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SOUTH STAFFORDSHIRE
CITIZENS ADVICE BUREAU SERVICES

OPENING HOURS

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

Telephone: (01902) 897757

TUESDAY 10.00am- 1pm at
Featherstone Childrens Centre, The Avenue, FEATHERSTONE, WV10 7AS

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

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

Telephone: (01922) 413338

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

Telephone: (01902) 745667

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

Telephone: 01785 716767

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

Telephone: 01902 843412

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

Telephone: (01902) 897757
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MANAGEMENT COMMITTEE MEMBERS

SCHEDULE OF MEMBERS

Chairman: David Hough

Part One (Individual Nominees)

Mr Malcolm Harris

Mr Peter Wilkinson

Mrs Carole Yates (Treasurer)

Mr Mike Lynch

(Three Vacancies)

Part Two (Nominating Organisations)

Cllr Ena Ray South Staffordshire Parish Council Association

Cllr Robert Reade South Staffordshire District Council

Cllr Robert Marshall South Staffordshire District Council

(Five Vacancies)
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STAFF

PAID STAFF

Manager: Kevin Armstrong (left Feb.09)

Bureau Supervisor: Catherine Barlow

Money Adviser: Graham Mason

Money Adviser: Dafydd Barnes

Case Worker Sarah Preston

Administration Assistant: Helen Evans

VOLUNTEERS

GENERALIST ADVISERS TRAINEE ADVISERS

Ken Tina Pauline
Jeremy Christine Sarah
June
Michael
Susan

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
2008/2009

Much has been achieved during the past year, and this is covered comprehensively
in the Bureau Manager's report. So I would personally like to take this opportunity
to reflect on the value of the work the CAB carries out in the South Staffordshire
area.

The free advice we offer, as well as helping local people, is of real value to other
local community organisations and businesses. Although it is difficult to put a value
on advice, there is no doubt that if we were not providing the service, other
organisations would need to do so at greater cost, for example, each time we
prevent someone becoming homeless by rent re-scheduling it saves the Council the
cost of re-housing them. Our work also helps to bring income into the local
community; for example, when we assist with our clients’ financial situation, their
spending power is increased and research has shown that income gained for the
poorest residents is more likely to be spent locally. A lesser known fact about the
CAB is that we provide free training to local people to become volunteer advisers.
We also offer induction to prospective new members to the Board of Trustees.

On behalf of the Board of Directors and myself I would like to express my great
thanks to all staff and volunteers for the continuing success of the Bureau. I would
particularly like to highlight the role played by our new Manager, Cathy Barlow who
was appointed in May 2009, who has developed her career within the Bureau, and
who is now very capably leading the CAB towards an even brighter future.

David Hough
Chairman
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MANAGER’S COMMENTS

It has been a year of change, challenge and exciting development at South
Staffordshire CAB and I am pleased to report that the excellent work of our staff
and volunteers has enabled the bureau to fulfil its commitments and provide an
excellent advice service to the local community.

Last year we dealt with 4483 client contacts and helped people deal with 6470
problems including reducing indebtedness, benefit claims, employment issues,
homelessness prevention, resolving injustices and compensation for poor goods
and services.

A major achievement was the implementation in April 2008 of the computerised
case recording system developed by Citizens Advice nationally. This represented a
fundamental change to our operations and involved substantial preparation and
training. I am delighted to report that CASE is now fully operational, with all staff
competent in its use and I would like to acknowledge the significant extra efforts of
both staff and volunteers that have made CASE such a success in the bureau.

We have successfully re-negotiated a new and improved four year Service Level
Agreement with South Staffordshire Council which secures our funding until March
2012. This gives us a strong platform to consolidate and build upon our service.
This achievement has been vitally important following the ending of a 6 year period
of Big Lottery funding in December 2008 and, together with dedication from the
staff, has enabled us to continue delivering the same level of service to the public.

In addition, we have developed our links with the Community Learning Partnership
who have expanded their funding provision for us to increase the hours of advice
we provide at both Bilbrook School and Featherstone. These projects represent us
specifically identifying and targeting areas of need in the South Staffordshire
community.

As always our volunteers and staff have been brilliant and they have been
rewarded by superb results in an annual client satisfaction survey with close to
100% stating they were happy or very happy with our service which is testament
to the commitment given by everyone.
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These successes have been realised against a background of change and transition
for the bureau. We have trained two new volunteers, lost three to ill health, seen
the departure of the bureau manager and the recruitment of a new manager and
advice services supervisor. During this time there were periods of staff shortages
and funding uncertainty to deal with. Looking back, I am aware just how
challenging it has been for all the staff, trustees and volunteers and how much
progress we have made despite apparently bleak prospects at certain times!

We are now looking forward to the future and making plans to improve access to
the service by recruiting and training new volunteers and working in collaboration
with other bureaux and partnership organisations.

The commitment and dedication shown by everyone involved with the bureau in
achieving what we have done this year is to be applauded and I extend a heartfelt
thank you to all our funders, staff, volunteers, Trustee Board members and those in
the wider community who support the Citizens Advice service.

Cathy Barlow
Bureau Manager
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WOMBOURNE

2008 – 2009 Breakdown

Category of Enquiry Percentage %

Debt 41
Benefits 27
Employment 9
Housing 5
Legal 4
Relationship 6
Others 8

Wombourne - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Others

Client Contacts: 3027 Number of Enquiries: 2947
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KINVER

2008 – 2009 Breakdown

Category of Enquiry Percentage %

Debt 28
Benefits 44
Employment 6
Housing 4
Legal 5
Relationship 4
Others 9

Kinver- Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Others

Client Contacts: 178 Number of Enquiries: 318
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CHESLYN HAY

2008 – 2009 Breakdown

Category of Enquiry Percentage %

Debt 15
Benefits 36
Employment 9
Housing 10
Legal 6
Relationship 9
Others 15

Cheslyn Hay - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Others

Client Contacts: 285 Number of Enquiries: 838
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PERTON

2008 – 2009 Breakdown

Category of Enquiry Percentage %

Debt 32
Benefits 29
Employment 8
Housing 6
Legal 6
Relationship 8
Other 11

Perton - Enquiry Type %

Debt
Benefits

Employment
Housing
Legal
Relationship
Other

Client Contacts: 441 Number of Enquiries: 1044
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PENKRIDGE

2008 – 2009 Breakdown

Category of Enquiry Percentage %

Debt 26
Benefits 36
Employment 9
Housing 5
Legal 4
Relationship 7
Other 13

Penkridge - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Other

Client Contacts: 300 Number of Enquiries: 710



14

BILBROOK

2008 – 2009 Breakdown

Category of Enquiry Percentage %

Debt 14
Benefits 51
Employment 3
Housing 4
Legal 7
Relationship 11
Other 10

Bilbrook - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Other

Client Contacts: 35 Number of Enquiries: 71
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CODSALL

2008 – 2009 Breakdown

Category of Enquiry Percentage %

Debt 40
Benefits 31
Employment 8
Housing 5
Legal 4
Relationship 7
Other 5

Codsall - Enquiry Type %

Debt
Benefits
Employment
Housing
Legal
Relationship
Other

Client Contacts: 184 Number of Enquiries: 442
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FEATHERSTONE

2008 – 2009 Breakdown

Category of Enquiry Percentage %

Debt 8
Benefits 56
Employment 5
Housing 4
Legal 0
Relationship 13
Other 14

Featherstone - Enquiry Type %

Debt
Benefits

Employment
Housing

Legal
Relationship

Other

Client Contacts: 33 Number of Enquiries: 100
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DEBT REPORT

Debt advice continues to represent the greatest proportion of enquiries.
Approximately half of all clients seen have debts amongst their concerns.
For this reason we continue to include specific information regarding this
work in the annual report.

We have had two debt advisors throughout the year giving a combined
total of 30 hours specialist money advice per week.

With the credit sector still experiencing difficulties, this year has been
another challenging one for many of our clients. Many 2 year fixed rate
mortgages reached the end of the fixed period and consumers saw an
increase in their housing costs. Building Societies increased rates knowing
that householders would have difficulty in obtaining mortgages elsewhere.
In the rented sector, tenants whose circumstances changed suffered
financial hardship when the new Local Housing Allowance did not cover the
rent.

Many banks have reduced overdraft limits to levels below clients’ existing
indebtedness causing them to have to find further monies to offset the
excess overdraft.

We have seen an increase in Charging Orders from some credit
management companies. This has had the effect of raising a creditor from
unsecured to secured status and this has forced clients to make payments
beyond what they can reasonably afford, leaving them at risk of losing their
homes. Reforms of the legislation regarding Charging Orders were to have
taken place but are for the moment withdrawn.

Since April 2009 Debt Relief Orders have been introduced. Debt Relief
Orders (DRO’s) are a process similar to Bankruptcy but on a smaller scale.
Debts are written off after a 1 year moratorium. DRO’s are administered by
the Insolvency Service. Both of the debt workers are approved
intermediaries and approximately 25% of new cases since that time have
been dealt with by submitting applications for DRO’s and to date, every
application has been successful. This enables the client to be helped quickly
and efficiently, at an affordable cost.
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We assist several clients each month with bankruptcy, advising on the
implications, costs and helping with the application. In some cases we have
assisted them to acquire the necessary funding. Since April 2009, it is no
longer a requirement for bankruptcies to be advertised which has reduced
client resistance and embarrassment although this change is not widely
known by the public.

186 new debt cases were accepted during the year, and the total debt
involved, including secured loans and mortgages and unsecured debt
amounted to £6,756,000.

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 fulfill this aim, whenever an adviser identifies a social policy
issue a Bureau Evidence Form is raised. At the beginning of the period
covered by this report we changed from a paper to a computerized system
of case recording. Advisers now raise an electronic Bureau Evidence Form,
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.

This year evidence we have produced has been used in Citizens Advice
Evidence Briefing “Life in Debt”, in Citizens Advice’s submission to the
House of Lords committee enquiry into the proposed EU directive on
consumer rights and in the monthly Social Policy bulletin.

Progress on many social policy issues can be painfully slow and we
continue to encounter many of the problems detailed in pervious years’
reports. The enquiry by the Competition Commission into the sale of
Payment Protection Insurance has resulted in proposals to outlaw the sale
of PPI at the same time that a loan is agreed, but these have not as yet
come into effect. We are still waiting for the courts to make a final
judgment on excessive bank default charges.

At this time last year we were reporting signs of improvement in workings
of the tax credits system and the service provided by Job Centre Plus.
Unfortunately because of the deteriorating economic situation and resultant
increase in unemployment, this trend has taken a dramatic turn for the
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worse. Because they are not based on current income, tax credits are slow
to respond when there is a fall in household income. Our M.P. has been
made aware of this problem. A significant number of clients are reporting
problems with the service provided by Job Centre Plus, who are having
difficulty coping with a greatly increased work load.

Two major new benefits have come into operation during this period. Local
Housing Allowance replaces Housing Benefit for tenants of private
landlords. Employment and Support Allowance replaces Incapacity Benefit
for new claimants. In both cases we are monitoring how these benefits are
working and reporting problems as they arise.

Also new in this year are the Consumer Protection from Unfair Trading
Regulations. In particular we have reported the selling practices of mobile
phone operators and the excessive charges made by some companies
offering training courses for home inspectors and energy assessors.

This is a brief outline of some of the social policy issues we have covered in
the past twelve months many of which will no doubt continue to appear in
the year ahead. We can also anticipate problems following the scrapping of
many of the laws relating to grievance, discipline, and dismissal procedures
at work.

Ken Dean
Volunteer Social Policy Co-ordinator
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FUNDING REPORT

South Staffordshire CAB is primarily funded by resources made available
under the terms of its Services 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.
2008/2009 has seen the completion of a three year contract with the Big
Lottery Fund (December 2008), together with the first year of a new four
year Service Level Agreement with the District Council which takes into
account this loss of Big Lottery Funding. Securing appropriate levels of
funding for the Bureau is, as always, a major concern for the Trustee
Board, so that this generous additional commitment on the part of the
District Council is especially appreciated.

Nevertheless, the loss of Big Lottery Funding after a continuous six year
period has necessitated a degree of restructuring and adjustment in order
to ensure the maintenance of the overall levels of service provision within
the local community. This task has not been made any easier given various
staffing issues and uncertainties which arose during the past year, and my
thanks go to those individual members of staff and to my colleagues on the
Trustee Board for their invaluable support and assistance during what has
been an unsettled year for everyone involved in the work of the Bureau.

The Trustee Board also wishes, however, to identify and acknowledge
contributions received from other local sources:

 Bilbrook (Lane Green) School
 Codsall Village Hall
 Cheslyn Hay Parish Council
 Featherstone Children’s Centre
 Kinver Health Service (South Staffordshire NHS Trust)
 Kinver Senior Citizens Club
 Penkridge Parish Council
 Perton Parish Council

- for the provision of accommodation for outreach services within
their respective areas:

 Wombourne Parish Council

- for the provision of occasional accommodation for meetings,
interviews, etc



22

 Bilbrook Parish Council
 Brewood and Coven Parish Council
 Cheslyn Hay Parish Council
 Codsall Parish Council
 Great Wyrley Parish Council
 Huntingdon Parish Council
 Kinver Parish Council
 Lapley, Stretton and Wheaton Aston Parish Council
 Lower Penn Parish Council
 The Fountain Law Service
 An (anonymous) Client

- for financial contributions towards the work of the Bureau.

The Trustee Board wishes to place on record its grateful 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.

Carole Yates
Treasurer
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APPENDIX 1

South Staffordshire CAB

Accounts for the year ended 31st March 2009
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