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The charity for your community

Chair’s Introduction
It has been another year of truly fantastic achievement by our
dedicated team. I want to thank all the staff, volunteers and my fellow
Trustees for all they have contributed to helping their community – it
has been a real team effort.
I want to pay special tribute to the contribution of Dorothy Goldman
and Ian Menzies, who stepped down from our Trustee Board after
combined service of over 18 years. Dorothy was an inspirational
Chair and Ian’s expertise on all things financial was invaluable.
At the start of the year we set ourselves four challenges as part of a long term plan to 2020:





maintain our expert money advice caseworker service,
develop our public information/education capacity so that those who can, are able to
access our service themselves,
improve our remote access customer journey so those who need advice whether this be
by phone, email or Skype, have the best experience possible, and
refocus our face to face offering so that we increase our reach to those most in need in
the community, especially where indices of social deprivation are high.

I am pleased to report that the following pages will demonstrate that we have made
considerable progress against these objectives.
We are particularly grateful to High Weald Lewes Havens Clinical Commissioning Group
who picked up funding for our money advice service in the north of the Lewes and Wealden
Districts when support from the National Lottery ended. Their assistance enabled us to help
111 people with complex financial difficulties manage over £1m in debt in 6 months.
With the support of the People’s Postcode Lottery we have also been able to restart a face
to face advice service in Polegate and Willingdon. This is a cause which has been tirelessly
championed by Cllr Angela Snell of Polegate Town Council and I would like to thank her, the
Polegate Town Clerk Jo Ognjanovic and Willingdon Parish Clerk Stephen Keogh for all they
have done to help us get the service off the ground.
The team have also taken advice and information out into the community, especially as part
of our ‘Warm in Wealden’ campaign, to address the plight of those living in a cold home.
A clear message from our work this year is that clients’ needs are getting more complex.
The outstanding work outlined in the following pages is all the more impressive given that we
have fewer volunteers and our income has fallen by 17%; this is despite many successful
fundraising bids and the continued support of Wealden District Council and the Town and
Parish Councils of the District, without whom we simply would not exist.
The need for our service, and my sense of pride in what we do in partnership with local
Councils and services, has never been greater.

Frank Winslett

The Difference we make
Our fantastic team helped 4,520 people with 17,884 issues in 2016/17.
As in previous years the majority of our clients were on a low income, with over a third
seeking help with welfare benefits and more than 1 in 5 experiencing financial difficulty.

What do our clients seek help about?
Consumer &
utilities
7%
Family &
relationships
7%

Other
14%

Welfare
benefits, tax &
tax credits
34%

Employment
7%

Debt &
financial
capability
22%

Housing
9%

In our annual customer satisfaction survey

Outcomes for clients in 2016/17

100%



£5m in improved financial outcomes

of clients who sought our help were satisfied
or very satisfied with the help they received
from us.



£3.4m in additional income



£1.6m of debt written off



Over 300 people helped who were at
risk of losing their home



4 out of 5 clients said advice had
made a positive difference

This is hardly surprising given the outcomes
the team achieved…..
This dedication meant we passed our 3 year
quality of advice audit with flying colours.

Our service does not just benefit our clients, there are wider benefits to what we do:





much of the income generated for our clients is likely to be spent locally,
every £1 invested in our service saves the taxpayer £3.25 e.g. : helping to prevent
evictions and homelessness; helping to maintain people in work rather than relying on
benefits; and through improving people’s health and well-being,
every £1 generates £18.28 in public benefit through wider economic and social
benefits e.g. improvements in participation and productivity for clients and volunteers.

If we add up the direct and indirect benefits that’s a return of £46.53 for every £1 invested!
These outcomes are a testament to the efforts of the whole team. There are no words to
express my gratitude to our amazing team of staff and volunteers for all they do.

Kay Birch, Chief Executive

Money advice
We are fortunate in Wealden to be able to offer an expert money advice casework service
across the District thanks to support from: Wealden District Council, the National Lottery Big
Lottery Fund, High Weald Lewes Havens CCG and the Money Advice Service.
We handled 3,361 debt related issues during the course of the year, helping clients manage
over £5m in debt. Nearly 1 in 5 of the issues handled related to debts owed to Wealden
District Council (council tax and rent).
Our First Aid for Debt East Sussex (FADES) programme
concluded last year. The project was targeted at
supporting those in financial difficulty who also had
mental health issues, aiming to provide not only
practical support, but also to identify the extent to which
dealing with the financial problems could improve client
health & well-being.
The FADES evaluation undertaken by the Canterbury
Christ Church University identified that, in addition to the
practical help given to clients, the project also delivered
statistically significant:

FADES Project Outcomes





1,015 people across East
Sussex helped
Over £6.5m of debt
managed
£1.8m of debt written off
for people most in need
Over £600k in additional
income secured

-

DECREASES in self-reported depression, anxiety, GP attendance and the impact of
debt on our clients’ lives, and

-

INCREASES in their wellbeing and the manageability of their finances.

High Weald Lewes Havens CCG picked up the funding of money advice in the north of the
Lewes & Wealden Districts when the Lottery project ended: they too have been keen to
explore the relationship between effective money advice & improved health outcomes.
In the first 6 months, Lewes & Wealden District Citizens Advice helped 111 clients needing
expert casework manage over £1m in debt.






4 out of 5 reported poor or very poor health, with over half having mental health issues.
Two thirds said that accident or illness was the cause of their financial difficulty.
Over half said that their financial difficulty had made their life nearly unbearable.
Nearly 2 in every 3 were behind on many bills, including priorities such as rent, water
and heating.
Clients needed help with multiple issues including benefits (two thirds), housing,
employment, tax and relationship breakdown.
Initial results of the project support the FADES findings.
Clients reported the following:
 94% said they felt less stress/anxious,
 88% felt more in control of their finances,
 93% felt more able to manage their debts, and
 93% had greater peace of mind for the future.
We will be doing follow up work over the coming year to see if
these benefits are sustained.

Our People
We could not achieve what we do without the commitment of our staff and the dedication of
our 107 strong volunteer team, who give up at least a day a week to serve their communities
in the following roles:





Trustees
Finance, Payroll, IT, Research & Campaigns
Gateway Assessors and Advisers
Reception and Administration

10
7
67
23

£515,000 p.a.
The value of
our volunteers’
time!

Our team of volunteers has shrunk by more than 10% since
2015/16. The main reasons given for leaving the service were:




gaining employment,
family commitments, health or personal circumstances,
difficulty in juggling volunteering with other commitments/time for a change.

We are trying to address the shortfall in numbers by:


a more targeted recruitment strategy – with a new volunteer booklet explaining our
volunteer offer. This resulted in 19 volunteers joining us this year (including 4 young
people on work experience).



implementing a more flexible approach to training so that our volunteers can take on as
wide a role as they can, as quickly as they are comfortable with. Using this new scheme,
8 volunteers have completed initial assessor training and 3 have started full adviser
training.



developing the role of our valued Receptionists into Information Assistants so they can
help clients with initial information when we are particularly busy. We are very grateful to
the Sussex Community Foundation whose funding enabled our Crowborough supervisor
Pauline Townsend to develop this role in partnership with our volunteers, and implement
the necessary training and support to make the role possible. Our Information Assistants
helped 48 people during the pilot, freeing up adviser time to help others in need.

Research & Campaigns
Research and Campaigning is a twin aim of Citizens Advice. As a service we have a unique
insight and hold a huge amount of data about the problems our clients face. We can use
this to:



identify the policies and practices that have a negative impact on people’s lives, and
influence decision makers to change policies and practices.

In our Research & Campaigns plan this year we identified four key areas based on the
problems our clients were facing:
1.
2.
3.
4.

Delays and maladministration in the benefits system
Housing (especially the high costs faced by private tenants)
Fuel poverty
Scams

We take part in national campaigning by
submitting evidence on our clients’
experience to National Citizens Advice, who
then collate information from across the
country to lobby for change.
We submitted 408 Bureau Evidence Forms
to Citizens Advice this year – the vast
majority of which related to the operation of
the welfare benefits system.

welfare benefits
47%
debt 7%
employment 9%
consumer goods
and services 6%
other 31%

Campaigning for change on welfare benefits
The most significant issue we raised with National Citizens
Advice was delays and maladministration in the benefits
system. We dealt with clients facing delays of more than a
year in receiving the benefits to which they were entitled.
In some case these were clients with established long term
health conditions, whose benefits were reduced on review
only to be re-established months later, causing
considerable distress to the clients and a high cost to the
taxpayer.
As a result of these delays we helped clients who found
themselves: in debt, relying on food parcels, losing
entitlement to subsidised travel, and in deteriorating
health.

Our R&C team Ann Kates, Helen Bonnick, Phil
Carpenter & Brian Coates.

SUCCESS!
The Government
announced it was ending the
requirement for those with
long term health conditions to
be subject to review.
Our volunteer team helped
clients obtain/retain
£220k in benefit income
as a result of appeals.

The costs of renting privately
We followed the lead of our colleagues in Lewes by undertaking
mystery shopping with local letting agents to identify whether
agents were fulfilling their statutory responsibilities and also to
identify the level of fees being charged. The evidence gained
was fed into the National Citizens Advice’s campaign on renters’
rights ‘Settled & Safe’.
The report was consistent with our findings that fees have risen
far faster than inflation and differ wildly between agencies.

SUCCESS!
The Government
announced it was
scrapping fees for tenants
looking for private rented
accommodation. This
change features in this
year’s Queen’s Speech.

Friends against scams
This year we joined Friends against Scams, a National Trading Standards initiative which
aims to protect and prevent people from becoming victims of scams. In addition to providing
advice to clients who have been caught up in scams, we have:




trained our team on how people can protect themselves against scams,
disseminated information on local scams via social media, and
raised awareness through our SCAM of the month campaign.

Warm in Wealden
This year we received funding from Citizens Advice, the Energy Best Deal project and the
British Energy Savings Network to develop our role in addressing fuel poverty, in particular
assessing the potential role of Citizens Advice as a single point of contact for advice for
those living in a cold home.
We were originally looking to develop referrals from health services to take forward this work
but, given the rural nature of the Wealden district, we shifted our focus to making every
contact count. We also wanted to ensure the project was deliverable with volunteers, so that
any successes were sustainable. We:




produced prompt cards for clients in the waiting room,
developed simple checklists for advisers, and
took advice & information out into the community, including pop up shops at
supermarkets and working with Wealden District Council at their smart meter awareness
events in villages throughout the District.

During the 6 months of the project we helped:







230 people to get the best tariff/switch supplier at
an average annual saving of around £205 – that’s
over £47k,
79 people to get the Warm Home Discount of £140
– that’s over £11k,
61 people register on the Priority Services Register,
62 people with fuel debt,
23 people with energy efficiency measures, and
secure over £30k in benefits/debt write offs.

Justin Bailey WDC Energy Efficiency Officer
& our Energy Champion Carol Clark

Reaching Out….
We took advice and information out into the
community to help more people understand
what we do and how we can help. We provided
advice and information on topics such as:
dementia, energy efficiency, services for older
people, budgeting and accessing services online
at over 50 events and in diverse locations - from
supermarkets to church halls, from Farmers
Markets to libraries.
Our main priorities are:





increasing our reach in areas where indices of multiple deprivation are high,
addressing rural isolation,
supporting those living with dementia and their carers, and
supporting the integrated health & social care models being developed in partnership
between East Sussex County Council, local Clinical Commissioning Groups and the
voluntary sector.

ADVICESTOP
The majority of those who seek our help are living on a low income, but our statistics tell us
that the chances of someone affected by income deprivation accessing our services are
significantly higher when we operate a service local to them.
Thanks to the energy and enthusiasm of Polegate Town and
Willingdon Parish Councils and funding from the People’s
Postcode Lottery we have been able to bring face to face advice
back to Polegate and Willingdon.
Our ADVICESTOP service means that clients who need face to
face advice can now pre-book appointments closer to home
following an initial telephone assessment of their needs. This
helps us ensure we make the best use of our volunteers’ time.

The service has been very successful and we hope to
expand and develop this model to access more rural
communities.
Our thanks also go to William Buckton and Caroline Adcock
who helped develop our ideas before we were able to
secure funding for the project - their input helped us get
things going much more quickly than would otherwise have
been the case.

Rural isolation
We are members of the East Sussex Rural Liaison Group and the East Sussex Rural
Partnership. Both networks aim to build partnerships between statutory and voluntary sector
services with the aim of developing better access to services and more effective referral
networks for those living in rural areas. In the future we hope this will involve us taking our
ADVICESTOP service into the community hubs which are developing across the District.

Dementia
Just under 3,000 people in Wealden are estimated to be
living with dementia. This number is predicted to rise
steeply, with the impact particularly hard felt in rural areas
where there is a significantly higher proportion of elderly
people.
We are proud members of the Wealden Dementia Action Alliance, which is looking to make
the District dementia friendly. We have:





provided awareness training to all our volunteers – which we will
refresh this year with the assistance of our volunteer dementia
champion, Carola Coles,
participated in information events for those living with dementia and
their carers, and
contributed to short directories of services and promoted Alliance
events such as dementia friendly film screenings.

Next year we will be looking to develop partnerships with local Memory Cafes and Dementia
Friendly services so that we can offer targeted advice and information to those in need.

Advice and information as part of the public health agenda
Across the District, East Sussex County Council and the Clinical Commissioning Groups of
High Weald Lewes Havens and Eastbourne Seaford Hailsham have been exploring the role
the voluntary sector can play in a community based model of care; this looks to promote
health and well-being so people can live well and independently for as long as they can.
The aim is to strengthen a joint response from services to support people in times of need,
help them stay out of hospital and get them home again as soon as possible.
We are already playing our part by taking
referrals from the Age UK navigators who,
via GP surgeries, help people access nonmedical services to promote their well-being.
We have a key role to play in helping people:
get the benefits they are entitled to, keep a
roof over their head, afford essential bills
and, as a result, reduce their stress levels.

Finance & Fundraising
Financial Report


Income for the year to 31st March 2017 was £291,752 compared to £350,425 for the
previous year.



Expenditure for the year was £300,338 compared to £356,815 for the previous year.



Reserves decreased by £8,586 to £96,516.



Our reserves policy requires the retention of at least 3 months running costs in the event
of the liquidation of the service.

Income

Wealden DC £150,000
Town & Parish Councils £61,779
HWLH Clinical Commissing Group £10,228
Big Lottery £12,860
Other grants & trusts £46,618
Donations £8,642
Fundraising & investment income £1,625

Expenditure

Staff costs £202,419
Premises £45,201
Office, IT & comms £23,807
Other direct costs £16,297
Governance £9,418
Other £3,196

Fundraising
We recognise that increasing pressure on statutory
funders means we need to diversify our fundraising
approach. While we managed to raise over £78k in
addition to the tremendous support we receive from
local councils for 2016/17, along with another £20k
for 2017/18, this is not enough to maintain current
services without dipping into our reserves.
With the support of Trustee Janet Downes we have
refreshed our fundraising strategy and have set
ourselves some challenging targets for generating
new funds.
We also have a Fundraising Taskforce in place, made up of volunteers from all three offices.
The objectives of the Taskforce are both to generate fundraising ideas and share the load of
implementing them. We are grateful to Vicky Richards, Sandra Richards, Paul Lelew, Alex
Simpson, Carola Coles and Angie Welton for their contributions to the Taskforce.

Thank you!
As ever there are many people to thank for supporting us in the work we do.
Thank you first and foremost to our dedicated staff and amazing volunteer
team without whom we would not have a service.


Dawson Hart for being our honorary legal advisers and for the provision of free
legal advice to our clients.



Chris Green of CNG Law for providing free legal advice to our clients.



Rix & Kay Solicitors for providing free legal advice to our clients.



Kay & Pascoe Solicitors for providing free legal advice to our clients.



Whitfield & Co for providing free legal advice to our clients.



High Weald Lewes Havens Clinical Commissioning Group for funding our money
advice service in the north of the District.



The Money Advice Service for supporting money advice in the south of the
District.



The National Lottery Big Lottery Fund for funding our First Aid for Debts (FADES)
Project.



The People’s Postcode Lottery for supporting our new service in Polegate &
Willingdon.



The Sussex Community Foundation for funding the development of our new
Information Assistant role and training.



British Energy Savings Network and National Citizens Advice for supporting our
energy work, including our ‘Warm in Wealden’ project.



Citizens Advice East Sussex colleagues with whom we provide our ADVICELINE
across the county.



The Friends of Crowborough CAB for all their fundraising efforts.



Our local councils for their support both financial and practical: Wealden District
Council, Crowborough, Uckfield, Hailsham and Polegate Town Councils and the
Parish Councils of: Buxted, Chiddingly, Hadlow Down, Hartfield, Heathfield &
Waldron, Hellingly, Maresfield, Pevensey, Rotherfield, Wadhurst, Willingdon &
Jevington and Withyham.



All the supporters of Energy Best Deal.

Need advice?
Visit the Citizens Advice website at: www.citizensadvice.org.uk
Call our Adviceline 03444 111 444 9.30am - 4.00pm every weekday
Email us at: www.eastsussexcab.co.uk
Drop in and see us: between 9.30am and 3.00pm at…...
Crowborough Citizens Advice
Croham Lodge
Croham Road
Crowborough
East Sussex TN6 2RH

Uckfield Citizens Advice
The Hub
Civic Approach
Uckfield
East Sussex TN22 1AL

Hailsham Citizens Advice
Southview
Western Road
Hailsham
East Sussex BN27 3DN
Opening Hours
Hailsham CAB and Uckfield CAB are open for drop-in advice Monday,
Wednesday, Thursday & Friday.
Crowborough CAB is open for drop-in advice Monday, Tuesday, Wednesday &
Thursday.
There is a face to face outreach session at Heathfield Community Centre every
Friday 10am - 12pm
Skype Sessions You can reach us between 10am - 12 noon every day.

We need your help!
Could you volunteer with us?
Details of how to volunteer, how to donate, all our locations and how to
contact us are on our website: www.wealdencitizensadvice.org.uk

You can like us on Facebook

Charity number 1090666

and follow us on twitter

at @WealdenCAB

Company limited by guarantee: 4287877

