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Citizens Advice South Staffordshire is an independent, registered charity and a member of 

the national association of Citizens Advice Bureaux, known as Citizens Advice. 

We provide, free, confidential, impartial and 

independent advice and information on a wide 

range of issues.  We value diversity, promote 

equality and challenge discrimination. 

Our advice is available for everyone from South 
Staffordshire either face to face at one of our advice sessions, by telephone, email or 
online via www.citizensadvice.org.uk. 

 
Our main bureau is in Wombourne, but we also hold generalist advice surgeries at 
outreaches across the district in Cheslyn Hay, Codsall, Kinver, Penkridge and Perton. 

Specialist appointments for debt and welfare benefits are available at our Wombourne 
office and via our floating adviser service in local community venues or home visits. 

We help a wide range of people to resolve their problems every year including debt, 
benefits, housing, employment, relationships and consumer issues. 

 

 

To provide the advice people need 

for the problems they face 
To improve the policies and 

practices that affect people’s lives 

Confidentiality  

We offer confidentiality to all clients. No details 

relating to any enquiry will be passed on to 

anyone outside the service without their 

express permission.  

Free  

Our services are provided free to        

all clients. 

Impartiality  

The services we provide are impartial. 

Everyone is welcome regardless of 

ability, age, gender, race, religion or 

belief, and social or economic status. 

Independence  

 The services we provide are completely 

independent and we offer impartial advice to 

all clients and are able to take up any issue with 

the appropriate authority on their behalf .  

Our Principles   

Our Aims  

Our goal is to help everyone find a way forward, whatever 
problem they face. 

Introduction    
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Cllr Val Chapman 

Cllr Roger Lees  
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   Generalist Advisers 
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   Ken Dean 

   June Hale  
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   Pauline  

   Marie De Martigny 

   Madelaine Taylor         
   

 

A big Thank You to all those in our dedicated team, without 

whom  the work of our service would not be possible. 

The South Staffordshire Citizens Advice Team 

Bureau Staff  

        Catherine Barlow — Bureau Manager  

        Stephanie Brown — Advice Services Supervisor 

             Dafydd Barnes — Money Adviser  

             Mark Hall — Peripatetic Adviser  

     Sarah Preston — Case Worker 

                  Helen Evans — Administration Officer 

Admin Support Workers 

 

Jane Barker 

Lyn Roberts 

 

Social Policy Co-ordinator 

  

Ken Dean 

 

Volunteer Administrator - minute secretary 

 

Louise Whatton 

      Pro Bono Solicitors  
 

 Daniel Williams — Morgan & Co Solicitors 

    Mark Tromans — Waldrons Solicitors 
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South Staffordshire Citizens Advice has continued to 
enhance its reputation for providing an excellent service to 
the community . This has been possible due to the skill and 
dedication of our staff and volunteers, under the leadership 
of our manager Cathy Barlow. 
 
I was appointed Chairman of the Trustee Board at the AGM in November 2015. I consider it 
to be an honour and privilege. Ena Ray our previous Chairman has retired from the Trustee 
Board and I would like to thank Ena for her sterling work, both as a trustee from the 
inception of the bureau and for her leadership as Chairman. Stuart Pace has also stepped 
down from the Trustee Board, due to relocation abroad and I thank Stuart for his valuable 
contribution. 
 
Funding is always an important factor for charitable organisations and the CAB is no 
different. Our Service Level Agreement with South Staffordshire Council expired in March 
2016 and a new agreement has been negotiated for 2016/17. South Staffordshire Council 
supports the Citizens Advice service with major core funding, but financial restraints have 
necessitated changes in the new Service Level Agreement. 
 
It is essential to thank all those who support Citizens Advice in South Staffordshire, those 
who help fund us and provide premises to operate from. 
 
Finally, thanks to my fellow Trustees for their advice and support, to the bureau staff and 
volunteers for their commitment, and to the manager Cathy for her guidance. 
 

Peter Wilkinson 

Chairman 

 Chairman’s Report 

 

In October 2015 Citizens Advice was named Charity of the Year in the 

Charity Times Awards. 

 

Citizens Advice Chief Executive Gillian Guy said ” Together we genuinely 

change our clients' lives for the better. That is an incredible and 

invaluable thing, and it was this nationwide team effort that is 

recognised by this award.” 
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Manager’s Comments 
 
 
 
 
South Staffordshire Citizens Advice has been serving communities 
across the District since our inception in 2000.   The free advice we 
have provided  to help people solve their problems over the years 
has often had a life changing impact.   Our report seeks to highlight 
our achievements and acknowledge the contributions of the people 
who made them happen. 
 
As a well established local charity, we have a strong, committed and enthusiastic  team of 
volunteers, staff and trustees.  Our work is supported and sustained by our key funders at 
South Staffordshire Council, South Staffordshire Partnership and Staffordshire County 
Council.  We have developed good working relationships with local partners and 
organisations which serve to widen access to support for those people who need it most.    
As an integral part of the Citizens Advice national network we benefit from vital support 
and training, drawn from over 75 years experience of delivering advice, ensuring we 
provide a quality assured service. 
 
We are particularly mindful that everyone involved with Citizens Advice is on board with us,  
believing in and working towards our mission to help people find a way forward in difficult 
circumstances.  We know only too well that without the people and organisations that 
support  us, we would not be able to provide our  free advice service for those in need 
across South Staffordshire. 
 
Throughout 2015/16 we helped 
2530 individuals with 6053 
different issues or enquiry types 
between them.  The workload 
involved in helping clients during 
their journeys with us towards 
solving their problems is reflected 
in the 7505 different contacts  we 
made with them and the third parties involved  in their cases including face to face 
meetings, telephone calls, letters and emails.    
 
The number of people wanting to access our service is steadily increasing and there has 
been a rise in demand for benefits advice in particular as the Government’s welfare reform 
programme takes effect.  We have experienced a growing number of vulnerable people 
with mental health problems seeking our help as they struggle to grapple with changes to 
their benefits, rising living costs and managing consequent financial difficulties. The 
complex needs of these clients place a large demand on our resources and presents a 
major challenge for us going forward. 
 
In the current financial climate, our key funders are having to reduce their expenditure and 
re-evaluate their budgets as they respond to government calls to cut public spending.   
They have always recognised  that the service Citizens Advice provides solves problems and 
saves money further down the line for local authorities and presents good value for money.  
With this in mind, they have demonstrated a commitment  to continue investing in us  for 
2016/17 and we very much appreciate this support.  However, the level of funding provided 
by South Staffordshire Council and the South Staffordshire Partnership over the coming 
year will be reduced by 12% and 25% respectively. 

0

1000

2000

3000

2013/14 2014/15 2015/16

Clients helped
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This reduction in our resources has challenged us 
to examine the ways in which we deliver our advice 
services.  We will need to channel our support 
appropriately to target those most in need and 
provide those who are more able with the tools to 
help themselves.   We will work with clients and 
partners to help them find the best access point 
and embark on the most relevant journey through 
our service, tailored to their circumstances, 
whether it be via basic signposting,  our self-help 
advice website, gateway/triage assessment,  full 
face to face appointment, telephone, webchat or 
email  advice.    
 
In addition to our general advice services, we also now provide  Pension Wise 
appointments for clients requiring face to face pension guidance.  We also work closely 
with pro-bono solicitors who provide free specialist legal advice to our clients on 
employment and family issues. 
 
We are working closely with our funders and partners to explore how our mutual services 
can respond  collectively to local need and avoid duplications.  Engaging in  more 
preventative work and developing better integration of local services should  improve 
outcomes and reduce mutual costs.   With this in mind, we have looked at service re-design 
options which will begin with a pilot to trial co- locating our Codsall advice session with the 
Work Club held in the library.   This we hope will  benefit mutual clients and facilitate wider 
access to quality assured advice for those most in need during these challenging times.    

 
Citizens Advice, as a national organisation, is 
also responding to  calls to modernise the 
service for the needs of the communities we 
serve today.  A new, refreshed brand has 
been developed which aims to broaden our 
appeal and make us relevant to more 
people. As ever, we will always aim to 
position our clients at the heart of 
everything we do whilst continuing to 
maintain the aims and principles of a 
service which is highly valued by so many 
people both locally and nationally.  

Cathy Barlow    

Bureau Manager 

The main enquiry issues dealt with 

by South Staffordshire Citizens 

Advice during 2015/16 were: 

● Benefits  (43% of enquiries) 

● Debt   (20%) 

● Employment (7%) 

● Housing  (7%) 

● Relationship (6%) 

Cathy Barlow and volunteer Christine Allen with our 
colleagues  at Kinver Fire Station which hosts our Kinver 

outreach advice session. 
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Value of our advice provision  

Advice helps to prevent detriment 
occurring or escalating further, 
including where problems  can affect 
other aspects of people’s lives. 
 
 
● Preventing housing evictions and 

statutory homelessness 
 
● Reducing the demand for mental health 

and GP services 

● Improved client mental wellbeing and 
family relationships 

● Helping clients negotiate local processes, 
such as welfare reform changes.  

● Helping local authority rent and council 
tax arrears to be rescheduled and 
reducing the associated administrative 
costs. 

● Helping to keep people in employment 
or helping them back to work 

 

We benefit everyone:  

our value is shared across society  
Our value to society in 2015/16 
For every £1 invested in South Staffs Citizens Advice we estimate to generate 
at least: 

in fiscal benefits 
Saving to government 
Reduction in health 
service demand, local 
authority homelessness 
services and out-of-work 
benefits for clients and 
volunteers. 
Total: £260,000 

in public value 
Wider economic and 
social benefits 
Improvements in 
participation and 
productivity for 
clients and 
volunteers. 
Total: £2,500,000 

in benefits to 
individuals 
Value to our clients 
Income gained 

through benefits, 

debts written off and 

consumer problems 

resolved. 

Total: £2,130,000 

£2 

£18 £15 

Based on HM Treasury approved cost benefit model 
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This year South Staffordshire Citizens Advice... 

 

 

 

 

 

Gave advice to     

2530 clients. 

 

 

 

 

 

Helped clients with 

6053 enquiry issues. 

 

 

 

 

 

Dealt with 7505 

contacts with and on 

behalf of clients. 

 

 

 

 

 

Assisted clients with 

2616 benefit issues. 

 

 

 

 

 

Dealt with 399 

employment issues. 

 

 

 

 

Handled over £1M of 

unsecured debt.     
(unsecured debt s – not 

including mortgages) 

 

 

 

 

 

Helped clients deal 

with 402 housing 

issues. 

 

 

 

 

Helped clients to 

claim annualised and 

back dated benefits 

worth over £1.4M. 

 

 

 

 

Submitted 86 bureau 

evidence forms for 

Research and 

Campaign issues. 

 

How satisfied our clients are with the service ...  

 

● Almost 100% of clients asked said they were happy or very happy with the information 
and advice received and would use the Citizens Advice service again. 

● 100% of clients asked said that they would recommend using the Citizens Advice 
service to others. 
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During my working life I have worked front of house dealing 

with customers. As my daughter grew up and only working 

part time, I thought it would be good to put some of my spare 

time back into helping the community and what better way to 

do that, then becoming an advisor for the CAB.   

 

The work is very varied as you never know what the next 

client is coming in about, could it be housing, debt, benefits, 

pensions, probate, family matters, I've. I want to split up from 

my partner, what should I do? 

 

After almost a year of training I achieved the grade and got my certificate. The studies can 

be done at your own pace, which is great. I find the job very rewarding, especially when 

you get a really good outcome and resolve someone's worries and fears by solving their 

problem.  

 

I first started at Wyre Forest CAB, but 4 years ago moved to South Staffs CAB, which is 

closer to home. The two bureaus are quite different in the way they operate, but the end 

goal is the same, the client comes first. The feeling between the volunteers and staff are 

mutual; we are there to help others solve their problems whether large or small and we 

are one big happy family working together.  

 

Finance is always a big worry for running the office. Our specialist advisors for debt and 

benefits, branch manager, office manager and supervisor over the volunteers, are all paid 

staff, as they should be. With the cut backs in spending and the funding diminishing, it 

makes it harder and harder to cover the costs each year. Any donations are always 

gratefully received. 

Without the valuable support of our volunteers, the 

service could not exist. We have a dedicated team of 18 

volunteers which includes advisers, research and 

campaigns workers, trustee board members and 

administrators.   

Providing their time for free, they bring a wealth of 

qualities and skills into the service and willingly give their 

own valuable time to help others. During the last year 

they put in an average of 92 unpaid hours a week on 

behalf of the bureau and it should be  noted that the 

paid equivalent for this contribution has been estimated 

at over  £80,000 a year.  Our volunteers are vital to the 

way we deliver our service, enabling us to reach many 

more people. 

   Our Volunteers 

Volunteer Christine’s Story:  

Economic Value of 

Volunteering at             

South Staffordshire   

Citizens Advice 

 

Annual  value based on survey 

of volunteer 

hours & 

earnings in 

similar roles 

£80,851 
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CASE STUDY   

Client was  homeless  and staying  with friends.  In addition,  she had cancer and was 
due to undergo  chemotherapy.  She was  referred to us by the Macmillan Cancer 
Advocacy Service.   We were able to give her some key  advice  regarding her housing 
situation;  in that as she had stage 3 cancer,  she would  be considered to be in  priority 
need for accommodation.   We liaised with a local hostel to request temporary help and 
assisted the Macmillan Cancer support worker  who subsequently attended a 
homelessness application with the client, following which she was confirmed to have 
priority need for housing.  She was duly found a flat on a temporary basis and then 
moved into a permanent home. 

We gave the client advice on her benefits tailored to  her new situation which included 
housing benefit and council tax support to help her with her rent and council tax 
payments.   She was already in receipt of Employment and Support Allowance but was 
being paid at the lower rate,  we telephoned the DWP on her behalf and requested that 
she be placed in the higher paying Support Group in consideration of the fact that she 
was receiving chemotherapy which was agreed to accordingly.   In addition, we helped 
her to claim Personal Independence Payment and advised her Macmillan support 
worker what to expect at a face to face PIP assessment as she was due to 
attend this with the client.   The claim was a success as client was 
awarded  PIP which in turn meant she was now entitled to an extra 
Severe Disability Premium with her Employment & Support Allowance, 
(increasing it by £61.85 per week) plus full Council Tax Support rather 
than just 80% previously. 

We further liaised with the Macmillan support worker with regard to 
finding the client some grants for furniture, white goods and bedding as 
she had none of these items for her new home.  Details were given on  
Local Crisis Support Scheme,  local furniture schemes, Turn2Us Grants 
information and budgeting loans.  A grant was obtained from Macmillan 
which was put towards the items in question. 

How we have helped.….. 

“I would like to thank Citizens Advice for being 

there to help people because sometimes there is 

no one else you can ask in confidence for help.” 

Some clients’  comments…... 

 

“The support, advice and action of 
Citizens Advice at Wombourne is 

very impressive. The quality, 
professionalism  and commitment 

to help the community is 
paramount and this team merits 

our highest praise.” 

 

“A very useful service. 

Confirmed things on the 

day that had been 

worrying me previously — 

Thank you.” 

“I have been very happy with the help and 

service I received and would like to       

thank the staff and all involved.” 

“Thank you for all your help 

these last few months.      

You are all very special 

people helping others.” 
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We are committed to partnership working in 
South Staffordshire. By working with our 
partners we can share information and 
resources and provide a strong system of 
support options to help our clients and the 
local community. We are part of The South 
Staffordshire Partnership, an umbrella group 

bringing together key local agencies from the public, private, voluntary and community 
sectors. It provides strategic co-ordination, linking other plans and bodies at local, sub 
regional and regional levels. The South Staffordshire Partnership also prepare and 
implement a Community Strategy that provides a long term framework for action to 
benefit all the people of South Staffordshire. 

South Staffs Work Clubs are an independent 

charity who work in partnership with local 

agencies to provide access to a network of 

advice and support services for local 

residents.   People are helped to gain the 

knowledge, tools and confidence to help 

them find employment and given the 

opportunity to engage with a wide range of 

partners.   Work Clubs are specifically located 

in areas of identified need and are 

successfully developing into ‘one-stop shop’ 

advice hubs where clients can get help 

with  job searching, careers coaching, IT 

training ,  education course, volunteering 

opportunities, benefits, debt and 

budgeting.    In the coming year, we are very 

much looking forward to working in 

partnership with the Work Clubs and the 

other local partnership agencies involved for 

the benefit of South Staffordshire people.    

Partnership Working 

 

 

 

 

 

 

Community Support Project 

This project provides social, non-medical 
remedies to people with long-term 
problems. The aim of the project is to 
help these people to better self-manage 
their illnesses through utilizing 
community resources. The project works 
with partner organisations including 
ourselves at Citizens Advice and we 
regularly receive and send referrals. 
Working together in this way we can 
increase access to support services, 
reduce isolation and increase 
community participation.   

The Alzheimer’s Society provide information and 

support to anyone affected by dementia. We 

receive and send referrals to the local Support 

Worker to help provide assistance to those 

affected by the condition and their families. 

 www.alzheimers.org.uk 

www.southstaffsworkcafes.co.uk 
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We promote and engage with the district council’s 
‘Goodlife’ hub concept which is a platform accessible 
by web or telephone, to provide people with 
information on activities, social groups, events and 
other opportunities in South Staffordshire. It makes 
its easier to find what’s on and available in the local 
area, helping people lead healthier and more fulfilled 
lives . 

We acknowledge the powerful links 
between the receipt of advice and the 
health and well being of our clients . We 
have established good links with health 
professionals and clinics in the area.  

We are also a Healthwatch Champion 
Organisation which enables us to raise 
awareness amongst our clients that they 
have a voice to feedback their concerns 
and experiences of health and social care 
services in Staffordshire.  This role is vital 
to the improvement of local services by 
prioritising the issues that really matter to 
our clients in the local area.                          

   www.healthwatchstaffordshire.co.uk 
 

 

 

 

 

The role of the Village Agent is to widen 

community involvement and to sustain 

villages for the future. 

They also act as a point of contact 

between the community and local 

organisations including Citizens Advice 

and indeed we receive many referrals to 

our Floating Adviser/ Home Visiting 

Service enabling us to reach isolated 

people in need of advice living in scattered 

rural communities. 

 

 

 

 

 We receive from and send referrals to the 

local Macmillan support worker to provide 

help to those affected by cancer. Our 

Floating Adviser / Home Visiting Service 

provides essential support to those unable 

to travel due to their health or treatment 

they are receiving, giving them access to 

our service and the advice and support they 

need. 

            

  www.macmillan.org.uk 

www.southstaffordshire.thegoodlife.uk.net Tel: 01902 696141 

www.staffsvictimsgateway.org.uk 

 

 

 

 

 

Referrals can be made to and from the 

Victim Gateway. 

Staffordshire Victim Gateway is a free 

and confidential service that provides 

information, advice, or practical and 

emotional support to all victims of crime 

in Staffordshire, even if you haven’t 

reported the crime to the police.   



14 

Floating Adviser and Home Visiting Service 

Our floating  adviser / home visiting service has gone 

from strength to strength this year.   It first started as a 

pilot project in 2012 operating for 10 hours a week and 

was initially funded by South East Staffordshire and 

Seisdon Peninsula CCG.  It’s success led to the project 

being commissioned by the South Staffordshire 

Partnership to provide a full time post to cover the 

whole of the district from April 2015 to March 2016. 

 

The service aims to provide wider and equal access to 

advice and support services for people suffering a 

disadvantage due to disability, poor health, 

vulnerability or other difficult circumstances.  Help is 

given on different issues including benefits 

entitlement , income maximisation and financial 

difficulties. In particular, practical assistance is given 

with complex and time consuming application forms, 

appeals  and understanding the effects of  welfare 

reform. 
 

 A home visit or bespoke appointment in local 

communities can be arranged with our specialist 

adviser, Mark Hall.  Good working links have been built 

with partners and local community groups thus helping  

to make more effective use of mutual resources and 

reduce administrative burdens.  Local health care 

professionals, including community nurses,  mental 

health support teams, Macmillan Cancer Advocacy, 

clinics,  social workers, SSCVA Community Support 

Project, Village Agents,  Alzheimer's Society dementia 

support workers, South Staffs  Work Clubs and local 

council  are able to sign post or refer people in need to 

the service and vice versa. 

 

This year our adviser helped over 300 people with 1900 

different enquiry issues between them.  The advice and 

support provided made a real impact on their lives.     

We surveyed 36 clients before and after their advice 

appointments to ascertain the difference the help 

given had made to their feelings of well being.  88% of 

them reported an overall improvement  following the 

reduction in their stress and anxiety levels.  In addition,  

70 % described their general health as good or very 

good post receipt of advice.    When asked how 

satisfied they were with the service they had received ,  

97 %   gave a score of  8 out of 10 or more.  In 

particular, 73% gave the top score of 10.         

 

The main benefit issues dealt 

with during 2015/16 were : 

● Personal Independence 
Payments,  

● Employment and Support 
Allowance, 

● Council Tax reduction  

Some Clients’ Comments… 

I had difficulty filling in forms 

and really appreciated the 

assistance. There was no way I 

could have done it on my own. 

Almost 40% of the clients we see 

at South Staffordshire Citizens 

Advice have a long term health 

problem or disability. 

The service that I received 

was excellent—Thank you 

very much 

I cannot give enough 

praise for Mark Hall’s help. 

A big thank you to Mark Hall 

— Very helpful  and patient 

Thank you. The CAB has 

been phenomenal. I will 

recommend them to 

anyone. 

Mark has been brilliant— I 

cannot thank him enough.         

His help has really eased my 

worries. 
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CASE STUDY   

Client was referred to our floating adviser from Great Wyrley Job Club.  She suffers from 
mental health problems and depends on Employment and Support Allowance of only 
£73.10 a week.  She  lives alone in social housing with 2 bedrooms and so is subject to 
bedroom tax at 14%.  There were also water arrears , a tax credit overpayment and 
increasing gas and electricity bills to contend with. She was finding difficulties in budgeting 
her limited income,  fighting to  make ends meet and struggling to feed herself. 

In the first instance we were able to provide her with food vouchers for the local foodbank 
and gave energy advice on reducing her fuel bills.  We helped her liaise with Npower to 
arrange for meters to be installed and negotiated a £50 credit for her following their poor 
service and delays in contacting her.   

To help with her water arrears, we made an application to the ‘Big Difference 
Scheme’ on her behalf. (The BDS is a joint venture between Citizens Advice 
and Severn Trent Water to help people get  a discount on their utilities bills if 
they are struggling to pay them after food and other essentials  are paid).  Our 
application was successful and resulted in the client getting 90% of her 
sewerage debt written off. 

We then helped client to claim Discretionary Housing Payments to help cover 
the shortfall  on her housing costs caused by the bedroom tax and negotiated 
with the Tax Credits office to set up  an affordable, small instalment payment 
plan so that the overpayment could be addressed. 

CASE STUDY   

Client was referred to our floating adviser service by the Community Mental Health Team at Codsall 

Lodge.  He lives alone and battles with severe mental health issues including suicidal thoughts. He 

depends upon disability benefits and was in receipt of Disability Living Allowance to help with his care 

needs and Employment Support Allowance as his illness means he has limited capacity to work.   

He received a new complicated claim form which he needed to fill in to continue receiving the 

Employment Support Allowance he relies upon to live.  The client’s illness meant he was unable to 

cope with the application form or fully understand the implications it would have on his income.  We 

were able to provide him with detailed help to  complete the form whilst at the same time checking 

that all his benefit awards were correct and that he was receiving all the help and support he was 

entitled to.    

We carried out some specialist research on his behalf and found that he was missing out 

on vital enhanced and severe  disability premiums which he should have been receiving 

over the past year as part of his current Employment and Support Allowance claim.  We 

liaised with the DWP and Jobcentre Plus and asked them to correct this error,  they  duly 

recognised this and  sent out yet another application form in order to claim the  

backdated benefit premiums which we again helped him to complete.   The result was our 

client was awarded £3,629.89 backdated Employment and Support Allowance and an 

ongoing payment of £177.80 per week going forward.  He called us to say he had never 

been happier and would never have known he was entitled to this vital money if was not 

for Citizens Advice.  
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We hold advice sessions in Wombourne 

and at outreaches throughout South 

Staffordshire, in Codsall, Cheslyn Hay, 

Kinver, Penkridge and Perton.    

County wide telephone advice is also 

available from Staffordshire Advice Line.   

 

Please see back page for  full details of 

our opening times.   

 

Statistics are shown below for 

each outreach/outlet. 

(‘Total Contacts’ refers to the number of contacts 
made with clients and third parties involved in 
their cases, including face to face meetings, 
telephone calls, letters and emails).  

38%

25%

6%

7%

4%

6% 3%

11%

Benefits

Debt

Employment

Housing

Legal

Relationship

Consumer

Others

Enquiry Type  - % 

How we helped in 2015—16 

Total Contacts 3617 

Total clients helped 887 

Wombourne 
Monday & Friday 

9.30am  - 12.30pm 

The Civic Centre, Gravel Hill, Wombourne. 

 

Penkridge 

Cheslyn Hay 

Codsall 

Perton 

Wombourne 
(Main Bureau) 

Kinver 

 South Staffordshire CAB Advice Sessions 
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   Codsall 
  Thursday 

     10.00am  - 1.00pm 

Codsall Library, Council Offices,                                   

Wolverhampton Road, Codsall 

   Cheslyn Hay 
 Wednesday   

10.00am  - 3.00pm 

The Village Hall,  Pinfold Lane, Cheslyn Hay 

Enquiry Type  - % 

Enquiry Type  - % 

Total Contacts 641 

Total Contacts 646 

Total Clients helped 250 

Total Clients helped 223 

49%

25%

9%

4%
2%

2%

1%

8%

Benefits

Debt

Employment

Housing

Legal

Relationship

Consumer

Others

46%

20%

6%

6%

3%

7% 2%

10%

Benefits

Debt

Employment

Housing

Legal

Relationship

Consumer

Others
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  Kinver 
    Tuesday 

10.00am - 1.00pm 

The Community Fire Station,                                                 

Fairfield Drive, Kinver 

Enquiry Type  - % 

Total Contacts 324 

Total Clients helped 171 

Total Clients helped 176 

50%

13%

3%

5%

4%

5% 4%

16%

Benefits

Debt

Employment

Housing

Legal

Relationship

Consumer

Others

56%

15%

3%

6%

3%
2%

3%

12%

Benefits

Debt

Employment

Housing

Legal

Relationship

Consumer

Others

    Penkridge 
       Thursday 

      9.30am  - 12.30pm 

The Haling Dene Centre,                                                     

Cannock Road, Penkridge. Total Contacts 469 

Enquiry Type  - % 
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  Perton 
      Wednesday 

 9.30am  - 3.00pm 

The Community Centre,                             

Church Road, Perton 

Staffordshire Advice Line  

 - South Staffordshire Enquiries 

Telephone Advice Line — 03444 111 444 

Enquiry Type  - % 

Total Contacts 1267 

Total Contacts 541 

Total Clients helped 286 

Total Clients helped 537 

47%

20%

5%

6%

5%

5% 2%

10%

Benefits

Debt

Employment

Housing

Legal

Relationship

Consumer

Others

33%

15%
12%

10%

6%

10%

4%

10%

Benefits

Debt

Employment

Housing

Legal

Relationship

Consumer

Others

Enquiry Type  - % 
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Mental Well Being Survey     
 

To further help measure health related outcomes from our advice provision, we employed the 

Warwick Edinburgh Mental Well Being Survey tool. This assesses changes in mental well being 

before and after advice and gives each person a score ranging from 7 to 35.    

Results for this two staged approach for a sample of 15 clients surveyed during the year are 

illustrated below: 

● Before advice clients’ average level of mental well being scored 16 

● After advice (4 – 8 weeks) clients’ levels of mental well being scored 26 

Well Being Survey  of 15 South Staffordshire Citizens Advice clients 

before and after advice—2015/16 

This survey serves to illustrate the powerful links between the 

receipt of advice and the health and well being of our clients. 

Helping people to alleviate stress and anxiety empowers people to 

have more control over their circumstances, to build their 

confidence which then enables them to reach out and link with a 

wide network of local support services and participate more in 

their local communities. 
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Money Advice Report 

continued/……. 

 

 

Demand to help people with debt issues is met via face-to-face 
visits and as an alternative, via the telephone, or Citizens Advice    
on-line, where appropriate. 
 

The main options we use to help clients include Debt Relief Orders 
(DROs), Bankruptcy, IVAs or an affordable payment plan.  

 

Debt Relief Order (DRO) 
A DRO is a way in which debts can be written off in full for an Insolvency fee of £90. This is 
an option if clients have a level of debt up to £20,000, a disposable income of less than £50 
per month after essential household expenditure, assets of less than £1000 and/or car 
valued under £1000. It does enable clients to have ‘a new start’ and often relieve health 
threatening anxieties. 
 

Bankruptcy 
For debts over £20,000 then Bankruptcy might be an option, although the insolvency fees 
have increased to £655 from April 1st. 2016, providing a barrier to many clients.  
Bankruptcy would need to be considered very carefully if there are assets at risk and is a 
relatively rarer option chosen. 
 

Informal Arrangement 
Where income is low, through low wages or benefits, then usually 
the amounts offered to creditors will also be low. This can be 
token payments, even being a figure of £1 to £5 per creditor, per 
month, or larger payments if disposable income allows, 
distributed pro rata based on the size of individual debts.  This 
regularises the position but there is a likelihood that debts will 
never be repaid.  Assets can be at risk in certain circumstances. 
 

Individual Voluntary Arrangement 
An IVA is an agreement that is made with creditors to pay off  debts over a set period of 
time and is another option that can be employed. It is a formal, legal debt solution. This 
means it is approved by the court and creditors have to stick to it. Citizens Advice can 
provide advice on where this option can be pursued through a licensed insolvency 
practitioner.  
 
THE SUCCESSFUL OUTCOME 
 

Experience shows that often there is a trigger point that encourages a debtor to seek 
money advice. It also has to be emphasised that ultimately there has to be a commitment 
from the client to take an active part in the process and a ‘will’ for a successful outcome 
which might not be instant. 

 

Trigger points can be a knock on the door from a ‘bailiff’, a letter from a solicitor and paper 
work showing that the court are involved in a County Court Judgement  and demand for 
money, sometimes a realization that doing nothing is having a detrimental effect on 
health. 

 

The trigger point is a very important aspect as there is always a danger when that 
‘particular issue’ is resolved, then the wider debt issues are once again ignored causing 
continuing problems and an unsatisfactory outcome. 

 

Hence the necessity  to work with  the client on the agreed strategy  and for them to play 
an active part in the process to increase the chance of a sustainable solution. 

During 2015/16          

we helped clients 

deal with 1237        

debt issues. 
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The main debt issues dealt with during 2015/16 were: 

● Credit, store and charge card debts 

● Council tax arrears 

● Unsecured personal loan debts 

 

A CASE STUDY 
 
The client was under State Pension age but received a small private pension. Her low 
income was topped up by the means tested benefit Employment Support Allowance. She 
was not able to work and suffered from anxiety and depression. She had not felt able to 
deal with her debt problems or face the issues raised by consequent County Court 
Judgements (CCJs) and demands for payments. 
 
The receipt of a court Judgement, in conjunction with receiving help from a family 
support worker motivated the client to approach Citizens Advice for advice and support. 
 
Initially it was assessed that, with the apparent amount of debt, low income and lack of 
assets, the client would qualify for a debt relief order. A credit check was obtained to 
assist identification of debts although any such information is not always conclusive. 
 
However, when checking benefits to maximise the client’s income, it was discovered that 
her income was reduced by £45 per month as a result of a longstanding benefits 
overpayment.  This newly identified debt, took the amount owing to £20,500. 
 
This meant that we were unable to proceed with the Debt Relief Order as originally 
anticipated but instead offers were successfully made to the creditors, including 3 
looking at CCJs, who accepted £1 per month as this was all the client could afford, thus 
avoiding the necessity of seeking court applications. 
 
The client was thereafter encouraged to contact the local council and 
with increased confidence was successful in obtaining a reduction in the 
repayments being made in respect of the overpayment. 
 
The client’s debts are now under control and actually reducing.  When 
the debt reduces to £20,000 she will be eligible to apply for a Debt Relief 
Order, which provides a positive outlook for the future. 
 
A successful application was also made to the Severn Trent Big 
Difference scheme which enabled her to get a 90% reduction in her 
monthly water bills. 
 

 
During 2015/16  total client 

debts of over £1million  were 
handled by the bureau  

(unsecured debts – not including mortgages) 

                                    

Debts written off   

during 2015/16 were 

£521,002 

Money Advice Report (continued) 
                                   

During the year we 

completed 29 Debt 

Relief Orders 
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Since the last report, the Big Difference Severn Trent scheme has 
been widely used to the benefit of Severn Trent Water users who 
are provided with a discounted rate if it can be shown that they are 
suffering financial hardship, even if they do not have specific debts. 
Applications are made on behalf of clients via Citizens Advice. 
During the year our clients have saved £2,410.84 off their water bills 
through the Big Difference Scheme. That’s an average saving of 
£267.87 per client! 

 
 

Dafydd Barnes 

Money Adviser 

Some clients’ comments…. 

Thank you is not really a big enough word …..  LIFE CHANGING is! 

 

I would like to thank Dafydd Barnes and staff for all the help and advice given 
to me. It has helped me a lot and made loads of difference. I do not know 

where I would be without this help.  

Help with my finances has given me peace of mind. 

I am very grateful. 

I would rate Dafydd Barnes 10 out of 10 and I thank him for     

all the help I have received. 
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Some problems are too difficult to solve by advice alone where 

there is a systemic problem with a market, a policy or a set of 

regulations. 
 

By listening closely to the people who come to us, using our 

real-time data and gathering insight and intelligence from 

clients and frontline advisers, we spot emerging issues and 

policies, practices and regulations that are not delivering for 

society. 
 

We campaign around issues affecting people in South Staffordshire. We also come together 

to campaign as the Citizens Advice network: together we have the voice to really change 

things. 
 

We continue to raise BEFs (Bureau Evidence Forms) on long standing issues – difficulty 

communicating with HMR&C, poor administration of ESA & PIP - but also on new problems 

which our clients are experiencing and where patterns are emerging. These include clients 

who we have previously helped to deal with their debts, have mental health, alcohol or 

drug  dependency problems and have fallen into rent arrears because payments of benefit 

have not been made directly to the landlord. The schemes for helping low income and 

vulnerable clients with energy costs are not working satisfactorily with some of those who 

meet the individual energy supplier’s criteria not being helped because the annual 

allocated funds have been exhausted. Fundamentally we are all responsible for our debts; 

however we are seeing cases where we consider there has been irresponsible lending and 

no investigation has been made by the lender into the debtors ability to pay. We have failed 

to convince the ombudsman that there has been irresponsible lending. 
 

The MP for South Staffordshire, Gavin Williamson, recently visited our outreach in Codsall. 

During a one and a half hour meeting a 

wide range of topics were discussed 

including the similarities between the 

problems his constituents are bringing 

to his surgeries and the problems our 

clients are experiencing. He confirmed 

that the extremely poor performance 

of HMR&C when communicating on 

both income tax and tax credits is 

widely known amongst his 

parliamentary colleagues. There is also 

concern amongst MPs that both the 

Financial Services Ombudsman and the 

Parliamentary & Health Service 

Ombudsman are not working in the 

best interests of the public.  

 

Research and Campaigns Report 

Rt Hon Gavin Williamson MP with  Bureau Manager Cathy Barlow 
and our Research and Campaigns Co-ordinator Ken Dean at our 

Codsall outreach advice session 
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During the year the bureau’s advisers submitted 86 Bureau Evidence 

Forms to our Research & Campaigns Team on a variety of issues. 

 

Ken Dean 

Research & Campaigns Coordinator 

 

During the past 3 years students have undertaken 3 pieces of research and campaigning 

work for our bureau. Although at present we do not have the services of a student we 

intend to undertake an investigation into how clients are managing their finances after we 

have arranged a Debt Relief Order (DRO) for them. A DRO is in effect a mini bankruptcy 

available to clients who meet strict criteria. It is meant to give an opportunity for a fresh 

start, clearing debts which have little chance of being repaid. However we are seeing clients 

who have had a DRO but are now back in debt. We intend to research into the extent of 

these problems and establish if there is additional help we can provide to try to avoid 

them.         
 

It is reasonable to assume that downward pressure on bureaux funding will continue into 
the foreseeable future. With this in mind we have been attempting to work jointly with 
other local bureaux in order to make the most of our limited resources for research & 
campaigns projects. To date, although we have made contacts, there have been no tangible 
results. However we will continue to explore ways of working with other bureaux and 
agencies.   
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Pension Wise 
Since April 2015 we have been  participating in the Pension Wise initiative in partnership  

with  our Citizens Advice colleagues across the country.   This is a free, impartial guidance 

service set up in conjunction with HM Treasury, the Pensions Advisory Service and the 

Money Advisory Service, to support users aged 54.5 and above, with a Defined 

Contribution pension, in understanding the new pension options available to them as a 

result of the Government’s Pension Bill.     

Users now have far greater flexibility around what they can do with their pensions 

including : 

● Leave the pension pot untouched 

● Take their whole pension savings as cash 

● Take small cash sums from their pension pot 

● Buy an  annuity (a secure, regular income);  and 

● A mix of options 

 Clients in South Staffordshire seeking to understand the pension options available to 

them are able to have a personalised, face to face appointment at our Wombourne office 

with a trained pensions guidance specialist.  Indeed, during the past year  we were able to 

provide 45 people with this one to one tailored help.     

The purpose of a Pension Wise appointment  is to empower  users to make informed and 

confident decisions on how to use their pension pot without straying into regulated 

financial advice.  Clients are taken through the advantages and disadvantages  of each 

option and are equipped with relevant questions to ask their pension providers. 

www.pensionwise.gov.uk      Telephone:   0800 138 3944 

 

 

 

 

The pension adviser explained to me 

in simple terms. Clear, very good 

guidance. Excellent. 

Some clients’ comments about Pension Wise ….. 

A very helpful session to gain a 

broader picture of possibilities! 

Very much 

exceeded 

expectations. 
Appointment was excellent, 

concise, precise information, 

clearly explained. 

A very helpful explanation of 

my options was provided. 

Extremely useful. 

http://www.pensionwise.gov.uk
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During 2015/16 our funding from South Staffordshire Council 

for our core service  and Staffordshire County Council for face  

to face appointments service remained at the same level. The 

funding from the South Staffordshire Partnership (SSP)  for our 

floating adviser and home visiting project increased by £14,000 

to enable the service to be expanded. 

However, as from 1st April 2016, we are having to face 

reductions from South Staffordshire Council and the South Staffordshire Partnership and 

our levels of service have had to be reviewed accordingly. 

 

Within the year contributions again have been received from the following councillors via 

the Staffordshire Local Community Fund and these are utilised for specific costs including 

rent, office equipment and telephone expenses: 

 

 

 

 

 

Funds were also received from Councillor K James via the District Councillors Fund and 

these funds were used to buy a new lap top computer for use at the Perton outreach 

advice sessions. 

 

Contributions and donations from other local sources as listed below have also been 

received:  

● Bilbrook Parish Council      

● Blymhill & Weston Parish Council     

● Cheslyn Hay Parish Council 

● Codsall Parish Council 

● Himley Parish Council 

● Kinver Parish Council 

● Lapley, Stretton & Wheaton Aston Parish Council 

● Lower Penn Parish Council 

● Pattingham & Patshull Parish Council 

● Penkridge Parish Council 

● Perton Parish Council 

● Swindon Parish Council 

● Clients (18)           continued/……. 

Funding Report 

● Councillor M Davies    

● Councillor B Edwards 

● Councillor K James 

● Councillor M Lawrence 

● Councillor K Perry 
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Funding Report (continued) 

Occasional accommodation has been kindly provided for meetings, including AGM and 

interviews, by: 

● Wombourne Parish Council 

In addition we receive a rebate on the rates payable from Wombourne Parish Council . 

 

Accommodation has been provided for outreach services within their respective areas by 

the following:  

● Cheslyn Hay Parish Council 

● Codsall Village Hall 

● Kinver Community Fire Station 

● Penkridge Parish Council 

● Perton Parish Council 
 
 
The Trustee Board are grateful for all the support we have and express our thanks to 

all the sources mentioned above.   

 

Within this past year expenditure has been controlled and remained within the budgets set. 

In the year to 31st March 2016 the total incoming resources for the year were £140,131 

(2014/15 - £122,413) of this total £134,111 (2014/15 - £115,442 ) was for restricted activities. 

The surplus for the year was £4,823 (2014/15 £4,108) this is made up of a surplus on the 

unrestricted fund of £1,852 and on the restricted funds of £2,971. The objectives of the 

Trustee Board is to maintain reserves of the Bureau, in accordance with the 

recommendations of National Citizens Advice, of at least a minimum of 25% of annual 

expenditure and this has been achieved with a total of £45,521 being held within the 

reserves.   

As treasurer again I express my gratitude for the support extended to me by the Bureau 

Manager Cathy Barlow and for the control she applies to expenditure in particular and to 

the hard work of the Bureau Administrative Officer Mrs Helen Evans.             

          

  

 

 

 

 

Bryan Richens 

Treasurer 

Further detailed accounts 

available on request or by 

visiting the Charity     

Commission website 

Raise a free donation for us and save money on your shopping when you shop via       

Give as you live. Find out more at https://www.giveasyoulive.com/join/southstaffcab  

https://mail.google.com/mail/u/0/?tab=wm#14e43fad03635f84_14e3ed6552b48b5f_


29 

 Thank you to all our supporters: 

 

Alzheimer’s Society & Dementia Support 

Workers 

Bilbrook Parish Council 

Blymhill & Weston Parish Council 

Bromford Housing Association 

Cheslyn Hay Parish Council 

Codsall Parish Council 

Codsall Village Hall 

Community Council of Staffordshire —

Village Agents 

Community Mental Health Team 

Healthwatch Staffordshire 

Himley Parish Council 

Kinver Community Fire Station 

Kinver Parish Council 

Lapley Stretton & Wheaton Aston Parish 

Council 

Lower Penn Parish Council 

MacMillan Cancer Support 

Morgan & Co Solicitors 

 

 

 

 National Citizens Advice 

 Pattingham & Patshull Parish Council 

 Penkridge Parish Council 

 Perton Parish Council 

 South East Staffordshire & 

 Seisdon Peninsula CCG 

 South Staffordshire Council 

 South Staffordshire Housing 

 Association 

 South Staffordshire Partnership 

 South Staffordshire Community & 

 Voluntary Action 

 South Staffs Work Clubs 

 Swindon Parish Council 

 Staffordshire County Council 

 The Goodlife South Staffordshire 

 Waldrons Solicitors 

 Wombourne Parish Council 

 

  

 

South Staffordshire Citizens Advice would like to note it’s particular 

appreciation for the financial help and support of                             

South Staffordshire Council, Staffordshire County Council and the 

South Staffordshire Partnership. 

We would like to say a huge Thank You to everyone who has supported us this year: 

Thank you also to South Staffordshire Council printing department for use of their 

printing services for leaflets and printing this annual report. 
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SOUTH STAFFORDSHIRE CITIZENS ADVICE  
 

FREE, CONFIDENTIAL, IMPARTIAL ADVICE 

 
 

OPENING HOURS     

(Excluding Bank Holidays) 

 

 

MONDAY  9.30am – 12.30pm at 

   Civic Centre, Gravel Hill, WOMBOURNE, WV5 9HA  

    

TUESDAY  10.00am – 1.00pm at  

   The Community Fire Station, Fairfield Drive, KINVER, DY7 6EW    

 

WEDNESDAY 10.00am – 3.00pm at  

   The Village Hall, Pinfold Lane, CHESLYN HAY, WS6 7HP    

 

  and   9.30am – 3.00pm at  

   Community Centre, Church Road, PERTON, WV6 7PD      

 

THURSDAY   9.30am – 12.30pm at  

 The Haling Dene Centre, Cannock Road, PENKRIDGE, ST19 5DT     

 

and     10.00 am to 1.00 pm at 

   Codsall Library, Council Offices, Wolverhampton Road, CODSALL, WV8 1PX    

 

FRIDAY  9.30am – 12.30pm at  

   The Civic Centre, Gravel Hill, WOMBOURNE, WV5 9HA  

 

    

      TELEPHONE ADVICE — STAFFORDSHIRE ADVICE LINE:  03444 111 444 

        Opening Times :    Mon  9am—5pm 

            Tues  9am—8pm 

      Wed 9am—8pm 

       Thurs 9am—5pm 

      Fri 9am—4.30pm 

        (Closed Bank Holidays) 

 

South Staffordshire CAB Website:    

https://www.citizensadvice.org.uk/local/south-staffordshire/ 

24 hour advice on line: www.citizensadvice.org.uk 

                   Follow us on twitter @sstaffscab 

http://www.citizensadvice.org.uk/sscab.htm

