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Need advice?

Wil

whoever you are...whatever the p‘roble'm

Visit a bureau

Chichester Advice Centre

5/ 6 Theatre Lane,
Chichester, West Sussex,
PO1913R

Monday — Friday, 10 am —
4.30 pm

Bognor Regis Advice
Centre

Town Hall, Clarence Road,
Bognor Regis, West Sussex,
PO211LD

Monday — Friday, 10 am —

Littiehampton Advice Centre

14/16 Anchor Springs,
Littlehampton, West Sussex,
BN17 6BP

Monday — Friday, 10 am —4 pm

Y

4.30 pm
!

Y

Outreach Sessions

Midhurst 9.30 am — 12.30 pm
every Wednesday

Selsey 12.30 pm — 3.30 pm
every Monday

West Wittering 9.30 am —
11.30 am every other
Thursday

Outreach Sessions

Yapton 9.30 am — 1 pm every
Wednesday

Outreach Sessions

Arundel 10 am — 12 noon
every other Wednesday

Ford Prison 9 am — 1 pm
every other Thursday

Rustington 10 am — 1 pm
every Tuesday

Advice by phone

Advice Line: 0344 477 1171
Mobile phone Advice Line: 03003 300650

Advice by

email

Website: www.arunchichestercab.org.uk



http://www.arunchichestercab.org.uk/
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This has been another successful year
for Arun and Chichester CAB. The
annual audit from the national Citizens
Advice gave us high marks in all
categories and concluded by saying
that irhe bureau is well run with an
engaged and effective Trustee Board
supported by a strong management
team. The financial position is healthy
and the coming year ought to be one of
gener al Weaehery pleasgdo .
with this assessment but are also
aware that we need to continue to
evolve in order to maintain high levels
of service to our clients into the future.

This year has seen some notable
successes. It is especially pleasing that
Arun and Chichester CAB was one of
only 37 bureaux in England and Wales,
out of a total of 300, to be awarded a
contract from central government to
deliver the new AP
This provides free, impartial guidance
about defined-contribution pensions
and we now employ four paid staff to
deliver this service across a
geographical area which covers most
of West Sussex and parts of
Hampshire.

Our financial position remains strong
and we have now built up our reserves
to target levels. A consequence of this
prudent financial management is that
we have been able to invest in further
developing our services. We have
staffed a new Marketing and Media
position to develop our fundraising
programme and we have been able to
continue the Court Desk service even

though the initial funding did not cover the
full financial year.

I would like to offer my thanks to our
funders, in particular West Sussex County
Council, Arun District Council and
Chichester District Council, who provide
the core funding for our services and who
have awarded us a new contract until 31
March 2018. In this difficult economic
climate where funding for local services
has seen some dramatic cuts, we are
extremely grateful to the county council
for maintaining our level of funding and to
the district councils for increasing our
funding as part of the new contract. |
would also like to thank the Town and
Parish Councils for the supplemental
funding which they provide as this makes
an important addition to the core. We
place a high value on partnership working
with councils and are pleased that
councils value the role of Citizens Advice
in supporting clients who might otherwise
increase demand on council services.

| would like to thank our staff and
volunteers. Our paid staff are dedicated
and professional, they treat their work as
more than a job, and many of them
devote personal time to help raise funds
for the bureau. We have more than 150
volunteers who give their time and
expertise to make a difference to their
local community. Talk from politicians
about the fABiI g 8ndout €
of fashion but the spirit of helping others
truly exists in our volunteers and we are
privileged to have so many fine people in
our community.



Our trustees, who are also volunteers, these challenges and continue to be

have provided excellent support and the first port of call for free, impartial
contributions, throughout the year and advice for the people of Arun and
are a key part of Chichester.

whether working on the Finance

Committee, Research and Campaigns, l/

Information Assurance, or providing
other types of support to the Chief
Executive Officer. Finally, | would like
to extend my personal thanks to Carol
Groves, our CEO - the many
successes of Arun and Chichester
CAB are due to her outstanding
leadership of the organisation.
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Geoff Palmer
Chairman

As we go into the future, we will
continue to face challenges. Life is not
improving for everyone as the
economy improves and problems
related to areas such as benefits, debt,
housing and employment will remain a
fact of life for a number of people in
our community. We will need to
continue to evolve our offering so that
we can provide cost effective, timely
advice for everyone who needs it,
including those who cannot access our
office locations during working hours.
Wedre confident th

Li ke our wo
Wh y not g et : See Page 13
to find out about
volunteering with us
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C E O Onsessage

Despite wider reports of economic
improvement, many residents in Arun
and Chichester continue to struggle
against economic uncertainty
evidenced by unemployment, changes
to the benefits system and spiralling
utility and fuel costs. The continued
numbers of demand from clients and
organisations referring service users to
us is truly demonstrative of the need to
have in place our 'walk in" advice
centres and outreach venues across
the Arun and Chichester districts.

To continue to meet the demand the
bureau has had to work hard to draw in
additional funding. We are grateful to
all our funders for continuing to
recognise and support the work that we
do and we are optimistic that we can
work further with them to bring about
the very best outcomes for the
residents of Arun and Chichester.

We are committed to improving the
quality of life for our clients such as
through income maximisation (following
benefit take up), and money
management support through our
financial capability work. To this end
we were able to obtain additional
funding from Citizens Advice at the end
of this financial year to support a Digital
Money Coach project. This will enable
a new volunteering role, and will
support clients in how to access
information digitally in order to support
their money management. We have
also been able to continue our court
representation project thanks to
additional funds from the Sussex

Community Foundation and the
London Legal Support sponsored walk.

We have developed a new external
training programme on benefits and
debt for organisations front line workers
under our new training set up The
Training Network'. Phase 2, of this
new initiative will be looking to include
a telephone support line for front line
workers.

Funding and recruitment of volunteers
has the biggest impact on us meeting
our objectives, and so increasing our
unrestricted funds and future projects is
a priority. We are looking at alternative
funding to support the growing number
of clients who find themselves in fuel
poverty situations. Arun and
Chichester covers a large rural area
and additional project allows resources
to meet this need. In October 2014 we
made the decision to employ a full time
Marketing and Media member of staff
to support us in other funding streams
and raise our presence in the
community. This has enabled us to
hold two recruitment and information
days, and develop and introduce our
new style website, as well as raising a
high profile social media presence.
During this last year 16 volunteers left
because they had gained employment.
They all fed back that their success
had been attributed to skills acquired
as a CAB volunteer.

Over the years a great deal of
partnership working on shared projects
has taken place and we have been



able to build on this as a result of our
successful bid to become a Pension
Wise delivery centre. This has enabled
partnership working not only with our
neighbour bureau but other CAB in
Hampshire and Surrey.

Looking ahead to next year, we will be
working closely with Citizens Advice
nationally on their implementation of a
new Performance Quality Framework.
In addition, we will be implementing a
new private network to our IT system
allowing us more autonomy. We are
also looking at different resources and
projects to support the implementation
of Universal Credit, particularly around
the need for in depth benefit advice.

| thank all staff and volunteers for
helping to make Arun and Chichester
the success it is today. | am aware that
the changes at times seem constant;
some are out of our control and some
come from within, but the needs of our
clients are always at the forefront of
any planning.

| would like to say a special thank
you to our Operation Managers
Debbie Dawe and Ray Fowler and
Finance Manager Tracy Rablin. We
are a relatively small management
team, and their support and hard
work is second to none.

Finally, | thank our Trustees for all
their support. | consider Arun and
Chichester CAB very fortunate in
having such a positive and forward
thinking Trustee Board, which is the
strong foundation that underpins our
bureau.

Carol Groves
Chief Executive

We al |
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Volunteer, employee or supporter, we all
believe in the same thing T a society where
everyone gets the advice they need, and
every voice is heard.

Without the generous support of people up
and down the Arun and Chichester district,
we ¢ otwednthuedhe work we do.




Our core service

Arun and Chichester Citizens Advice

Bureau is an independent charity and
a member of the National Association
of Citizens Advice Bureaux.

We provide independent, impatrtial
and confidential advice free of charge
to all Arun & Chichester citizens. We
are dealing with a wide range of
matters including debt problems,
benefit issues, employment,
consumer, housing, immigration and
relationship breakdown.

Our open door 'drop-in' service
enables the client to get face-to-face
advice on the next step they need to
take. Trained volunteers provide an
initial O&égatewayd
c | i eneetdssadd help with some
basic information. We might book
them an appointment if the issue is a
bit more complex or arrange for the
client to see a specialist adviser.

During 2014/2015 the bureau saw
13,631 clients (11,605 gateways
and 2,026 enquiries).

bureau

wv:;‘w a

>

Advice options

Although face-to-face advice has
always been the cornerstone of
our service, Arun and Chichester
CAB also offers alternative
methods by which people can
access advice.

1 Advice by telephone

Arun and Chichester CAB
Telephone Advice Line is staffed
by a dedicated team of volunteers.
It provides a first point of contact
for callers to receive prompt
information and also acts as a
gateway through which clients that
need more specialist advice and
support can be referred to our
Debt and Welfare Benefits teams.

M Email advice

Email is another entry point for all
clients to access our services and
particularly convenient for people

who are working or cannot visit a

bureau.

1 Adviceguide

The Citizens Advice online guide
www.adviceqguide.org.uk is a
comprehensive source of advice
available to anyone at any time,
offering practical and reliable
information.



http://www.adviceguide.org.uk/

Arun and Chichester CAB
Main Client Issues 2014-15

m Benefits 3,465

® Housing 1,940

m Debt 1,636

m Relationships 1,467
® Employment 1,457

m Other/Charitable
Support 1,051

Arun and Chichester CAB
Age Range Report 2014-15
28.4%

25.4%

20.4%
17.1%

8.7%

16-24 25-34 35-49 50-64 65+



55.5% 27%

of our clients are male of our clients are female of our clients are disabled

annual hours open (three centres)
85% gateways seen
enquiries seen
809%0 of our workforce are volunteers
the hours of volunteering

£755,694 the estimated value of the hours donated by our volunteers

One independent charity

solving problems, changing lives
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Client satisfaction is part of the Aru
standards. The views of people who use our services help to shape the
planning, delivery and evaluation of our services.

mVery Positive O Positive ONegative mVery Negative mNot Recorded How easy did you

find it to access

100% .
our service?
90%
0,
g How happy are
70% you with the
60% information and
. advice you have
50% - received?
40% -
Overall, how
0, -
30% happy are you
20% - with the service
10% | that _yo:j:ave
received-
0% - — . . — el
Access Advice Service
Use again? Recommend?

10



Operations

Manager 0Ss

There have been a lot of different changes
over the past year with Arun & Chichester
CAB, and our very resilient assessors and
advisers have taken them all in their
stride.

A major change from Citizens Advice
Nationally is the implementation of a new
performance quality framework. This will
supersede our existing audit requirements
which have, up to now, been every three
years. We are one of many Citizens
Advice Bureaux in the country taking part
i n a whegrd 3D case$ are audited
each month. Luca Badioli has led this
new procedure, with support from all of
our supervisors who deserve special
thanks.

Additional resources have been required
to enable us to take part in this pilot. We
are continually learning from this new
system and, as a result, it is reassuring to
see our strengths 7 as well as identifying
areas that need further training. Our
thanks go to our assessors and advisers,
who work so hard to keep their knowledge
up-to-date and provide such a good
service to the community.

One service we provide to the community
is being part of Healthwatch. Clients who
need help and advice in respect of health
and social care services, support with a
complaint against an NHS funded service,
or who are simply willing to share their
experience of these services, can do so
through the CAB.

A lot of our clients are happy to share their
experience of health and social care
which, once anonymised, is passed on to

Healthwatch. Health and/or Social Care
11

services affect all of us at some time
in our lives and we all have a story to
tel |, but often dc
opportunity. We encourage everyone
to tell us their recent stories which
include, for example, comments
about poor food in the hospital they
were in which affected their whole
experence, to a clie
praise his treatment in hospital and
his physiotherapist enough.

Our thanks go to everyone who
encourages clients to tell us their
stories and in particular our
Healthwatch Champions who do
such a good job ringing clients back
to get full details of these stories.

fEverything changes
around us, the way we
operate the TV, the laws
of the country, our mobile
phones and so on, and
the CAB is n

Debbie Dawe
Operations Manager

mes s a.



healthwatch

West Sussex

Our client called an ambulance which refused to
attend as there was a note that the client had an
ASBO. He disputed this as the information was
out of date, but nevertheless his admission to A&E
was delayed. He completed a Healthwatch form,
and the issue was referred to ICAS who helped the
client carry his case forward to SECAMB (South
East Coast Ambulance Service).

| |

Il n essence, SECAMBOGs records cc
and they should not retain or use out of date information on their
records

They apologised to the client, and have taken steps to ensure that
out of date records will not be discussed with paramedics or
retained on their systems.

This is an example of how collecting the survey forms in our
centres can impact on better healthcare facilities for everyone,
and aid trusts to improve their policies and practices, which
can impact any of the nearly 1MM people who use their

services every year. e

neaiunwaeici

Staff and volunt eer s theBbghor Redig allice temra t
12


http://www.healthwatchwestsussex.co.uk/

Volunteers

Volunteers account for around 80% of the
Citizens Advice service. Arun & Chichester
CAB is fortunate to have the services of
around 150 volunteers, without whose
energy, expertise and commitment the
bureau could not operate.

In 2014/2015 our volunteers delivered

Many of our volunteers go into paid
employment as a consequence of
the training and support they
receive as a volunteer, and some of
that employment stays within Arun

and Chichester CAB. Out of the 33
paid staff (as of 1 April 2015), 14 of
those started as a volunteer for
Arun and Chichester CAB.

around 47,476 hours of volunteering,
which equates to £755,694 paid working
hours.

The volunteers help our clients to
understand their rights and responsibilities
and empower them to take control of their
own situations by giving them the advice
and information they need in order to make
informed choices and decisions.

If you are interested in being part
of our team, or want further
information, please contact us on

01243 866233.

VOLUNTEER STORY

| began volunteering at CAE 18 month ago after a long absence from employment due toiliness. Nat
only had | not worlked for a long time but | had spent a long time inisolation in my home. This had left
me nervous about interacting with people in general, socially inhibited and really quite lonely. |
wanted to return to work but | had no confidence. One of my friends was already a wolunteer
receptionist at CAE, who was moving on to gatewsay assessor training who suggested that | might
want to apply to take over her commitment. She also, ‘just happened' to have a volunteer pack with
her. After some thought, | managed to complete the application and give it back to her. To be honest
| was surprise when | was asked to attend an interview, and even more surprised when | was
accepted for the position. | admit | was quite worried and concerned once | had agreed to attend
induction, but everyone was so friendly and helpful that | was put at ease. | started wolunteering as a
receptionist far three afternoons a week over a period of six months. Once | had overcome my initial
shyness | found | looked fonward to my shifts. | met some really nice people and | felt better about
myself. | also found that | enjoyed helping cthers. | decided that | would like to be able to help people
more, 50 with some trepidation asked to be put forward for assessor training, this lasted about four
months and was quite intense. Once certificated as a gateway assessor this was followed, quite
quickly, by an adviser course for six months, so | was busy, but | did this as | found that | enjoyed
lzarning. This experience gave me the confidence to apply for an access course to Higher education,
wihich | completed and so | am starting a BA at University in September. The experience of
volunteering at CAE has literally changed my life. | now work part time for a local charity helping
vulnerable adults which | love, | wolunteer one day a week at CAE as a trainee adviser and | am
looking forward to starting my University course. My life now has purpose and direction, | now find it
eacsy to interact with people from all walks of life and | feel personally fulfilled.

13



Helping people with benefit problems

About the client

A disabled single client in his early
sixties came to the Chichester
CAB.

citizens
advice

He was on Incapacity Benefit and
his benefit was being threatened
because he was not able to attend
a medical to be transferred over to
contributions based ESA.

A

Theclent 6s healt h ¢
has significantly deteriorated but

his GP was not prepared to put it

in writing to request that he is
assessed at home.
Incapacity Benefit was therefore in
danger of being stopped if he
couldnoét provihee
couldno6t attend

ZBLL LoD R R R R LoD RR R DDPRRRE L)

How we helped the client

Wit hout being able to change his GPG6s view,
benefit check which showed that he was actually of age to qualify for Pension Credit

Guarantee and as he had a mortgage, some of his mortgage interest payments

could also be covered.

We assisted him with a claim and he was awarded Pension Credit on top of his
Incapacity Benefit and he is better off now by £66.73 per week. He is also now
waiting for his mortgage interest payments to be paid which could be worth a further
£10 per week. As he is on a passporting benefit he would receive free NHS

health costs and full Council Tax Reduction. The backdating rules have
also allowed the client to have a lump sum payment of Pension Credit
which has enabled him to purchase a mobility scooter outright to help him
become more independent.
I f the clientds I ncapacity Benefit st
move over to Pension Credit and would not lose out financially.
14
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Helping people with debt problems

&
L/

About the client

L)

ZBLLLLDDRRRRE LoD DR R REELLDDRRRR

In September 2014 he received a
letter from solicitors informing that
they would start court proceedings.

The client had taken out an
unsecured personal loan in 1999.

In October 2014 he received a
claim for the amount outstanding
plus statutory interest for 6 years
making the total claim approx.
£15000.

Due to loss of employment in 2001
he defaulted on the agreement.

He negotiated a repayment plan
and the creditor agreed to freeze
interest and charges.

He continued paying and the
amount paid increased every year.

In July 2014 he forgot to make the
monthly payment and, to make up
for it, in August he paid one and a
half of the amount usually paid. At
the time the outstanding balance
was approx. £9600.

How we helped the client

The client approached the Chichester advice centre and he was referred to the debt
and civil litigation specialist. At the appointment it was agreed that the best course of
action was to request documentation for us to look at and then raise a complaint in
regards to the unfair treatment of starting proceedings for missing a payment.

The creditor agreed not to request a judgement while investigating the complaint.
However, on its own initiative the court entered a judgement against the client and
the creditor threatened to apply for a charging order.

The creditor did not agree with the complaint but ultimately agreed to remove the
judgement and the £6400 statutory interest added.

From the documentation provided we discovered that the client was sold two
payment protection insurances on the same loan and that the contract did not
comply with the consumer credit requirements and was unenforceable.

We are now in the process of requisition that the creditor to write off the whole debt
or we would apply for the court for a declaration that the agreement is
unenforceable.

15
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Safeguarding home

O\
[/

ZBLLLL DD BB R R L L DR R R L DDPRRR

About the client She immediately returned to her

home town of Arun where she had
friends and family ties.

A client was living in Devon at her
7 months pregnancy. She had to
ask her partner to leave the
property due to an abusive
relationship.

She was initially Gofa surfingband
was given a bed and breakfast for
a short time.

She got the tenancy agreement
changed in her name only.

She had been notified that Exeter
City Council had discharged of

Around this time she was their duty of housing obligation.

diagnosed with a serious illness
and her baby was born
prematurely.

After the birth of her son, she
allowed her ex-partner to visit, but
he became abusive again.

¢ Apnis ase)

How we helped the client

Both housing departments at Exeter City Council and Arun District Council were
contacted and there were difficulties in finding who had the duty of care to house her
even though she lived in Arun area because she left her property due to domestic
violence.

On a Friday, our three members of staff stayed in the bureau till late to assist the
client to speak to the social services which enabled the client to have weekend
accommodation.

On a Monday morning, Arun District Council was contacted again by a staff member
from Shelter and this led to the client being temporarily housed.

After a short time, through CAB intervention, the client secured private rented
accommodation with the aid of Arun District Council.

The client came back to CAB as she needed furniture and we referred her to the
Local Assistance Network who provided her with the items she needed.

16
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Our projects

. Pension
wise

Your money. Your choice.

We are one of a very few bureaux in the

South East who have been successful in
obtaining funding to be a delivery centre for
the Pension Wise 6facce
offering guidance and options from our highly

trained pensions professionals.

Al wish to express my sincere thanks

We are covering twelve different bureau for arranging a pensions interview at
locations and our area stretches as far as Citizens Advice Bureau yesterday.
Fareham to the West and Shoreham to the Your guider was first class both in
East, then up as far as Haywards Heath, her clarity and explanation of several
Horsham and Midhurst! complex issues to do with my
pension with Scottish Widows. |
have found decisions regarding the
‘ general issue of pensions quite
7 difficult to make and specifically have

received conflicting advice from
several organisations that | have

The Service Aims

As areminder, the main aim of the contacted regarding ' recycling rules'.
Pension Wise service is to provide . .

. : . | feel the pensions industry needs to
information about the new options ) .

available to people who are nearing greatly improve this aspect. The

or over age 50 and have a defined report which | have been sent after
contribution pension scheme. my interview has been meticulous.
We can only offer guidance (NOT Please forward my dgep gpprecigtion
financial advice) and during a and thanks to the guider in question.o

session with a client will cover: [/

» Theirown plans for retirement
and the issues to consider on
how to fund their retirement

= The new flexible options
available , the pros & cons and
how they may be relevantto the
client, consider the affect of tax
& benefits and Inheritance tax

= Empower them to know what
guestions to ask their pension
provider and signpost them for
further help such as CAB, MAS

17
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Formerly known as Social Policy

What we call AnSoci al
research and campaigning. As we are a
grassroots community-based organisation we
have the unique insight into clientsdlives, the
connections to support clients to help
themselves, each other and the platform to
make sure their voice is heard.

The name change to Research and
Campaigns during this reporting year reflects
this and how we are changing across the
bureau network: coming together to work on
key issues. Bureaux are able to contribute
real insight to shaping national research
projects and campaigns, do research well
beyond just submitting bureau evidence
forms, and actively promote campaigns
locally. We are working on consumer policy
as much as Otpcihéebded
cultural change within the organisation that
means that what sits
encompasses a broad range of skills and
competencies.

The name change will help strengthen our
capacity in this area. When we ask people to
get involved, they will know what they are
signing up for. It will also reflect the fact that
we want to improve at this and fulfil the
second of our twin aims better from

6 i mp r thevpolioigs and practices that

affect peoplheedns p e ovpelse

voices need to be heard, we come together

to campaign on big is
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So as we develop a wider range of
research techniques beyond
bureau evidence forms and
develop our own local influencing
plans, and as we explore how
much more we can do to give our
clients a voice, we will be able to
clearly define to clients and
stakeholders alike that 1 this is
what we do!

To undertake this work
successfully we are fortunate in
our Bureau Research and
Campaigns team to have the skills
and resource across six core
areas:

Evidence and research
Campaigns

Communication

Influencing and networking
Involving clients and supporters

== =4 -4 4 2

AWe are well pl aced
committed team to carry on with the
good work and sincere thanks go in
particular to our Research and
Campaigns centre co-ordinators,

Lucy Birkinshaw, Liz Stanton, Roger
Kinrade and Tim Gillin as well as to
trustee Louise Spong for her support
to our team as board lead for our
research and campai

Ray Fowler, Operations Manager



Campaigns Local and National

Campaign successes achieved during this reporting period included:

The Campaign
Fayday loans

Bailiffs

Legal Aid Reform

What was the problem?
Payday loan companies not
treating their customers fairly.

Feople experience unacceptable

harassment at the hands of bailiffs.

More and more people could not

find help when they needed it. We

What happened?
The Financial Conduct
Authority introduced tough new
rules on payday lenders

The Government published

new guidance for lacal
authorities on collecting council
tax arrears.

WWe campaigned to influence

two Ministry of Justice

Wake Emplayment
Support Allowance
IESA] it for worl

Loghook loans

wiork and who isn't.

loan

were concemed that further
reforms would put access to justice
for ordinary people at risk.

Foorly designed rules malke it
difficult to determine who is fit for

High-cost lending, that involes
consumers offering an item of their
personal property as security for a

consultations on transforming
legal aid and judicial review
and secured key concessions
on a number of important
issues.

Improved the ESA work
capability assessment process

cap on the cost of payday
loans

Our current and future campaigns include:

Current campaigns continuing are:

Issues around private housing rental
throughout 2015 aimed at improving the

private rented sector,

Child care costs and availability locally.

Researching the experience of families on
lowy INCOMe in organising and managing
childcare and the impact this has on their
decisions around wiork

Reqistering with GPs as a new patient
{mystery shopping)

Fairplay for Prepa