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The CAB Service is independent and provides
free, confidential and impatrtial advice to
everybody regardless of race, ethnicity, sex,
disability, sexuality or age.

Table of Contents

Page 2 About the Bureau

Page 3 Our impact in 2015/16

| Page 4 Overview of the Year

Page 5 Chairdos Report

Page 6 Treasurer s Report

Page 7 Management Report

Page 8 Summary of Accounts

(Page 10  Casework Roundup and Statistics |

:Page 12  Clients by Ward & issues by type

Page 15  General Services

Page 16 GLOMAS

Page 18 Financial Inclusion

Page 21  Research & Campaigning

(Page 23 Volunteering Opportunities

Page 24 Funding Organisations




About the Citizens Advice Bureau

The Citizens Advice service aims to ensure that individuals do not suffer
through:

1 alack of knowledge of their rights and responsibilities
1 being unaware of services available to them

1 an inability to express their needs effectively
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The Bureau seeks to improve clientst¢

1 using the rights and actions that best help to solve their problems

1 campaigning when it is felt the law or policy needs changing

1 taking action about unfairness and inequality even when not unlawful



Our impact in 2015/16

Everyone experiences problems

£

Almost 5 times

As likely to be on a low -income, when
comparing our local clients to the England
and Wales population

Nearly 3 in 4

Q Of our clients said their problem

| | - affected their lives, including caus-
| | ing anxiety and financial difficulty

Who we helped

&

phone or emalil

8,963 people

Helped face to face, by

15,634 issues

Issues people sought our
help with

How we do this

0

12 locations

Where we provide free

and independent support

127

Dedicated local staff and
volunteers

£629,927

Estimated worth of donated
hours by our 112 volunteers

The difference this makes

85%

Of our clients had their
problem fully resolved

N s
_/CID:
4in5
Clients said advice improved their
lives, including reducing stress and

improving finances

O

98%

Of our clients reported satis-
faction with the overall ser-
vice

All of this benefits individuals and society



Overview of the Year

Activity:
Individuals Issues Issues Per
Seen Presented Client
Gloucester 4 985 9,265 1.9
Cheltenham 2,615 3,835 1.5
Tewkesbury 1,363 2,534 1.9

Matters Raised:
Gloucester Cheltenham Tewkesbury

Benefits 2,129 (23%) 815 (21%) 715 (28%)
Debt & Financial 4,008 (43%) 1,147 (30%) 781 (31%)
Employment 723 (8%) 507 (13%) 262 (10%)
Housing 538 (6%) 358 (9%) 196 (8%)
Relationships 475 (5%) 354 (9%) 222 (9%)
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Chairodos Repor i

We continue to see growth in the number of people who seek our
help across the three local council districts which we serve. During
the year we helped 8,963 clients, an increase of 18% against last
year. The trends previously reported in debt, benefit and employ-
ment issues have continued and we see no slowdown in the num-
ber needing help in these areas.

In the short term we anticipate little, if any, reversal in these trends
and in many ways they fuel each other. With no great improve-
ment in living standards, the most vulnerable continue to fall even
further behind, benefits are often delayed and employment issues are often as a result of poor
employment practices and unfavourable terms such as zero hour contracts, all resulting in a pro-
pensity for people to fall into debt. We therefore see the high demand for the services we offer
increasing but we remain confident that all our staff and volunteers will always do all in their
power to help those who come to us despite the ever downward pressure on funding.

| am delighted to report that during the year we appointed two new Trustee/Directors to the

Board: Vareta Bryan and Robert Knibbs. Vareta comes to us with a wealth of experience in the
sector having held senior management positions in Adult Health and Social Care. Robert, a quali-
fied accountant with 25 years0 experience 1in
thereafter 20 years financial experience in the NHS, at Director of Finance level, joins us in the ca-
pacity of Treasurer.

As indicated earlier funding will continue to be an issue, especially in the longer term as local
councils are forced to adopt increasing economies. As funding becomes more and more restricted
we continue to seek to become even more proactive as well developing working relationships

with complementary organisations in order that an integrated solution to many of the problems
people face can be offered. We take the view that such strategies will attract greater levels of fee
income, thereby, in the fullness of time, making us progressively less reliant upon grant income. In
addition we will continue to work with other Bureau in the County.

We are, as always, grateful for the dedication of our volunteers and paid staff in continuing to
meet the needs of all who come to us for advice. We remain confident that they all have the nec-
essary skills and dedication to provide the depth of help demanded by those who seek our help.

Derek Jones

Chaiml Gloucester & District Citizens Advice Bureau



Treasureros Re

Our policy is to manage operations with the aim of breaking even
on income and to meet regulatory requirements, including, im-
portantly, Charity Commissioners requirements for financial re-
serves.

4] In 2014/2015 we achieved our financial operating objective and fin-

@ ished the year with a modest surplus of almost £9k in unrestricted

B funds. In 2015/2016 the result from unrestricted funds was a £16k

i loss. Given the increasing demand for our services, the current fund-
ing environment and the surplus we made in 2014/15 we consider

this to be an acceptable result in the shoriterm, but one against which action must clearly be tak-

en; restricted funds having broken even across the two years.

We are required by the Charity Commissioners and our Articles of Association to maintain re-
serves to fund ongoing operations in the event of unforeseen financial or other disturbances. Af-
ter taking into account closure costs our reserves would allow us to continue our operations for
around three months.

We have set a deficit budget for 2016/2017, one of the major reasons being the continuing finan-
cial pressure that our funders and partners are under and the inevitable subsequent impact on
ourselves. As previously stated this is not a situation that can be allowed to continue and the
Trustees will continue to strive to return the business to at least breakeven as soon as is practical.

Our underlying financial strategy is to maintain front-line advisory positions in order to protect
our service to clients and to search for economies in administration and other overheads, a strate-
gy which we will continue to adopt.

Robert Knibbs

Treasurefi Gloucester & District Citizens Advice Bureau




Management Report

The year saw an 18% increase in the numbers of individuals who re-
quested our assistance compared to the previous year. The assistance
given to clients in the year resulted in £3.8m of debts being written off
and an increase of disposable to of £1.9m. Face to face facilities have
remained relatively steady in the year with only an increase in the
number of volunteer advisers making the increase in people seen possi-
ble. During the year there was some improvement in services provid-
ed through both telephone and email, but much still needs to be done
to bring these services up to a satisfactory standard. We anticipate that
levels of activity will continue to rise and we see little likelihood of this
trend being reversed in the foreseeable future.

The profile of clients seen in the year can be summarised:

A 86% are of working age; but,
A 32% are unemployed, of which 10% are per man

A 54% of those who have sought our help have
calendar month (25% being less than £400 per month); and,

A 30% are disabled (or have |l ong term illness
of these clients.

Our local Research and Campaigning (formerly known as Social Policy) team has again been
prominent. Major areas of involvement have included administration short comings in the DWP
resulting in benefit delays which, in turn increases the need to refer clients to the Food Bank. Simi-
larly delays in HMRC processing new tax credit applications and/or adjusting claims as a result of
changes in circumstances often result in back payments having to be made and/or overpayments
needing to be recovered, both causing the claimant significant inconvenience and discomfort. Oth-
er areas of high activity include: consumer matters, breaches by employers of terms and condi-
tions, housing repairs and failure to adhere to legislation regarding deposits. The highlight of
their year, however, was the team, following the submission of a number of written observations,
being invited in January to present our experiences in respect of the admin performance of both
the DWP and HMRC Tax Credits to the Government Digital Service in overcome the issues we
have raised.

There is no doubt that funding will again be under pressure next year and we will need to contin-
ue to be focussed on finding new ways to ensure help is available to those in need. We noted last
year that we had taken the initial, but significant, steps to become a more proactive rather than a
reactive service. We have continued along that path during the year and we become ever more
convinced that such an approach is essential if the sector is to fulfil its objectives.

We know the future will be tough, but we look forward with excitement and optimism knowing
that our volunteers and staff have the drive and skills to achieve the necessary goals.

Norman Gardner

Managerii Gloucester & District Citizens Advice Bureau



Statement of Financial activities for the year ended 31 March 201

INCOME AND EXPENDITURE
INCOMING RESOURCES
Incoming resources from generated
Funds:

Voluntary income

Grants Receivable, Donations &
Gifts
Investment income

Bank interest receivable

Incoming resources from charitable
Activities:

Fees receivable

Room hire and other income

TOTAL INCOMING RESOURCES

RESOURCES EXPENDED
Costs of generating funds:
Fundraising and publicity

Charitable activities

TOTAL RESOURCES EXPENDED

Net incoming/(outgoing) resources
For the year

Funds brought forward at 1 April
2015

FUNDS CARRIED FORWARD AT
31 MARCH 2016

Unrestricted Restricted Total Total funds
funds

Funds Funds 2016 2015

£ £ £ £
171,664 99,660 271,324 481,353
182,724 - 182,724 106,179
3,514 - 3,514 2,700
357,902 99,660 457,562 590,232
16,940 - 16,940 16,520
357,086 145,751 502,837 518,159
374,026 145,751 519,777 534,679
(16,124) (46,091) (62,215) 55,553
171,778 46,091 217,869 162,316
155,654 - 155,654 217,869




N
2
H o
N
|_\
th o

BALANCE SHEET AT 31 MARCH 2016

FIXED ASSETS

Tangible fixed assets 19,795 29,799

19,795 29,799

CURRENT ASSETS

Debtors 56,129 69,590

Cash at bank and in hand 106,955 152,103
163,084 221,693

CREDITORS: Amounts falling due

within one year (27,225) (33,623)

NET CURRENT ASSETS 135,859 188,070

TOTAL ASSETS LESS CURRENT

LIABILITIES 155,654 217,869

FUNDS:

Unrestricted 155,654 171,778

Restricted - 46,091

155,654 217,869



Casework Roundup and Statistics
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Total clients seen over the period under review: 8,963, equating to 15,634 enquiries

(o9 ot chome) Age Profile (all districts)
are in the age ® Under 24
range if 1765 053
and the_refore =35 - 49
of working 25064
age... = 65 and over

- J

Employment (all districts)

B In employment
B Self employed (.and yet those\

u Carers (all categories) employed and/

H Retired or self-
employed repre-
sent 42% and
5% respectively.

- J

B Permanently sick
= Not working
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m Advice

m Advice and Limited Action

m Referral and/or

signposting (Despite the continuing growth
|

General Casework in digital technology 96% of
B Specialist Casework our clients wished to speak with
- oat us.

ateway
\ J
Work levels and Channels " Face o Face

H Telephone
i Letter/Email

(all districts)

Disabilities (all districts)

30% of our clients are disabled
and/or have long term health
problems. Of these over 27%
suffer with mental illness.

- J

8%

B Physical disability

B Mental illness

= Long term health issue
® Not disabled

Income (all districts)

The monthly household in- )
m Under £400 . .
B £401-£999 come of 54% of our client is
 £1,000 - £1,499 less than £1,000 with 25%
® £1,500- £1,999 being less than £400.
® £2,000 - £2,499

B Over £2,500 \ /




Clients by Ward & issues by type
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Warden Hill
Up Hatherley
Swindon Village
St Peter's
St Paul's
St Mark's
Springbank
Prestbury
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Winchcombe
Twyning
Tewkesbury Town with Mitton
Tewkesbury Prior's Par
Tewkesbury Newtown
Shurdington
Oxenton Hill
Northway
Isbourne
Innsworth with Down Hatherley
Hucclecote
Highnam with Haw Bridge
Coombe Hill
Cleeve West
Cleeve St Michael's
Cleeve Hill
Cleeve Grange
Churchdown St John's
Churchdown Brookfield
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General Services

Gloucester & District Citizens Advice Bureau works in the heart of the community to help people
in need. The bureau provides advice and assistance to anyone living in Gloucester, Cheltenham
and Tewkesbury through a combination of face to face, telephone and email advice. We advise on
a range of issues including; Debt, Welfare Benefits, Housing, Employment, Consumer and Family.

Working within our Aims and Principles we provide a high quality generalist advice service in
addition to our Specialist work in the areas of Debt, Welfare Benefits and Employment.

Gloucester 75-81 Eastgate Street, Gloucester, GL1 1PN Monday - Thursday : 9:30am - 4pm
Friday: 9:30am - 3:30pm

Cheltenham 3 St. Georges Place, Cheltenham, GL50 3LA Monday - Thursday : 10am- 4pm

Tewkesbury Tewkesbury Borough Council Offices, Monday: 12noon o 2pm
(e ERe W= R  Gloucester Road, Tewkesbury, GL20 5TT Tuesday & Thursday: 10amd 12 noon

Tewkesbury Priors Park Neighbourhood Project, Jubilee II Wednesday: 9.30am & 11.30am
(Priors Park) Centre, York Road, Tewkesbury, GL20 5HU

Brockworth Brockworth Community Project, Court Tuesday PM
Road, GL3 4ETTelephone: 01452 863123 Appointments for Brockworth Residents only

Winchcombe Abbey Fields Community Centre, Back Lane, 10am- 12noon
Winchcombe Cheltenham GL54 5QH Ist Monday of each month
By appointment

EiElejeel=EVEl  Bishops Cleeve Parish Council Offices, Mondays 10am- 2pm
Church Road, Cheltenham, GL52 8LR

We operate with a Bureau wide telephone number 01452 527 202 unless stated otherwise above.

Gateway Telephone Service
We offer a Gateway session for clients who drop in to the We offer telephone advice which due to the popularity
often becomes 0o0j ammed®d. Extens

Bureau where the assessor YVI|| identify appropriate re- being made to expand capacity. Occasionally, telephone
sources to ensure that the clientan take the matter for-  work is not appropriate to the issue, but for many people
ward. If the client needs further help an advice session the telephone is the only way they can access our advice

interview will be arranged. SIS

Advice Sessions Email and Web-based
We offer fact-to-face consultations during drop in sessions An increasing proportion of clients ask for assistance by
at most of our venues. Email. Our website www.gloucestercab.org.uk also gives

links to online help in all areas.

GLOMAS

GERSLEESIE Business Debit Support for small businesses and those

Clients with more complex issues for example with regards \who are self employed and have business debt and/or oth-

to, employment, disability benefits and money advice will gy jssues is provided by our GLOMAS Business Debgam.
be allocated an appointment to progress with their issues.

Usually offered at the main offices but can also take place
at outreach venues or in exceptional circumstances in the
home.

Trainingi GLOMAS courses especially Financial Capability,
Welfare Benefits and Baliliff Law are renowned for their
quality and competiveness.

MC



GLOMAS

Business Debt Advice

Formerly Gloucester Money Advice, GLOMAS, now a division of Gloucester & District Citizens Advice,
supports those who are selfemployed, sole traders and unincorporated businesses in financial planning

and managing their debts. We offer help with cr
negotiating repayment plans with creditors; we can also provide support with court procedures. In ad-
dition we check that clients®& are claiming al/l

Clients are referred from agencies across the county and clients come from all six council districts within
Gloucestershire.

Of the 82 small businesses and sedémployed people we saw during the year, following our advice and
support over 40% were able to continue to trade. A successful outcome does not, however always
mean the business continues to trade. Depending
gether with some debt management techniques can
larly and consistent with previous years many of our client have debt with HMRC, often as a result of

tax returns being filed late, but with no tax to pay. With direct support from us, sometimes supplement-
ed by liaison with specialist tax organisations we are able to ensure tax returns are brought up to date
and any outstanding liability managed.

As an example of how GLOMAS can help:

A client had run a very successful business, employing 25 people but due to anill -
advised diversification decision his business fell into difficulties and as a result the client accumulated
business debts of over £55,000. The debts included business rates, electricity, gas and water for the
premises, debts to suppliers, business loan and outstanding tax. Our client was finding his financial situa-
tion extremely stressful and as a single dad, was worried that this would also have a negative impact on
his childds well being.

The Client wished to close the business and find employment elsewhere. GLOMAS discussed all options
with the client and the decided that bankruptcy was the best option to give him a fresh start.

The clientds financial situation was such that

GLOMAS made a successful f charity application for the bankruptcy fee. We also assisted the client with
completing his bankruptcy application. The Bank
dition reduced the stress that was adversely im



Training

In addition to its business debt advice GLOMAS is the training arm of Gloucester & District Citi-
zens Advice. During the year our training service saw an increase in bookings, especially with or-
ganisations and businesses booking ihouse courses for their teams.

GLOMAS training provides courses on all aspects of welfare ben-
efitsand money advice. Training isprovided and delivered by
experienced trainers such as Daphne Hall, cauthor of the Child
Poverty Action Group books on welfare benefits, John Kruse
widely recognised as an expert on Bailiff Law and author of a ,
number of books on that subject and Rebecca Walker who writes
for the Benefits for Migrants and Disability Rights handbooks.

o

New courses added in the year have included Benefits for Euro-
pean Nationals which addresses the sometimes complex changes which have arisen as a result of
government legislation In addition and as a result of the welfare reform introduced by the gov-
ernment in recent years, we have seen a great deal of interest in our introductory courses as or-
ganisations see the need to equip their staff with an overview of the changes. Our Welfare Ben-
efits an overview; Welfare benefitsfor Young People; Welfare Benefitsfor clientswith disabilities

My
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Financial Inclusion

What is Financial Inclusion?

A major focus of the bureau work is financial inclusion.

Financial inclusion means belonging to a modern mainstream financial system that is fior -
purpose for everyone, regardless of their income. Without access to appropriate mainstream
financial services, people pay more for goods and services and have less choice. The impacts of
exclusion are not just financial but also affect education, employment, health, housing, and
overall well -being.

While financial exclusion affects a wide range of people at different times in their lives, it main-
ly impacts people with low or unstable incomes. Lone parents, single pensioners, migrants,
long-term sick or disabled people, the longterm unemployed, and households headed by stu-
dents or part-time workers are some of the groups most commonly excluded from financial
services. Those who experience a significant life shock are also often susceptible to financial
exclusion.

Changes in policy can also result in people requiring assistance, for example, it is estimated that
2.5 million people nationally will need budgeting support to transition into the Universal
Credit monthly direct payment system.

What are we doing on a local level?

Gloucester and District Citizens Advice have worked with a number of partner organisations to

address issues of financi al exclusion and i mpr
volunteers have worked with new tenants of Registered Social Landlords, families from chil-

drends centres, clients who are new to Univers
the objective is to improve the clientds finan

This work has been funded by a number of organisations including Summerfield Charities Trust
and Zurich Community Trust whose funding has enabled us to work with families and those in
need of financial capability training in Cheltenham, Tewkesbury and Gloucester. This funding
has enabled us to provide training to frontline workers to enable them to better support their
clients, and to provide one to one support for those clients who need it.



The following case studlies illustrates some of the valuable work undertaken by both staff and vol-
unteers to support local families.

Mr D is disabled and in receipt of Disability Living Allowance and his wife had become his carer
since leaving work. His wife also has Chronic Obstructive Pulmonary Disease (COPD). They
owed £15,000 when they first were referred to the bureau and were struggling to maintain their
utility payments as well as afford food. On their first visit they were given a food voucher as their
situation was regarded as an emergency. They had also never considered looking at changing utili-
ty providers to reduce their household bills.

We worked with the couple to improve their budget and make savings. They had a water meter
at the property, and due to Mr Ds disability they were having to do a greater than average
amount of washing, this meat that they were struggling to pay their water bill. Their caseworker
assisted them with an application to Severn Trent Big Difference Scheme which resulted in, a re-
duction of £30 a month for their water.

Citizens
Advice

We showed the client how to use compari-
son sites online to make savings on such
things as insurance or utility bills. The client
was supported to do a comparison of their
energy provider and was incredibly pleased

when they were able to make savings of £344 a year (£29 per month) by changing supplier.

Following money advice, the client decided they would like to apply for a Debt Relief Order as it
would clear their debts. We successfully applied to a charity to cover the £90 fees and were then
able to assist the client in clearing their debt.
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One of our advisers describes a clientéds experi

This clientds experience i s typical of the many
one of our drop -in sessions. The client has mental health issues and is in receipt of Employment

and Support allowance (ESA); unfortunately his ESA was stopped following a medical assessment

and the client did not appeal the decision choosing instead to reapply for ESA at a later date. The

loss of ESA also caused the cessation of other benefits: e.g. Housing Benefit, Council Tax Reduc-

tion, etc. and therefore the client had no income and ran up debts of about £3,500.

By the time he came to Citizens Advice he had a court order for rent arrears; his council tax ar-

rears were being deducted through his benefit; the energy debts he had were being deducted from

his prepayment meter and because of the high me:
resulted in him being unable to afford food due to the combined effects of reduced benefits and

his debt repayments. One of the first actions taken was to give the client a food voucher.

We discussed two options with the client for managing his debt, one was a possible debt relief or-
der and the other was to deal with negotiators separately including making an application to the
British Gas Trust. The client chose the second option.

There was a positive outcome for the client:

1 | ensured sustainable payments would be made to the clients priority
creditors (Rent and Council Tax arrears, etc.)

1 | applied to the British Gas Trust Fund to get help with the clients utility
debts and they paid £995 off the clients fuel bill enabling him to afford to heat his home.

T | successfully applied to Severn Trent Big Difference scheme to reduce my clients water cost
to under £4 a month for a year.

t::q%?-“\ﬁ'

The client was naturally please, and said he felt more in control of his finances than he had been
and was, of course, grateful for the support he



