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Need advice?  

Visit a bureau  

 

Advice by phone  

 

Advice by email  

 

 

Website: www.arunchichestercab.org.uk  

 

http://www.arunchichestercab.org.uk/
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Chairmanõs message  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

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 ñThe 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 

general stabilityò. We are very pleased 

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 ñPension Wiseò service. 

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. I 

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. 

I 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 ñBig Societyò may go in and out 

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, 

have provided  
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Our trustees, who are also volunteers, 

have provided excellent support and 

contributions, throughout the year and 

are a key part of the bureauôs success, 

whether working on the Finance 

Committee, Research and Campaigns, 

Information Assurance, or providing 

other types of support to the Chief 

Executive Officer.  Finally, I 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.  

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. 

Weôre confident that we can rise to  

 

 

 

Like our work? 
Why not get involved? 

See Page 13                     

to find out about 

volunteering with us 

Geoff Palmer         

Chairman 

these challenges and continue to be 

the first port of call for free, impartial 

advice for the people of Arun and 

Chichester. 

http://www.google.com.tr/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://dacorumcab.org.uk/&ei=FYqKVdqXA4qX7Qbeh5GYBQ&bvm=bv.96440147,d.ZGU&psig=AFQjCNGzEMMFR7V9WuViPry0rPv-WSjmiQ&ust=1435229061054777
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CEOõs message   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

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  
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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. 

I thank all staff and volunteers for 

helping to make Arun and Chichester 

the success it is today.  I 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. 

 

I 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, I thank our Trustees for all 

their support.   I 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 all share one goal 

 
 

Volunteer, employee or supporter, we all 

believe in the same thing ï 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 couldnôt continue the work we do. 
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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, impartial 

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 ógatewayô assessment of 

clientsô needs and 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).  

 

 

 

 

 

 

 

 

 

 

Stats about how many clients we 

have seen, type of issues we dealt 

 

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.  

¶ 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. 

¶ 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.  

¶ Adviceguide 

The Citizens Advice online guide 

www.adviceguide.org.uk is a 

comprehensive source of advice 

available to anyone at any time, 

offering practical and reliable 

information.  

 

http://www.adviceguide.org.uk/
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Arun and Chichester CAB 
Main Client Issues 2014-15 

 

 

Arun and Chichester CAB                                                                                                 

Age Range Report 2014-15 
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4725 annual hours open (three centres) 

85% gateways seen 

15% enquiries seen 

80% of our workforce are volunteers 

47,476 the hours of volunteering 

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

 

 

One independent charity          

solving problems, changing lives 

44.5%                                          

of our clients are male 

 

55.5%                       

of our clients are female 

 

27%                               

of our clients are disabled 

 

http://www.google.com.tr/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://www.wearemash.com/projects/citizens-advice-illustrations/&ei=VIqKVc_DO4jD7ga4lbr4BA&bvm=bv.96440147,d.ZGU&psig=AFQjCNEmUWmgzFQjpXaf4sNmcx-yEpeFew&ust=1435229136806695
http://www.wheatonbible.org/content.aspx?content_id=256436&site_id=10713
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Client satisfaction is part of the Arun and Chichester CABôs quality assured 

standards. The views of people who use our services help to shape the 

planning, delivery and evaluation of our services. 

Use again? 

How easy did you 

find it to access 

our service? 

                         

How happy are 

you with the 

information and 

advice you have 

received? 

Overall, how 

happy are you 

with the service 

that you have 

received? 

 

Recommend? 
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Operations Managerõs message 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

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 

in a ópilotô where 30 cases 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 ï 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 

 

 

 

services affect all of us at some time 

in our lives and we all have a story to 

tell, but often donôt have the 

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 

experience, to a client who couldnôt 

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. 

 

ñEverything changes 

around us, the way we 

operate the TV, the laws 

of the country, our mobile 

phones and so on, and 

the CAB is no different.ò 

Debbie Dawe                

Operations Manager 
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A client has shared their hospital experience with the Arun and Chichester 

CAB in the hope that other people would have a better experience.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

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).  

 In essence, SECAMBôs records contained out of date information, 
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.  
 

Staff and volunteers held óHealthwatch Dayô in the Bognor Regis advice centre 

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

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.  

 

 

 

 

 

 

VOLUNTEER STORIES 

Á Improving prospects 

άL ǿŀǎ ŀ ǎƛƴƎƭŜ ƳǳƳ ǿƘƻ ƘŀŘ ƴƻǘ ōŜŜƴ ƛƴ ǘƘŜ 
working environment for sometime, I had no 
career path, my confidence in my abilities was 
very low and there was nothing of any use 
from the last eight years of my life to put on 
my CV. After approaching the bureau as a 
client and seeing an advertisement for 
helpers, I ended up applying to be a volunteer 
receptionist at the CAB. At my interview I was 
encouraged to apply for the role as an adviser 
and I have not looked back since. I gained my 
CAB certificate in generalist advice and this 
passported me onto a law course at college. I 
worked my way up at the Bureau and am now 
employed by them fulltime. I have since 
completed a law qualification. I love my work 
and now feel valuable and able to contribute 
something really worthwhile to society. The 
atmosphere at the bureau is unique as 
everyone is there because they love the work 
and want to help clients. It is wonderful to be 
part of such an amazing and diverse team of 
ǇŜƻǇƭŜΦέ    

Á Boosting confidence 

άL ŀƳ ǎƻ glad I made the decision to volunteer 
as the whole experience was very positive for 
me. I gained in confidence very quickly and 
learnt so much. Within a year I was offered a 
paid position and I know that my role within 
the CAB helped me gain that employmeƴǘΦέ 

 

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. 

If you are interested in being part 

of our team, or want further 

information, please contact us on 

01243 866233.  
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Helping people  with benefit problems  

How we helped the client 

Without being able to change his GPôs view, the CAB assisted the client with a 

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. 

If the clientôs Incapacity Benefit was to stop now, it is likely he could fully 

move over to Pension Credit and would not lose out financially. 

About the client 

A disabled single client in his early 

sixties came to the Chichester 

CAB.  

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.  

The clientôs health and mobility 

has significantly deteriorated but 

his GP was not prepared to put it 

in writing to request that he is 

assessed at home. The clientôs 

Incapacity Benefit was therefore in 

danger of being stopped if he 

couldnôt provide evidence that he 

couldnôt attend a medical. 

C
a
s

e
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d
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http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://www.leicscab.org.uk/&ei=tmtsVabyL8z9Ur-NgLAI&psig=AFQjCNEvx3gbC84H4PWyimXxrsk5kYz-Bg&ust=1433255168491550
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Helping people  with debt problems  

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. 

In September 2014 he received a 

letter from solicitors informing that 

they would start court proceedings.  

In October 2014 he received a 

claim for the amount outstanding 

plus statutory interest for 6 years 

making the total claim approx. 

£15000.  

 

 

C
a
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d
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About the client 

The client had taken out an 

unsecured personal loan in 1999. 

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.  
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Safeguarding home  

 

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.  

She immediately returned to her 

home town of Arun where she had 

friends and family ties. 

She was initially ósofa surfingô and 

was given a bed and breakfast for 

a short time. 

She had been notified that Exeter 

City Council had discharged of 

their duty of housing obligation. 

 
 

C
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About the client 

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 got the tenancy agreement 

changed in her name only. 

Around this time she was 

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. 

 

http://www.google.com.tr/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://cab.moocowclients.info/campaigns/&ei=yxaMVc3iNOTP7QaXmYL4DQ&bvm=bv.96782255,d.ZGU&psig=AFQjCNFDrSm5po-BLxoRiQbdY7mpqZANhQ&ust=1435330614739116
http://www.google.com/url?sa=i&rct=j&q=&esrc=s&frm=1&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://www.duncanlewis.co.uk/Legal_News_April-2014.html&ei=lQ2RVba7LYHqUvK1qbAN&bvm=bv.96783405,d.d24&psig=AFQjCNFZgznk4fibrZrfUIbVBOAoiEjtLg&ust=1435655947564074
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Our projects  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

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 óface to faceô service; 

offering guidance and options from our highly 

trained pensions professionals.  

We are covering twelve different bureau 

locations and our area stretches as far as 

Fareham to the West and Shoreham to the 

East, then up as far as Haywards Heath, 

Horsham and Midhurst!  

 

 

 

 

To make a face to face 

appointment please call 

01243 860516.  

ñI wish to express my sincere thanks 

for arranging a pensions interview at 

Citizens Advice Bureau yesterday. 

Your guider was first class both in 

her clarity and explanation of several 

complex issues to do with my 

pension with Scottish Widows.  I 

have found decisions regarding the 

general issue of pensions quite 

difficult to make and specifically have 

received conflicting advice from 

several organisations that I have 

contacted regarding ' recycling rules'. 

I feel the pensions industry needs to 

greatly improve this aspect. The 

report which I have been sent after 

my interview has been meticulous. 

Please forward my deep appreciation 

and thanks to the guider in question.ò 

 

http://www.bing.com/images/search?q=green+pin&view=detailv2&&&id=BC1E3CCF68D4747482ED732F6A43E3966CEA24A4&selectedIndex=11&ccid=cmFNK2GL&simid=608032980146523798&thid=JN.Y6zCJ9nywnxlPofdRguL9g
http://www.bing.com/images/search?q=pension+wise+-+Your+money.+Your+choice.&view=detailv2&&&id=E6B23076CD5956B498E2646665C8FE51D5285EF9&selectedIndex=0&ccid=c%2bXr3ujA&simid=607995038400447058&thid=JN.R4SsagMuCYdmyU2JbzpXEQ
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Formerly known as Social Policy                    

What we call ñSocial Policyò is actually 

research and campaigning. As we are a 

grassroots community-based organisation we 

have the unique insight into clientsô lives, 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 ósocialô. In reality thereôs a 

cultural change within the organisation that 

means that what sits under ósocial policyô 

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  

óimproving the policies and practices that 

affect peopleôs lives.ô to ówhen peopleôs 

voices need to be heard, we come together 

to campaign on big issues.ô   

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 ï 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: 

¶ Running a research and 

campaigns team 

¶ Evidence and research 

¶ Campaigns 

¶ Communication 

¶ Influencing and networking 

¶ Involving clients and supporters 

 

 

 

 

 

ñWe are well placed with our 

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 campaigns work.ò 

 

Ray Fowler, Operations Manager 
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Campaigns Local and National   

Campaign successes achieved during this reporting period included: 

 

 

 

Our current and future campaigns include: 
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Network   

 

 

 

 

 

 

 

 

 

 

 

 

Our Management Team has given additional 

priority to our training team with a view to 

supporting our staff and volunteers in all 

areas of the new Welfare Reform changes, 

and particularly bearing in mind Universal 

Credit to be rolled out either this year or next.   

 

It has become apparent from feedback 

received from several organisations that they 

would appreciate taking part in our training 

sessions, and to this end we have invited 

some external front-line workers to attend 

some of our Welfare Benefits, Debt and 

Financial Capability courses. This has 

proved very beneficial to these 

organisations, and as a result we have 

decided to óroll outô our training and set up a 

new óTraining Networkô initiative. 

 

External training as of September 2014: 

¶ 74 individuals have attended to either 

a half or full day course 

 

What our attendees have saidé  
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