding etc when there was no other help available to

them.



Whitby Bureau

The Bureau continues to provide a service to Whitby town and the surrounding areas
and have been busy as usual. We have dealt with 496 full enquiries and 723
gateway assessments, which resulted in 4,135 contacts to and on behalf of our

clients. This also includes our specialist work in debt and welfare benefits.

The ‘Foodbank4Whitby’ has been an asset to the town, and we continue to work
closely with it. We have been able to provide emergency support to clients in real
need and during 2014-15 we have referred 31 clients for a total of 67 adult and 21
child food parcels, which equates to approximately £2,325 worth of food and
essential goods. The foodbank is happy that when we refer people for support, we
also offer them advice to tackle the root problem and hopefully negate the need for

further crisis intervention.

We were fortunate to have been given a further pot of money from Churches
Together, to enable us to help clients with small grants when there is no alternative
funding available. We have been able to put money on fuel keys and to pay for
travel for clients to attend appointments. Although only very small amounts, these

grants have been invaluable to the clients concerned.

We have been able to offer our clients free initial help from a solicitor from Pinkney
Grunwell, who comes to the bureau once a month. Although there is other free
initial advice available in Whitby, this is only for family matters but we are able to

access help for any issue which can be very useful.

The Whitby bureau has also been involved in the wider community where possible,
for example attending Financial Inclusion Forum meetings and community events

such as the Money Doesn’t Grow on Trees at Whitby library.




































Top 5 Advice Categories

M Debt - 44%

1 Benefits & Tax Credits-27%
H Employment - 6%

B Housing- 4%

H Other - 4%

All Other - 15%

Clients Contacts By Channel

M Face To Face- 40%
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Repayments Rescheduled,

Re-Imbursements, ( £635,985 Total £ Amount Throughout The Whole Bureau

Services, Loans, £32,566

B Debts Written Off - £3,902,932

H Income Gain - £3,327,793

M Income Loss- £1,452

M Indirect Financial Gain - £3,038,371

W Re-Imbursements, Services, Loans

Income Loss, £1,452 -£32,566

Repayments Rescheduled- £635.985



