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The Citizens Advice service provides free, independent, 
confidential and impartial advice to everyone on their rights 
and responsibilities.  It values diversity, promotes equality 
and challenges discrimination.   
 
• To provide the advice people need for the problems they 

face 
 
• To improve the policies and practices that affect people’s 

lives. 

Our aims and principles 
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Chair’s report 

Dave Morris 
Chair 

To paraphrase the famous saying – ‘everything changes but 
everything stays the same’! 
 
In recent months we have had a change of government with 
the new coalition announcing significant cuts in government 
spending which will surely have a knock-on effect on local 
councils and other funders.  At the same time there is much 
talk of the increased role of the ‘civil society’ which, the 
government says, will be encouraged to take on a larger role, 
providing some of the services previously provided by the 
public sector.  And whilst there are some signs that the 
economy is improving there are still many people in financial 
difficulties as a result of the current recession.  
Consequently, it is more important than ever that we at 
Citizens Advice are available when we are needed to help 
people get the benefits to which they are entitled, stay in their 
homes and fight inequality. 
 

In the last five years we have transformed our organisation from one which was 
largely local authority funded to one which is capable of winning and operating 
contracts in a competitive environment.  At the same time we have changed our 
advice process to allow us to see and help far more people and share our 
knowledge with a wide range of voluntary services. 
 
I am particularly pleased that with our colleagues in Advice Nottingham we are 
helping to improve the interaction between local agencies and our community.  The 
Systems Thinking pilot has shown that there are many sources of error and delay 
that could be eliminated by co-operation between the public and voluntary sectors 
and by simplifying the ways in which the benefits system works.  More than that, 
working together in partnership has shown that our voluntary sector in Nottingham is 
capable of competing for and winning advice work on a commercial basis.  This is 
great news both for people in the voluntary services and our clients! 
 
Of course we could not have achieved any of this without a tremendous amount of 
support from our staff, our volunteers and trustees, the local councils who support 
us and the companies who donate money and time to help develop our services. 
Thank you all for your much valued contribution. 
 
In five years we have changed a lot.  But one thing that hasn’t changed is the 
continued need people have for help, advice and support with their problems.  We 
still need to find ways to make our help available to more people in our community 
and we are striving to do so.  In what will undoubtedly be a challenging period we 
are determined to continue to provide a free, confidential and high quality advice 
service to help the people of Nottingham deal with their problems whatever they 
may be and irrespective of who they are! 
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Manager’s report 
What a year . . . . 
 
We have lived and worked through the longest, deepest post-war recession.  The 
demand for advice and information has been unprecedented.  In response we have 
kept our doors open for longer, developed our information and self-help service, 
opened new outreaches and started a debt advice clinic on Saturday mornings.  At 
the end of the year we were awarded a contract for an exciting new volunteer 
training project; we call it the VAST project and you can read about it on page 11.  
We are grateful to the organisations that have supported us in bringing these new 
services and opportunities; in particular Nottingham City Council, Nottinghamshire 
County Council, Capital One, Business Innovation and Skills (BIS), Nottingham 
Primary Care Trust. 
 
We have also moved into the world of financial capability with two new projects; one 
to deliver ‘Money Matters’ sessions to community groups in the county and a further 
project to recruit and train volunteer ‘Money Guides’ in Nottingham city.  This work is 
funded by Nottinghamshire County Council and One Nottingham (see page 14). 
 
During the year we have provided free, independent, impartial advice to 6,686 
people, an increase of 12 per cent on the previous year.  Over 79 per cent of all the 
issues we have dealt with have been debt or welfare benefit related.  Further to 
these figures our assisted information service has been used by 3,250 people and 
our recorded information line by a further 8,418 people.   
 
During the year we dealt with 20,529 new issues 
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Debt (12,736) Welfare benefits (3,582)
Employment (1,173) Housing (680)
Legal (492) Relationships (544)
Consumer (257) Immigration (188)
Finance (300) Utilities (162)
Tax (74) Other (341)



 

 

 

Manager’s report 

Last year I was staggered to report that our specialist team of debt advisers dealt 
with, on average over £1.3 million of debt every month, totalling £15.7 million during 
the year.  This year the figures are £2.1 million and £25.9 million.  Our capacity to 
deliver a specialist debt casework service has not grown so this is purely a reflection 
of the shockingly high levels of debt people are struggling with.    
 
Our volunteers and staff have risen to the challenges and we have delivered a 
quality service tailored to the needs of individual clients.  Through our ‘gateway’ we 
strive to ensure that face-to-face advice is targeted at those in greatest need, and I 
am proud that I work with a team of committed individuals who never forget the most 
vulnerable and most disadvantaged people in our community.   
 
We now have the threat of a ‘double-dip’ recession and are already anticipating the 
impact of policies of the new Coalition Government.  Cuts in funding have already 
entered our world with Citizens Advice currently implementing an in-year funding cut 
of nine per cent.  We know that there will be a comprehensive spending review in 
the autumn, and Ken Clarke, Secretary of State for Justice, has announced that 
there will be a review of legal aid.  On the plus side we know that the new 
government is keen to engage the third sector in public service delivery. 
 
Through volunteering, gateway, financial capability, and the broad range of 
generalist and specialist advice and information services we offer, Citizens Advice 
and bureaux are well placed to respond to proposals and consultations in the 
coming months.  
 
 
 
70 years of advice 
 
On 4 September 2009 the Citizens Advice service turned 70.  Having started life as 
an emergency war service, bureaux remain responsive to the changing needs of 
their communities.  Those working in the service know that advice can be life 
changing; it has the power to transform people’s health and confidence. 
 
During the year we used the opportunity of the 70th anniversary to highlight the 
value of our work and to raise additional funds to support our core service.  We 
received in excess of £8,000 from local companies and charitable trusts. 
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A client approached the bureau in April 2009 as she had heard about the new 
bankruptcy option for those with few assets and debts of less than £15,000 ie a 
debt relief order.  Several experienced debt caseworkers in the bureau had 
recently undergone training in the new online application process and were 
approved intermediaries as a result.  This client was our first application and was 
not easy as she had 13 creditors totaling £14,900 so it was a slow process 
completing the application particularly as there were several occasions when the 
system crashed losing all the data!  There was also the fear of getting it wrong as 
once the application is submitted no mistakes can subsequently be rectified.  
 
Fortunately, it was all accurate and the application was approved by the Official 
Receiver.  The client was delighted as she had been struggling to meet the 
payments on her debts for many years since the breakdown of her relationship 
and could see no way of ever clearing them.  She would not have been able to 
afford to petition for bankruptcy so this was the first time she could see the 
chance of making a fresh start. 

Specialist debt advice 
Income gains 
£16,399 

Total debt dealt with 
£25,978,088 

Priority debts 

£2,277,320 

Non-priority debts 

£23,700,768 

Debts written off  

£5,207,760 

Client and partner were referred to us as they had 
large arrears with a secured loan as well as a number 
of low priority debts.  Both were retired and in receipt 
of Pension Credit.  As a result they were struggling to 
meet the payments to their secured loan lender and 
had accrued a number of low priority debts in an 
attempt to make payments.  The secured loan lender 
had taken possession action and our clients were 
worried they would lose their property. 
 
We identified that the agreement may be 
unenforceable as it had never been affordable to the 
clients and they had not been made aware of the 
consequences of falling behind with payments.  We 
assisted our clients with obtaining an adjournment at 
court and referred them to a specialist firm of solicitors.  
They took the case on and the agreement has now 
been successfully challenged and deemed 
unenforceable.  
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Mr X was unable to work due to mental and 
physical health problems and had been on Income 
Support for a number of years.  Approximately two 
years ago the bureau helped him with a Disability 
Living Allowance appeal, following which he was 
awarded the lower rate of the mobility component 
and the middle rate of the care component.  
 
He approached us for help again this year, when 
his claim was up for renewal.  His condition had 
worsened and we suggested he could now be 
entitled to higher rate mobility.  Whilst the decision 
maker did increase his mobility award, they also 
reduced his care.  Mr X could not understand this 
and we agreed to once again help him appeal.  We 
therefore wrote to his GP for information.  The 
medical evidence provided convinced the Disability 
and Carer’s Service to once again increase his 
care component.  

Specialist welfare benefits advice 

Income gains 
£283,427 

Debts 
written off 
£26,743 

Lump 
sums  

received 
£84,785 
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Employment and support allowance was introduced in October 2008.  
This replaced incapacity benefit for people who were too ill to work.  In 
mid 2009 the bureau started to take on our first appeals regarding 
entitlement to this.  Overall, we had 20 cases in the course of the year.  
However, we expect this to increase dramatically in the future as nearly 
70 per cent of claimants are failing the work capability assessment.  
Where a claimant has then chosen to appeal, nearly 40 per cent of the 
decisions are changed at tribunal. 



 

 
 

 
 
 

 

Our general advice service 

1,385,077  
visits to  

our website 
www.nottinghamcab.org.uk 

Number of calls 
to our 24 hour 

recorded 
information line 
(0844 499 4129) 

8,418 

Number of people helped by 
our information assistants 

on reception 

3,250 

1,895 
appointments 

attended 

2,753 
gateway calls 

taken, of which 

67.2% 
were given an 
appointment 
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The gateway to advice 
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When we moved into our new premises in May 2007 we implemented changes to 
the way people accessed our service.  Our aims were to make information and 
advice accessible to more people and to target our resources to help those in 
greatest need. 
 
To achieve this we designed our new service delivery model so that initial access 
to the service would primarily be through our telephone gateway where an 
interviewer would determine the most appropriate outcome for the client.   
 
Outcomes of the Gateway interview include: 
 
• directing the client to other more appropriate services 

 
• assisted information – helping clients identify information they needed to 

resolve the problem themselves 
 

• general adviser interviews – interpreting information, providing advice and 
assisting clients to take action to resolve their problems or taking action on 
their behalf on a wide range of issues 
 

• direct access to specialist debt and welfare benefit appointments where 
appropriate. 

 
Assisted information service 
 
This year we have given focus to our assisted information service.  This is a drop-in 
service where clients are able to browse for information themselves or can be given 
assistance to: 
 
• identify other more appropriate services;  

 
• find the information they need from a wide range of leaflets, fact sheets, and 

self help packs;  
 

• use our internet kiosk to access Adviceguide and other trusted internet sites 
to enable them to resolve their problem.   

 
Volunteer information assistants are supported by our paid receptionist.  During the 
year we have trained more volunteers to provide this vital support to our clients and 
3,250 people have benefitted from this support. 



 

Campaigning for change 

Our aim is to improve the policies and practices that affect our clients and the wider 
community by tackling the root causes of problems that clients bring to us. 
 
We use the evidence from our clients, providing statistics and real case studies to 
influence policymakers to improve their practices and systems. 
 
A large part of the evidence for our campaigning work comes from the interviews 
clients have with our advisers.  From those interviews, an adviser will highlight an 
issue by completing a bureau evidence form, which is sent to Citizens Advice for 
action. 
 
We have developed working partnerships with Gedling Borough Council and 
Rushcliffe Borough Council regarding the Mortgage Rescue Scheme (MRS) and 
have a service level agreement in place where we have agreed to provide the 
money advice element of the mortgage rescue to two clients per month from each 
local authority. 
 
We also now accept referrals from the Fast-track Mortgage Rescue Scheme. 
 
We continue to work with Gedling Borough Council to develop good working 
practices for the collection of council tax arrears.  We hope that this will lead to fairer 
outcomes for our clients, as we hope to be able to stop any bailiff action and have 
affordable offers of payment agreed more quickly.  Gedling Borough Council now 
check all liability orders and where the client is in receipt of an income-based job 
seeker’s allowance, income-related employment and support allowance or pension 
credit they automatically apply for direct deductions from benefit. 

A 28 year old client and her partner had debts of approximately £31,500. 
They were managing the debts until the client’s partner had his overtime 
stopped, which significantly reduced their income. Before coming to CAB, 
they had sought advice from a Debt Management Company (Debt Relief 
Direct) who had charged them £350 for trying to obtain an IVA for them. 
The IVA was not obtained, and the clients lost £350. The same DMC then 
offered advice on bankruptcy for an upfront payment of £250. The client 
was unaware of organisations such as CAB, Money Advice Trust and 
Consumer Credit Counselling Service that can offer advice and help on 
bankruptcy for free. 
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The Volunteer Advice Sector Training project (VAST) is an exciting new opportunity 
for our organisation and the advice sector as a whole in Nottingham.  The project is 
part of a package of proposals developed in response to the recession by 
Nottingham City Council’s Welfare Rights Service and is an integral element of 
these wider proposals.  

Working in partnership with Advice Nottingham and other advice organisations 
within the city, the project will increase the capacity of the advice sector in 
Nottingham to ensure that advice services are made more accessible to those 
people most acutely affected by the recession.  Having recruited six new full time 
members of staff, it is planned that between March 2010 and March 2011, we will 
recruit and train 85 new volunteers and also offer exciting learning and development 
opportunities to existing volunteers. 

Our vision for the project is that it will not only increase the number of volunteers in 
the sector but will also strengthen our links to other advice organisations in the city, 
develop new and accelerated training methods, and leave a sustainable learning 
community that continues to support and advance the great work that CAB and 
Advice Nottingham does. 

VAST project 

“I wanted to do 
something mentally 
challenging, I also 
wanted to give 

something back to 
society in a practical way.” Maggie, Volunteer 

Adviser 

“I enjoy volunteering because 

having given up my full tim
e paid 

employment it’s nice to well, a) 

keep my brain active but b) also 

to come and socialise and mix 

with people. And that last one is 

a big part of it fo
r me. “ 

Karen, Volunteer Adviser 

“I had been unemployed for almost a year when my JSA adviser told me about 
the Vodafone World of Difference programme. Vodafone were paying 500 people 
across the UK to work for a charity of their choice for two months and I chose to 
come to the CAB.  During my time at the bureau I found that the people who work 
there, both paid staff and volunteers, were all passionate about what they did and 
about getting justice. I got to do a bit of everything during my placement from 
admin work and working on reception to visiting all the outreaches and analysing 
the client profiles. It was all very interesting and gave me a good overview of the 
different roles in the bureau. 
Without this project I would not have had two months in the best job I have ever 
had and am now looking forward to another year as a Trainer/Supervisor with the 
VAST project!”  Kat Archer 
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Mr A had been referred to the CAB service by his GP who was treating him for 
depression.  Mr A is married with two small children.  Although his wife was 
working Mr A had been unable to pay his mortgage since finishing his self-
employed work on the grounds of ill health two years ago. 
 
During the course of assisting Mr A with his debts the CAB adviser identified that 
he was not receiving the tax credits he was entitled to and helped him claim 
these.  Mr A was subsequently awarded tax credits of £170 per week.  The CAB 
adviser also suggested he claimed disability living allowance (DLA) as he had 
difficulty caring for himself and also getting about.  Mr A was awarded both the 
care and mobility components of DLA, increasing his weekly income by another 
£37.30 per week. 

Our outreach services 

Client was only receiving state retirement pension of £39.71 
per week.  We identified entitlement to pension credit of £90.29 
per week, housing benefit of £48 per week and council tax 
benefit £14.56 per week.  The client is now over £7,000 per 
year better off. 

Ms Z was referred to the CAB by the practice nurse.  Ms Z was a 21 year old, 
single parent of a 13 month old daughter living in a one-bedroom  flat.  The 
bedroom in the flat was very damp and there was mould on the walls.  Ms Z 
had ended up buying a new mattress and sleeping on the floor of the living 
room.  The baby's cot had become mouldy and so, on the advice of her health 
visitor, Ms Z was no longer using it.  Ms Z’s daughter slept with her on the 
mattress in the living room.   
 
The damp in the bedroom was so bad that Ms Z was worried about her 
daughter's health.  This view was shared by her health visitor who wrote a letter 
to Environmental Health.  Initially Ms Z was informed that the damp was "just 
condensation" and was advised that she should keep the windows open at all 
times.  This was difficult as the flat was on the ground floor.  The CAB helped 
persuade the housing provider to replace the windows, that were eventually 
identified as the cause of the problem, replaster the bedroom and provide Ms Z 
with vouchers for redecoration. 
 
The CAB also helped Ms Z obtain a grant so that she could buy a new cot for 
her daughter. 
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Our outreach services 

11 weekly outreaches in 
communities across the City, 

Gedling and Rushcliffe 

helped over 

1,000 
people,  

an increase of 

16% on 
last year 

dealt with over  

3,800 issues,  
an increase of 

8% 

Helped people 
with over 
£2.7m 
 in debt 

raised over 

£400,000 
in income 

over 
£27,000 in 
refunds or 

compensation 

The year ahead 
As a number of people have said, the coming year is likely to 
prove a challenge in a climate of diminishing funding, 
particularly as a number of our projects are only funded one 
year at a time.  We will continue to assist and support as many 
people as possible and work to retain our services, particularly 
in the most deprived areas and with the most vulnerable groups 
of people. 
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Some of the poorest or most vulnerable people in society do not have access to 
basic financial services, and many lack the skills to manage their money well.  This 
can make a bad financial situation both seem, and be, a lot worse. 

Without a bank account you might need to pay a fee to cash a cheque, or you could 
miss out on better deals available only by using direct debit.  Without a credit rating 
you cannot get affordable loans and so might pay higher rates of interest – or worse, 
fall prey to loan sharks or other illegal money lenders.  These costs are falling on 
those who can least afford them, but are avoidable. 

Financial capability work is about giving people skills, knowledge and confidence to 
make the financial choices that are right for them and to help them avoid crises.  It is 
proactive and preventative and helps people make better budgeting, borrowing, 
saving and banking decisions. 

Nottingham CAB has gained funding over the last year for two projects.  The first, 
the Nottinghamshire Financial Capability Project, has been funded since June 2009 
by Nottinghamshire County Council and has enabled delivery of ‘Money Matters’ 
sessions to community groups in the county, forming strong links with Surestart, 
Homestart and Framework amongst other groups. 

Nearly 300 individuals have attended the sessions during the year and they have 
reported a significant increase of 62 per cent in their confidence in handling money 
as a result of attendance. 

The second project is the Nottingham Community Volunteering Programme, funded 
by One Nottingham, the local strategic partnership, since March 2010.  The project 
is a partnership with Nottingham Credit Union and is in place to recruit and train 
volunteers to act as one-to-one money guides in the city. 

So far, 20 volunteers have been recruited and have started their training in two 
separate groups.  The first group is due to start seeing clients from late June. 

 

 

Financial capability 

Ms J was a single parent with two dependant children.  She was 
receiving various benefits and paying a total of £70 per week to five 
different doorstep lenders charging interest at over 250 per cent per 
year.  She never missed a payment to these lenders, but did miss 
payments on her rent and council tax and was in serious arrears on 
her utilities.   
 
Ms J attended a Money Matters session and afterwards said “I would 
never use a doorstep lender again, I had no idea credit unions 
existed.  The best thing for me was realising I could do something 
about my situation.” 
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Financial capability 

The average 
household 
debt in the 

UK is 
£57,950 

One person is 
declared 

bankrupt every 
3 min 41 sec 

The average 
home will cost 

£33 to run a day,  
that’s £955 a 
month, and 

£11,455 a year 

It will take  
40 years 

to pay off £3,000 
on a credit card if 

you pay the 
minimum amount 

every month 

Loan shark 
= 5,000% 

APR 

Raising a child to the 
age of 21 will now set 
you back £26 a day, 

that’s £800 per 
month, or £9,610 a 

year 

More than 80% 
of people in 

Britain admit to 
regularly 

spending more 
than they earn 

The average car will cost  
£19 a day to keep on the road,  

£578 per month,  
£6,935 a year 
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Nottingham & District CAB has a range of contracts, service level 
agreements, grants and donations and is funded by: 

Nottingham City Council 

Nottinghamshire County Council 

Gedling Borough Council 

Rushcliffe Borough Council 

Legal Services Commission 

Business Innovation and Skills (BIS) 

Imperial Tobacco Ltd 

Gedling Local Strategic Partnership 

One Nottingham 

Nottinghamshire Teaching Primary Care Trust 

The bureau also receives donations from local companies and private 
individuals 

We are thankful for the support we receive from companies, trusts, 
individuals and others.  It enables us to develop innovative projects that 
make a difference to the community and we always welcome new 
partners who can help us to build on our work. 

Our funders 
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“The most important point for me to recognise, 
however, is that the most important of resources 
available at any time are people themselves.  You and 
others like you make up the public and  private 
institutions that make society work.  This is why I 
wanted  just to acknowledge how much help I have 
had from you, and your colleagues, over the years.” 
 
Alan Simpson MP (March 2010) 




