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SOUTH STAFFORDSHIRE CITIZENS ADVICE BUREAU

OPENING HOURS

MONDAY 9.30am – 12.30pm at
Civic Centre, Gravel Hill, WOMBOURNE, WV5 9HA

TUESDAY 10.00am- 1pm at
Featherstone Children’s Centre, The Avenue,
FEATHERSTONE, WV10 7AS Term time only

and 9.30am – 12.30pm at
The Senior Citizens Club, High Street,
KINVER, DY7 6HL

WEDNESDAY 9.00am – 12.00pm at
Lane Green School, Bilbrook Road,
BILBROOK, Nr Codsall, WV8 1EU
Closed during August and Christmas holidays

and 10.00am – 4.00pm at
The Village Hall, Pinfold Lane,
CHESLYN HAY, WS6 7HP

and 9.30am – 12.30pm and
1.00pm – 4.00pm at
Community Centre, Church Road,
PERTON, WV6 7PD

THURSDAY 9.30am – 12.30pm at
The Haling Dene Centre, Cannock Road,
PENKRIDGE, ST19 5DT

and 10.00 am to 1.00 pm at
Codsall Village Hall,
Wolverhampton Road,
CODSALL, WV8 1PW

FRIDAY 9.30am – 12.30pm at
The Civic Centre, Gravel Hill,
WOMBOURNE, WV5 9HA

County Wide Telephone Advice: Staffordshire Advice Line: 08444 111444

Open between 9.30 am – 4.30 pm Monday to Friday
(Excluding Bank Holidays)
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TRUSTEE BOARD MEMBERS

SCHEDULE OF MEMBERS

Chairman: David Hough

Part One (Individual Nominees)

Mr Malcolm Harris

Mr Peter Wilkinson

Mrs Carole Yates

Mr Mike Lynch

Mr Bryan Richens (Treasurer – as from 1st April 2010)

(Two Vacancies)

Part Two (Nominating Organisations)

Cllr Ena Ray South Staffordshire Parish Council Association

Cllr Robert Reade South Staffordshire District Council

Cllr Roger Lees South Staffordshire District Council

(Five Vacancies)
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STAFF

PAID STAFF

Manager: Catherine Barlow

Bureau Supervisor: Stephanie Brown

Money Adviser: Graham Mason

Money Adviser: Dafydd Barnes

Case Worker: Sarah Preston

Administration Officer: Helen Evans

Generalist Adviser: Sarah Giles

VOLUNTEERS

GENERALIST ADVISERS TRAINEE ADVISERS

Ken Tina Lyndon
Jeremy Christine Madelaine
June Pauline
Michael Hardit

ADMINISTRATION DUTIES

John

BANK DETAILS ACCOUNTANTS

Barclays Bank PLC Wright & Co Partnership Ltd
5 Queen Square The Squires
Wolverhampton 5 Walsall Street
WV1 1DS Wednesbury

WS10 9BZ
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SOUTH STAFFORDSHIRE CITIZENS ADVICE BUREAU

Aims and principles

To ensure that individuals do not suffer through lack of knowledge of their rights and
responsibilities or of the services available to them, or through an inability to express their needs
effectively and equally to exercise a responsible influence on the development of social policies
and services, both locally and nationally.

Description of the service

The Citizens Advice service helps people resolve their legal, money and other problems by
providing information and advice and by influencing policymakers. Citizens Advice Bureaux use
evidence of their clients' problems to campaign for improvements in laws and services that affect
everyone. Every Citizens Advice Bureau is an independent registered charity. Without funding and
volunteers the CAB could not continue to provide its services in South Staffordshire.
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CHAIRMAN’S REPORT
2009/2010

Details of achievements during the past year are comprehensively set out in the Bureau
Manager’s report. It can be seen that in overall terms service delivery has increased, reflecting
the increased demands placed on the CAB during this period of economic downturn. This has, of
course, placed a greater burden on both paid and voluntary staff who have all responded
magnificently. It has to be said that all staff regularly exceed their agreed hours, and although
this is done with good will and commitment it is not a healthy state of affairs on a long term
basis. Efforts continue to be made by management to try and secure additional funding and to
recruit and train additional volunteers; this is greatly appreciated by the Board of Trustees.

Early in this financial year we had our new manager in post and had set about recruiting an
Advice Services Coordinator. This restructuring has given new life to the Bureau and we are
delighted with the way in which both have settled in; we continue to be impressed with their
professionalism and commitment. It has been particularly pleasing to see that we had excellent
results from the CitA quality and organizational audits which were carried out during the autumn
period.

Over the past couple of years we have tried to find a replacement for our Treasurer, Carole
Yates, who wished to retire from the position which she has held for so many years. I am now
delighted to report that we have a new Trustee, Mr Bryan Richens, who will formally take over
from Carole at the start of the new financial year

On behalf of the Board of Directors and myself I would like to record our welcome to Bryan, to
say a very sincere thank you to Carole as our outgoing treasurer, and to express our great thanks
to all staff and volunteers for the continuing success of the Bureau

David Hough
Chairman
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MANAGER’S COMMENTS

We are delighted to report that the bureau has had a very successful and positive year following
its emergence from a challenging period of change and transition.

Superb work from our staff and volunteers has enabled the bureau to continue providing an
excellent advice service to the local community. The tremendous dedication and commitment
they have shown, often putting in many additional hours beyond the call of duty, and the quality
of work they have produced has been reflected in the result of our 2009 Citizens Advice audit.
We were commended for the 87% we scored in our quality of advice assessment, which puts us
amongst the best performing bureaux in the country, and highly praised for our social policy
work.

Last year we dealt with 5533 contacts and helped people deal with 8084 issues including
reducing indebtedness, benefit claims, employment problems, homelessness prevention,
resolving injustices and compensation for poor goods and services. We have collected data
relating to these problems and submitted 60 Bureau Evidence Forms to Citizens Advice to help
them campaign for improvements in social policy and services.

The coming year will see us widening our access to clients through our participation, with other
bureaux in Staffordshire, in the county wide Telephone Advice Line. Our region is the first one in
England to go live with Advice Line nationally.

Our annual client satisfaction survey revealed that 98% stated they were happy or very happy
with our service which is testament to the commitment given by everyone. We received some
very positive comments and letters from clients, some of which are illustrated below:

“When I attended the CAB in Kinver, the adviser provided me with an excellent service. She was
professional, friendly and an asset to the CAB. Please pass on my compliments.”

“This letter is to express our gratitude. Your caseworker has helped our family through some difficult times. She
combines professionalism with personal warmth and we would not hesitate to recommend her to others.”

“Just a few lines thanking you for getting things moving on our roof problem. We are sure we would not
now be in this position without all your help. Many thanks.”

“I had been having problems with the DWP in an effort to obtain the correct winter fuel payment and was getting
nowhere. I decided to contact the CAB for help. I found the advisers I dealt with to be sympathetic and efficient.
Halleluja!! Today thanks to the perseverance of the CAB I received my payment. Thank you indeed for your efforts
as my patience was long exhausted.”

A very big thank you to all our funders, staff, volunteers, Trustee Board members and those in
the wider community who support the Citizens Advice service in South Staffordshire.

Cathy Barlow
Bureau Manager
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WOMBOURNE

2009 – 2010 Breakdown

Category of Enquiry Percentage %

Debt 36
Benefits 30
Employment 7
Housing 6
Legal 4
Relationship 6
Others 11

Wombourne - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Others

Total Contacts: 3700 Number of Issues: 3631

(2008/2009 - 3027) (2008/2009 – 2947)
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KINVER

2009 – 2010 Breakdown

Category of Enquiry Percentage %

Debt 36
Benefits 26
Employment 6
Housing 4
Legal 6
Relationship 11
Others 11

Kinver- Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Others

Total Contacts: 170 Number of Issues: 504

(2008/2009 – 178) (2008/2009 – 318)
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CHESLYN HAY

2009 – 2010 Breakdown

Category of Enquiry Percentage %

Debt 24
Benefits 28
Employment 11
Housing 7
Legal 4
Relationship 7
Others 19

Cheslyn Hay - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Others

Total Contacts: 355 Number of Issues: 1030

(2008/2009 – 285) (2008/2009 – 838)
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PERTON

2009 – 2010 Breakdown

Category of Enquiry Percentage %

Debt 31
Benefits 35
Employment 6
Housing 6
Legal 5
Relationship 7
Other 10

Perton - Enquiry Type %

Debt
Benefits

Employment
Housing
Legal
Relationship
Other

Total Contacts: 452 Number of Issues: 1054

(2008/2009 – 441) (2008/2009 – 1044)
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PENKRIDGE

2009 – 2010 Breakdown

Category of Enquiry Percentage %

Debt 21
Benefits 34
Employment 10
Housing 6
Legal 7
Relationship 11
Other 11

Penkridge - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Other

Total Contacts: 343 Number of Issues: 705

(2008/2009 – 300) (2008/2009 – 710)
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BILBROOK

2009 – 2010 Breakdown

Category of Enquiry Percentage %

Debt 19
Benefits 33
Employment 18
Housing 5
Legal 5
Relationship 9
Other 11

Bilbrook - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Other

Total Contacts: 142 Number of Issues: 335

(2008/2009 – 35) (2008/2009 – 71)
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CODSALL

2009 – 2010 Breakdown

Category of Enquiry Percentage %

Debt 40
Benefits 29
Employment 7
Housing 6
Legal 3
Relationship 5
Other 10

Codsall - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Other

Total Contacts: 264 Number of Issues: 612

(2008/2009 – 184) (2008/2009 – 442)
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FEATHERSTONE

2009 – 2010 Breakdown

Category of Enquiry Percentage %

Debt 19
Benefits 32
Employment 13
Housing 13
Legal 4
Relationship 5
Other 14

Featherstone - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Other

Total Contacts: 107 Number of Issues: 213

(2008/2009 – 33) (2008/2009 – 100)
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DEBT REPORT

Debt continues to be the single greatest enquiry area for which clients seek our assistance and
represents almost half of all enquiries received during this accounting period. 232 new debt
cases were taken on and the total value of the associated debts fell just short of £10 million.

We have two debt advisors who give a combined total of 36 hours per week of specialist
money advice.

All available debt remedies that are judged appropriate to the clients’ individual circumstances
are offered as options. These include Bankruptcy, Administration Orders, Debt Relief Orders
(DRO), Individual Voluntary Arrangements (IVA) and Informal Debt Management.

There has been an increased take up of Bankruptcy as an option since the rules were changed
regarding the publication of bankrupts’ names in local newspapers. However, we find that as
this change is not widely known, resistance to Bankruptcy as a remedy for appropriate clients
is still a barrier. The cost of Bankruptcy increased from £510 to £600 and this too remains a
barrier to some clients where bankruptcy would present the best option. In a small number of
cases, we were able to obtain a grant on behalf of the client to fund a much needed
bankruptcy. We assisted 36 clients with their petitions for Bankruptcy during the year

Debt Relief Orders continue to account for a significant proportion of solutions offered to
clients whose circumstances fall within the DRO criteria. Clients who own their own homes,
albeit with negative equity and those who have made contributions to pension funds, even
when they are many years away from pension age, continue to be excluded. However, we
have participated in providing social policy evidence to challenge the legislation with the hope
of bringing about a change in the law in respect of pensions and hope to see amendments to
the ‘Act’ in the forthcoming months. 54 clients were assisted with DROs during the year.

We see many clients whose debts arise from the sale, or threat of sale, of their homes where
values have fallen and have left them with a negative equity which forms the greater part of
their total debts. This is a trend that we foresee will continue to rise until the housing market
picks up. This is a state of affairs that has a devastating effect on families’ finances which to a
large extent has occurred because of circumstances beyond their control.

We have had some success in challenging loans made ‘irresponsibly’ by financial institutions,
both in respect of ‘selling’ personal protection insurance where there was little likelihood of any
circumstance that would lead to a successful claim and where loans were ‘sold’ to vulnerable
clients without regard to their income and ability to repay. The Financial Ombudsman has
assisted in these cases and several more cases are awaiting outcomes.

Graham Mason
Money Advisor
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SOCIAL POLICY REPORT

One of the twin aims of Citizen Advice Bureaux is:-

“To exercise a responsible influence on the development of social policies and services both
locally and nationally.”

In order to fulfil this aim, whenever an adviser identifies a social policy issue, an electronic
Bureau Evidence Form is raised, which after checking, is sent directly to Central Office Social
Policy Department. All individual client details are omitted in order to preserve confidentiality,
however clients are invited to participate in social policy action when appropriate.

Every month we receive a Social Policy Bulletin, with news of current campaigns, often asking
for additional evidence. Every quarter a Social Policy Cluster Group Meeting is held at Stafford
with bureaux from across the county, where each is able to highlight issues they are currently
experiencing and, where appropriate, plan joint action.

During the period covered by this report, our evidence has been used in: CITA’s submission to
the House of Lords inquiry into the European Commission’s proposed directive on consumer
rights, CITA’s evidence briefing “Unreasonable Demands” on the threatened use of civil
recovery against those accused of shoplifting, CITA’s survey on the rules covering Debt Relief
Orders and pension contributions and a social policy bulletin report on residential letting
agency fees.

Where appropriate, we have continued to bring social policy issues to the attention of our
member of parliament. At our request, Sir Patrick Cormack gave his support to a private
member’s bill extending some additional protection to tenants of private landlords, when the
property is repossessed because of the landlord’s mortgage arrears. The bill passed
successfully.

We have continued to use evidence to produce work showing the slowness of the tax credit
system to respond to a claimant’s change in circumstances and the poor way it interacts with
benefits administered by the local authority. In addition to liaising with the social policy
department at central office, this work has been forwarded to individuals and organizations,
who will influence plans to reform welfare benefits.

This is a brief outline of some of the social policy issues we have covered in the past twelve
months.

Ken Dean
Volunteer Social Policy Co-ordinator
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FUNDING REPORT

South Staffordshire Citizens Advice Bureau is primarily funded by resources made available
under the terms of its Service Level Agreement with South Staffordshire District Council. Funds
are also provided by Staffordshire County Council to support, in particular, the money advice
services provided to Bureau clients. Additional funds have also been received from the
Community Learning Partnerships of Cheslyn Hay and Wolgarston and Codsall and from
individual County Councillors via the Staffordshire Local Community Fund. Securing appropriate
levels of funding for the Bureau is a source of major concern for the Trustee Board especially
given the present economic climate, and the current manager is to be commended for her
efforts to secure additional funding from various organisations / charities.

The past year has been in many respects a period of consolidation and review. The Bureau has
introduced a computerised financial accounting system (Quickbook) which became fully
operative as of 1st April 2010. Special mention must be made of the input provided by the
Bureau Manager, the Treasurer elect and, in particular, the Bureau Administrative Officer
which has enabled the new system to be seamlessly introduced. Thanks must also go to John
Shannon of Citizens Advice for his help and support during this process.

In addition to the major sources of funding already referred to, the Trustee Board also wishes
to identify and acknowledge contributions received from other local sources:

 County Councillor D Bilson
 County Councillor V Downes
 County Councillor B Edwards
 County Councillor R Reade

for grants toward rent, equipment and telephone costs made available under the auspices of
the Staffordshire Local Community Fund

 Bilbrook Parish Council
 Blymhill Parish Council
 Bobbington Parish Council
 Cheslyn Hay Parish Council
 Codsall Parish Council
 Lapley, Stretton and Wheaton Aston Parish Council
 Lower Penn Parish Council
 Pattingham and Patshull Parish Council
 Essington Over 50’s Club
 Various (anonymous) Clients

for financial contributions towards the work of the Bureau

 Wombourne Parish Council

for the provision of occasional accommodation for meetings, interviews, etc
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 Bilbrook (Lane Green) School
 Cheslyn Hay Parish Council
 Codsall Village Hall
 Featherstone Children’s Centre
 Kinver Senior Citizens Club
 Penkridge Parish Council
 Perton Parish Council

for the provision of accommodation for outreach services within their respective areas.

The Trustee Board wishes to place on record its appreciation of all those organisations and
individuals referred to in this report for their support of the work undertaken by the Bureau on
behalf of the residents of South Staffordshire.

Finally, and on a personal note, I wish to express my appreciation and thanks for all the help,
advice and support I have received from staff and volunteers, as well as colleagues on the
Trustee Board, during my past nine years as Treasurer of South Staffordshire CAB, and to
extend my best wishes to my successor Mr Bryan Richens as he takes over the role as of 1st

April 2010.

Carole Yates
Treasurer
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APPENDIX 1

South Staffordshire CAB

Accounts for the year ended 31st March 2010
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