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OUR AIMS and Principles are: 
 

To help people resolve their legal, money and other problems by providing information 
and advice and by influencing policymakers. We use evidence of our clients’ problems 

to campaign for improvements in laws and services that affect everyone. 
 

Our principles are to provide advice which is independent, impartial, confidential and 
FREE. 

 
To access advice visit: www.citizensadvice.org.uk 

http://www.citizensadvice.org.uk/
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Chair’s Report and Going Forward  
 

In this Review you will read about the numbers of people we have helped in the past year, and the 
increasingly complex problems that they bring to us.  You will also hear from some of our volunteers 
and the different roles that they undertake, some of which you may not know about. Their stories 
are about reception work, initial assessment, administration, publicising our service and outreach 
work at the same time doubling as a specialist tribunal representative. 
 
Our charity aims to make a positive difference to all people within its area of operation by the 
provision of quality information, advice and casework support which enables individuals to resolve 
difficulties, gain confidence and acquire the ability to act for themselves.  It further aims to act as a 
voice and campaigning influence against unfair and damaging practices and for the responsible and 
beneficial policies and practices. 
 
Our continuing objectives are to improve the overall quality and access to our core advice service, 
diversify our funding, look to set up more outreach especially in rural areas, ensure that equality and 
diversity are embedded in the work of the service and continue to work in partnership with other 
organisations to develop service delivery such as the Adviceline telephone service and the work in 
four Norfolk hospitals for the Big C in order to maximise the financial benefits and well-being for 
clients. The strategy for achieving these aims is set out in the organisation’s Business and 
Development Plan which is regularly reviewed by the trustees. 
 
It is always a pleasure to present the Annual Review of our work.  In addition to the formal 
information required by the charity commissioners this Review gives the service a chance to show 
the sometimes extraordinary lengths that our staff, both paid and voluntary, will go to so that clients 
receive the advice and support that they need.  
 
As you will read, our specialist services - delivering the Pension Wise service across East Anglia, in 
partnership with our colleagues in Northampton; working in the four main hospitals delivering 
advice to cancer patients with the Big C charity; supporting clients at a particularity difficult point in 
their lives in the Help Through Crisis project with Citizens Advice, Mid Norfolk and other partners - all 
continue to thrive. Similarly advising people on their options relating to their energy costs gives 
volunteers a great chance to get out and meet people in their own communities. 
 
In our core work, the most significant activity this year has been our change of venue in Thetford to 
the Abbey estate. This was rather forced on us but the outcome has been positive and the numbers 
of clients continues to grow and the active support given to us by Keystone in settling in allowed us 
to provide a service quickly, so that there was only a very short time where there was not a Citizens 
Advice service in the town.  
 
All our volunteers have taken advantage of the training opportunities that have been made available 
to them.  This is particularly important with the arrival of Universal Credit assessments in our area.  
Our manager Mel Jones  has written in her report about the problems that Citizens Advice nationally 
have identified and they go beyond the difficulties of the initial claim itself, rather the manner of the 

claims:-  ‘digital by default‘, long waiting times for money, and changes to the way payments for 

housing costs are made, for example.  The service will support individual clients who are 
experiencing difficulties and at the same time collect anonymised information about the impact of 
Universal Credit to add to the growing body of evidence collected by Citizens Advice nationally 
through our Research and Campaigns work.  
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These changes, together with the rise in personal debt highlighted by the National Audit Office in 
their recent report, resonate with the comment made by the Money Advice Service that 22% of 
British adults have less than £100 in savings.  It is clear that our services will be needed well into the 
future.  
 
In reviewing and updating our Business and Development plan, this year we are mindful of the need 
to continue to improve the quality of the service we provide following our Leadership Assessment 
audit earlier this year by Citizens Advice when we were again awarded the highest grading possible.  
This assessment covered governance, strategic business planning, risk and financial management, 
people management, our operational performance, partnership working and research and 
campaigns work.  All volunteers, staff and trustees have been both individually and collectively 
involved in the hard work this year.  Our thanks go to them all.  
 
We must also remember the volunteers and staff who have left the service this year, a number of 
them to paid employment. Our especial thanks must go to two of our Trustees – Heneage Legge-
Bourke and Vera Proudlove.  Heneage has moved away from Norfolk, but has left us with a robust 
and clear understanding of our finances.   Vera has taken on other work but I am pleased that she 
still finds time to join us at our Whole Service training days.   We will miss their individual 
contributions and skills.  
 
I would like to end my part of this review with two quotes, one from a volunteer who wasn’t sure 
about joining the service but is now firmly established as part of our team and the second from the 
wife of a client, who had never been to us before and came at a very difficult time in their life.   
 
 

I would encourage anyone who is considering a volunteering role with their 
local CAB, to contact the office manager for a chat and maybe a taster 
session.  And don't let any physical or psychological impairment preclude you 
from your desired role.    

AND  

‘’I just wanted to take this opportunity to thank you for all the help you have provided. I particularly 

want to thank you for your kindness towards us as we entered a world we knew little or nothing 

about. 

 

This 'victory', I believe, has sparked in Andrew, the will to rehabilitate and recover to the best of his 

ability. Although it was difficult to present himself to the Tribunal, he now has a sense of pride that 

he managed to do it and that by seeing him - he hopes it has advanced some of thinking around how 

a combination of health ailments can seriously debilitate a human being. 

 

On the day the DWP decided to sit in and present at all the cases going through. All I can say is that 

they did not cover themselves in glory and managed to get a few quizzical looks from the chair. I 

think they forgot that Andrew was not on trial. 

 

Thank you for all you do for those that are suffering.” 

 

NOTE: - Throughout this Review you will read a number of cases brought to us by clients.  

All the names have been changed to protect their confidentiality. 
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Operations report - Mel Jones   
   

Performance 
  
There have been yet further changes in reporting practices this year in the light of the introduction 

of our new client management tool, Casebook. There are two key differences that are significant to 

the Casebook figures: 

 Activities are not counted in the same way as they were in previous years. Before, activities 

could be captured en masse, so for each interaction with a client it was possible to record, 

for example 20 activities, comprised of e.g. e-mail and phone contacts with creditors, other 

third parties etc. In Casebook, each activity has to be recorded individually requiring a large 

number of actions on the part of the adviser to accurately capture all activity. Citizens Advice 

are reviewing this issue, which has had ramifications for all local Citizens Advice (LCA), since 

in general activities appear to be down by around 25%, whereas in reality we know that this 

is not correct. 

 

 Casebook allows for certain interactions to be recorded as ‘Information’ only. However, for 

interactions coded as ‘Information’ only, only the first advice issue code (AIC) is counted, 

whereas for interactions coded as ‘advice’, each AIC recorded can have up to two sub-codes 

associated with it. Using the ‘information’ bracket for the type of advice provided therefore 

gives a much shallower level of detail and we have been at pains to train advisers to avoid 

using the ‘information’ category for anything other than the most basic information 

provision, e.g. if a client is simply informed of a time to come for appointment.  

 

Both of these factors have implications for the overall statistics and in general will create the 

impression that less work is taking place, which we know not to be the case. We are also aware that 

running identical searches in Casebook to those run last year using Petra produces lower figures in 

general, as an artefact of the way in which Casebook counts data. 

The other key impact on the statistics has been our move to new premises in Thetford, which led to 

a period of two weeks closure, followed by a subsequent period in which our presence at the new 

premises became known. This was evidenced by a temporary decrease in client numbers, although 

since the move in August 2017 numbers have recovered and have slowly risen. 

This year we saw 3,107 clients, a reduction of 36.5%. While this seems a sharp drop, it has to be 

viewed in the context of the comments above and the increasing amount of Pension Wise work we 

have taken on. The total number of clients dealt with by Pension Wise staff rose to 3,365, giving a 

total number of unique clients dealt with by Diss & Thetford Citizens Advice as 6,472. This reflects 

shifts in the funding landscape, in which funding for CORE matters hase reduced, but in which 

funded projects continue to thrive and grow. The balance of funding between Core and funded 

projects has shifted as we endeavour to focus our resources where they are most needed and to 

respond to funder demands. 

The complexity of issues presented by clients continues to deepen. For 3,107 clients dealt with by 

the CORE and local services, the number of issues was 9,416, or roughly 3 issues per client. When we 

look at the number of activities on behalf of each client (e.g. e-mails, phone contacts, letters etc) the 
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figure is 11,121, or close to 4 activities per client.  It is therefore clear that the work needed on 

behalf of each client has increased as a result of the complexity of work required. While many clients 

may be able to self-help through our websites and signposting, some of the most vulnerable are 

struggling to manage the digital agenda and changes in welfare entitlement, requiring more support 

than is available through other agencies, particularly in the light of the government’s ‘digital by 

default’ agenda. 

Pension Wise  
As previously mentioned, our Pension Wise work has grown considerably now that the service has 

bedded in and the public have become more aware of its capacity to provide pensions advice. This 

year we helped locally 3,365 unique clients with 4,125 issues, on whose behalf we carried out 8,842 

activities. We have an utilisation rate that is one of the highest in the country, at over 92%. In 

recognition of the growing demand for the service, we have been allocated funding for an extra full-

time Guider and 0.5 admin person from the start of 2018/19. 

Help Through Crisis (HTC)  
Work continues and we have exceeded target client numbers in the first two years of the project. 

The long term engagement with clients helps to equip them with the skills they need to recognise 

and deal with a crisis when it occurs. We dealt with 38 clients under this project, but there were 369 

issues, i.e. almost 10 issues per client (where, as noted earlier, the average number of issues per 

client is between 2 and 3). We undertook 506 activities on behalf of these clients, or just below 13 

activities per client. This reflects the intensive and sustained work on behalf of these clients, most of 

who continue to receive help from the project on an ongoing basis. It is within this project that we 

find most innovative practice – for example, the use of Skype for clients to access legal professionals 

remotely, or the provision of diaries to help clients manage their crises. These point the way ahead 

for lessons regarding good practice in a changing technological landscape. Client outcomes are 

impressive and some clients have felt able to feed their first-hand experience of the support that 

they have received from the project back to the partnership through the use of personal 

testimonies. 

Big C  
Work has remained similar to last year. In 2016/17 we saw 681 unique clients in the four Norfolk 

hospitals. In 2017/18 the figure was 635, a reduction of around 7%. Part of the reason underlying the 

decrease is that advisers are increasingly booking double appointments for benefit claims to be 

completed, since for people with cancer these can be lengthy, complex and tiring. We have found 

ourselves more frequently being called upon to represent these very vulnerable clients at appeal, 

either in person or by written submission. This kind of specialist work requires a significant 

investment of time per client.  

The total outcomes for Big C amounted to £670,143, an average of £4,380 per client. This is made up 

of potential benefit gains from benefits for those identified as being eligible. Over 125 applications 

were made for Macmillan grants, with the average amount awarded now being close to £500 per 

client. 
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Money Advice  
We dealt with 830 debt issues in the reporting period. Last year we reported that following the 

demise of the Money Advice contract, we had experienced a significant drop in the number of debt 

cases dealt with. The number of debt cases dealt with rose incrementally throughout the year, from 

129 issues recorded in the first quarter, to 325 issues recorded in Quarter 4, an increase of 150%. 

This reflects the work that we have done to fill the gap left by the funded money advice service, 

which we have addressed in a variety of ways: 

1) Our Advice Champion has continued with money advice training, enabling her to help crisis 

clients directly with their debts. 

2) We have trained all advisers dealing with debts to the standard required by the FCA 

guidelines and all those who supervise debt work in the supervision and court work 

modules, as well as the general module on debt advice.  

3) We have regularly referred to the MAS funded face-to-face money adviser at Mid Norfolk. 

This is now geographically the closest face-to-face service available and is recognised to be 

of sound quality. 

4) We have referred to the Citizens Advice service, both the Debt Contact Centre and the Debt 

Relief Order Unit. 

5) We continue to refer to services such as Stepchange and National Debtline. For some clients 

this is an appropriate option. 

We have seen an overall increase in debt issues presented since January 2018, with a peak in 

demand during January, when we dealt with 144 debt issues. This coincides with a pattern seen in 

previous years, with clients struggling to deal with debt exacerbated by the extra financial demands 

that the Christmas period brings. 

Partnership working 
We work with our fellow Local Citizens Advice (LCA) offices in both Norfolk and Suffolk. We are 

involved in collaborative bidding in both counties and are currently working towards securing energy 

funding in Suffolk. In Norfolk, the three LCAs jointly applied successfully for funds to become a 

Europe Direct Information Centre and as a county, we are now one of 15 EDICs in the UK providing 

advice on European Citizen’s Rights, both before and after Brexit. We have also jointly tendered for 

work from the European Social Fund (through Norfolk County Council) on their employability 

agenda, have been successful in the first stage of bidding and are now awaiting the outcome of that 

process. 

We also continue to maintain a significant presence in advice networks across the county. We are 

partners with the Norfolk Community Advice Network (NCAN) and are represented both at 

partnership and strategic level on their steering group. This enables us to work with partners from 

across the sector to identify advice needs and trends, where necessary identifying appropriate 

training and sharing best practice. 
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Citizens Advice membership  
Last year we entered into a new membership agreement with Citizens Advice. The new agreement 

requires that we are routinely monitored in five key areas: 

 Quality of Advice 

 Client Satisfaction 

 Staff satisfaction 

 Leadership and Governance 

 Financial Health Monitoring 

Each category is scored using a traffic light system (Red, Amber, Yellow and Green). At the end of the 

first year we had scored green in all categories for the year, demonstrating the work that has been 

done to ensure that our work in all areas assessed is of the highest quality.  At our second year 

assessment we again scored green in all categories.  

Looking Forward 
Our key priorities for the coming year 2018/19 are to continue to maintain the excellent service 

quality that we have achieved during the past year. This year will see the introduction of Universal 

Credit (UC) in both Diss (May 2018) and Thetford (September 2018) and we have been working to 

ensure all advisers are trained to understand the new benefit system and to be able to address client 

need. A key element of this is the ‘digital by default’ agenda, since all claims and negotiations around 

claims will need to be made on-line. This will present challenges for some of our clients, who either 

do not have the digital skills or the access that they need to manage their claims in this way. In 

addition, the longer wait for a first benefit payment under UC (5 weeks minimum) will present 

challenges in terms of financial capability and we are currently training advisers in delivering 

financial capability advice. In Thetford, this will link in to funding available from the Department of 

Work and Pensions (DWP). Experience gained from the UC roll-out elsewhere in the country 

suggests that the gradual introduction of UC is likely to lead to higher levels of rent arrears, while 

people wait longer for their first rent payment and with the majority of rent payments now being 

made directly to the client, rather than to their landlord. We are also likely to see more clients 

affected by the benefit cap, where there are more than two dependent children living in a 

household. 

Other priorities are:  

 We will continue to provide our high quality and recently expanded Pension Wise service, in 

partnership with Citizens Advice Northampton.  

 We will continue to deliver welfare rights advice to our Big C clients across the county and 

are in discussions with our funders about a potential new outreach service in North Norfolk.  

 We will continue to work with our partners at Mid Norfolk Citizens Advice delivering the 

Lottery funded Help Through Crisis project. 

 We will continue to recruit and train volunteers to provide generalist advice in both Diss and 

Thetford, together with our outreaches at Loddon, Harleston and Eye. We are training a 
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group of volunteers to specialise in welfare benefits appeals work and this has already led to 

an increasing number of successful benefit appeals. 

 We will continue to work in partnership with organisations across the advice sector and to 

seek opportunities for collaborative working and joint funding. 

Issues brought to us  
The figures below show the variety of issues our Advisers dealt with during the last year.  When we 

record contact with a client, we record each of the issues they need help with separately and we will 

therefore often record multiple issues against an individual client record.  Having advisers skilled in 

all the key areas of advice is therefore a crucial part of being able to help clients effectively. 

The figures show that we have seen an increase in benefits-related issues since the last financial 

year, now standing at 47% of all of the issues we cover.  The rise is most likely attributable to the 

work carried out through the Big C outreach service, the Help Through Crisis project and by our 

specialist welfare advisers.   

 

Debt and employment queries remain our second largest advice areas and we are lucky to have 

several employment specialists within the two offices able to give expert advice to clients.  Our 

figures in this area have remained almost unchanged since last financial year.  

 

 
 

Note:  

 All figures EXCLUDE Pension Wise clients/issues 

 Consumer includes ‘Utilities and communications’ 

 Debt includes ‘Financial services & capability’ 

 

Full table: 

 

Benefits 4,448 

Other 1442 

Employment 911 
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Housing 564 

Consumer 405 

Debt 969 

Relationships 677 
 

Full breakdown of ‘other’ is: 

Health & community care 174 

Immigration & asylum 49 

Legal 347 

Other * 333 

Tax 73 

Travel & transport 294 

Discrimination 134 

Education 38 
 

*Other  
 

      Local Authority service complaints 

      Food banks and charitable grants 

                     Census 

                     Elections and the electoral roll 

      Radar toilet key 

      Emigration 

      Animals 

      Impact of Brexit 

 Commercial Properties 
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Treasurer’s report – Patrick Gorman 
 

Results of the Year ending March 2018 

The previous Citizens Advice Diss and Thetford (CADAT) treasurer Heneage Legge-Bourke, 
resigned in November 2017 and handed over the accounts in good order having prudently 
navigated CADAT through a difficult year.  

The primary objectives for 2017/2018 year were threefold and were achieved:- 

a) To continue to deliver high quality advice whilst achieving as close to a balanced 
budget as possible by applying prudent financial management and  

b) To stabilise and maintain an appropriate reserve position and  
c) To strengthen the finance team and streamline reporting and monitoring. 

 

Balanced Budget by Prudent Financial Management:  

During the 2017-2018 year, the bureau generated a total income of £341,782 against 
expenditure of £344,408 which resulted in a minor operating deficit of £2,626 which was 
essentially close to a balanced budget.  By comparison, CADAT’s income to 31st March 2017 
was £378,010 but expenditure was £429,189 which resulted in reporting a loss for the year 
of £51,179.  Therefore, despite receiving modest reductions in income in the 2017-2018 
year primarily due to the ongoing impact of national austerity measures, the CADAT board’s 
focus on reducing expenditures was successful in reducing costs by £84,781 (19.8%) and 
virtually eliminating the annual deficit.  

Personnel employed during 2016/2017 totalled 16 (equivalent to 10 Full Time employees) 
with a total salary cost of £301,994 but staff numbers were reduced to 13 in 2017/2018 (7.8 
full time equivalent employees) and salary cost to £225,362 (25.4% reduction).  Salaries are 
our largest cost centre at 65.4% of total costs.  From April 2018 onwards the board has 
implemented an approved but prudent 2% increase for all staff salaries as a discretionary 
cost of living adjustment. In addition, as a result of making comparisons with a data base of 
like position at other Citizens Advice, it was decided to re-grade a limited number of posts, 
more appropriate to their roles and responsibilities.   The overall effect of these changes will 
be to increase annual salaries of the 13 personnel by £9,600 (4.3 %). 

Premises costs were similar this year at £33,149 compared to the £34,712 that was booked 
last year. CADAT board approved entering into a 3 year lease with The Keystone 
Development Trust to utilise offices and interview rooms at the Abbey Community Centre in 
Thetford. The relocation of CADAT’s Thetford advice centre from the Breckland Council 
building will generate significant annual savings in 2018/2019 compared to the costs that 
would have been payable had CADAT not moved. In addition the Abbey Centre was a much 
more appropriate location and space to receive CADAT clients. 

Volunteer and staff expenses had been decreased by 50% in 2016/2017 to £20,276 thanks 
to careful control and monitoring and have been further reduced during 2017/2018 to 
£13,113. Although trustees continue to receive no remuneration or benefits during the year, 
trustee expenses were only £933 in 2017/2018 compared to £3,063 in 2016/2017.  
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Depreciation remained at a similar level this year at £25,788 compared to £26,877 last year.  

This year the board decided to deposit £40,000 in a short term bank deposit in an effort to 
secure more interest income. The board also investigated but did not implement investing 
in Premium Bonds. 

Net assets reduced to £187,010 from £189,636 the year before with £185,975 (99.4%) being 
in the form of unrestricted funds which effectively maximises our flexibility to allocate funds 
in accordance with the demands of our activities. 

We continue to fully fund and be compliant with the requirement to register our eligible 
employees under the Government’s pensions auto-enrolment legislation.  

Stabilise and Maintain Reserves:-  

It is important in any company to establish an appropriate level of cash reserves and to 
ensure that that the level is not too much or too little. The board of trustees decided that 
the Reserves Policy for the year ending 31 March 2018 required that the level of 
unrestricted free reserves should range between the equivalent of 4 months and 6 months 
forecast operating costs and be revised every quarter.  As of 31 March 2018 this range was 
assessed as being between £130,797 and £196,195. These amounts represent the figure 
that the trustees considered would be needed to enable the office to continue operation in 
the event of an unexpected event occurring such as a major loss of funding since it would 
give CADAT the time to restructure itself. The actual value of free reserves as at 31 March 
2018 was £134,861 after provisioning realistic amounts for unrestricted fixed assets, 
equipment, service development and premises. 

Strengthen Financial Team and Reporting:-  

This has been achieved through the appointment of Lucy Killoch, the part-time Finance 
Manager who has efficiently transformed the financial management control and reporting 
and the Treasurer wishes to thank Lucy for her excellent efforts during the year.  

 

The current year 
Although the current state on finances as of September 2018 remains healthy, the next 6 
months of the 2018-2019 year will increasingly challenge the Board to balance the budget as 
we move closer towards the end of the current agreements with major funders such as Big 
C and Pension Wise in April 2019, and as Norfolk County Council and other important 
funders continue to review what services they can afford to fund for their residents benefit.   
The CADAT board will be looking to continue to work in commercial partnerships with other 
bureau’s and with charitable and commercial organisations. We will aim to actively assist 
our funders by providing them with enhanced and customised reporting to qualitatively and 
quantitatively demonstrate the value of the CADAT services. This may involve the 
integration of the quarterly reporting of financial data with specific service deliverables 
where Casebook has been able to record the results, outcomes and achievements derived 
for clients.  
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As reported at the AGM last year Citizens Advice introduced a new Financial Health 
Management reporting system in early 2017. This quarterly reporting provides Trustees 
with an assessment of the finances in the form of a dashboard and includes a comparison 
with a grouping of unidentified Citizens Advice Bureaus.  To date these reports have 
provided Trustees with the positive and independent assurance that has confirmed that 
CADAT’s financial health is good and we are performing well compared to our peers.  
Despite the current difficult environment, we are confident that your Charity’s finances are 
managed prudently and transparently and that CADAT has the financial health necessary to 
respond to the changes in the charitable sector. 

 

The tables on the following two pages  present the summaries of CADAT’s financial activities 
incorporating the income and expenditure statement and CADAT’s Balance Sheet for the 
year ending 31st March 2018. These are extracts from the full accounts that were approved 
by the CADAT Trustees at a board meeting held on the 16th August 2018. 
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Volunteer roles in the Bureau   

Judith - Assessor  

“I suppose you just get debt clients in Citizens Advice don't you?”  This was part of a 
conversation which I had with someone, sometime ago.  My response was: "well yes we 
have debt clients, but we also deal with queries that include housing, employment, 
consumer problems, benefits, family difficulties, to name but a few.” 

My name is Judith and I have been volunteering with the Citizens Advice office in Thetford 
for about 3 years now.   

I had often considered volunteering for Citizens Advice but kept finding excuses not to do so 
- one of them being my dual sensory loss.  I have a congenital condition called ‘nystagmus’, 
which means I’m not wired up properly.  Then in 2011 I was diagnosed with hearing loss so I 
suppose you could say for want of a better phrase, "that I have a double whammy" 

But let’s fast forward 3 years to 2018.  My current roles in the office include: reception, 
meeting the clients as they arrive.  And for the first time this year initial assessments.  Those 
who work in a Bureau on a regular basis will know that sometimes it can become pretty 
busy especially on Monday mornings.  This is where I come in.  I take the clients to an 
interview room and ask about the reason for their visit.  I ask their name/s and any other 
relevant questions such as date of birth, address etc.  Then I ask them how I can try to help 
them.  This helps the ASS (Advice Session Supervisor) and I to decide whether the client 
needs to stay and be seen, or to go away and get information and return for an 
appointment.  

We have found that this system makes life somewhat less stressful for both clients, advice 
workers and supervisors alike.  On a more personal level, I have found that conducting the 
initial assessments has enabled me to gain in confidence.  

I am now undertaking advisor training. 

My initial concern when first becoming a volunteer was that my sensory loss would limit 
what I could do.  With the help and support of other colleagues and supervisors I am now 
able to fulfil my role within the office.  I am looking forward to continuing my training. 

I suppose if I were to bring an incident to mind, it would be on my very first day.  My 
supervisor at the time said "Well, if the client gives permission would you be happy to sit in 
and observe an interview?”  I was happy to do this.  

The client had been referred to us by the police.  They had suffered a particularly vicious 
arson attack and had lost everything. All they had were the clothes they were wearing.  A 
food bank voucher was issued.  But that still left a problem with clothing and 
accommodation. 

The office knew that one of the churches in Thetford has contacts to help with 
accommodation. So with the adviser checking other local information by looking on the 
internet for various organisations, and me making phone calls, we managed to secure short-
term accommodation for the client.   The church in question also offered short-term 

financial assistance until such time as the client was reasonably self-sufficient. 
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As a people and nation, we are nothing if not diverse.  We all have different needs and 
different goals and aspirations.  This I feel is reflected in the work, which I and many other 
advisory volunteers and paid member of staff endeavour to undertake. 

 

Hilary - Tribunal representative & Outreach adviser 

You’re either with Citizens Advice for 6 months or 25 years.  I’m in the latter category and 

have enjoyed giving advice and options across the vast range of issues that the public bring 

to us.  For this reason, I have resisted all suggestions that I should specialise in a particular 

issue group, such as housing or employment.  But Citizens Advice made me an offer I could 

not refuse: the opportunity to learn from an expert, on a 1:1 basis, how to use the appeals 

system to gain justice for clients who had had their benefit payments withdrawn unfairly. 

These clients feel targeted and rejected by the Department of Work and Pensions (DWP), 

helpless and frustrated.  Citizens Advice can offer empowerment and direction in this fairly 

scary part of the benefits system.  Taking a client’s case to a Tribunal can be a lengthy affair, 

involving a huge amount of paper which is measured in centimetres of thickness rather than 

the number of pages!  

Countering the DWP’s position paper involves getting down to a greater level of detail about 

a client’s limitations and their eligibility for a benefit.  Supported by independent medical 

and social evidence, and sometimes client diaries of their symptoms, it is then possible to 

create compelling arguments to counter the DWP position when both sides of the argument 

are considered by the Tribunal.   

Citizens Advice Diss, Thetford and District (CADAT) has a success rate of about 70% for 

appeals.  A significant proportion involves clients who originally scored ‘0’ points and were 

considered ‘fit for work’.  At appeal, these cases are often overturned with the client gaining 

maximum points and being transferred to the Support Group which acknowledges that a 

return to work is considered unlikely in the foreseeable future. 

Getting to that point involves a lot of effort by both the client and adviser.  Not many people 

feel comfortable talking about their incontinence issues or their inability to cope with life 

generally because they are so anxious or depressed.  But, if tackled sensitively, 

conversations like this often reveal information that can tip the argument in the client’s 

favour when considered objectively by the Tribunal judges.  For most clients, the formal 

nature of the appeal route is daunting and few relish the thought of attending the hearing, 

but when reassured that Citizens Advice will put forward a detailed written submission on 

their behalf and deal with everything in between, they are more relaxed. 

Running the drop-in session at Eye once a week, keeps me grounded and presents the full 

range of issues needing advice.  In recent weeks, I have helped a client, who suffered 

domestic violence and abuse by their partner for many years, to leave the house and set up 
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alone. They were saddled with debt from the relationship and I was able to help to address 

this as well and to find a way forward.  Another client I saw recently, a young man, called in 

for help; he was dazed, deeply depressed and desperate having suffered some significant 

personal traumas.  He was sleeping rough, had no income and had not eaten for days.  

Together, we established his priorities and I provided him with a number of key contacts, an 

action plan and how he could get free food.  His relief was palpable. 

Not all client problems are quite so impactful, at the other end of the spectrum; I have 

recently helped a client with learning difficulties to apply for a Blue Badge.   

I have now worked with CA for 15 years; all things being equal, I hope I will be able to do so 

for the next 10. 

Robert - Administrator  
As an administrative volunteer, my role is to support the Thetford Citizens Advice office to run 

smoothly.  Although I do not usually meet clients directly, I am always mindful of them; that is what 

Citizens Advice is about, helping people to solve their problems in confidence. 

In the office I help my colleagues obtain specific information with the use of IT.  The sign in/out 

register is checked.  I try to keep the office as tidy as possible to allow for unhindered movement. 

My duties and tasks include: creating forms and appointment slips; preparation of induction packs; 

contacts list updates; sorting stationery; reviewing and ordering leaflets/stationery; and lamination. 

I use my IT skills to carry out many of the tasks.  Sometimes there is information searching for the 

Project-Coordinator or Supervisor.  With training I have learned to use the in-house PRINKK software 

to make posters in the Citizens Advice style.  There is scanning and uploading of client information to 

the Casebook database.   

I know that there are opportunities for training available online via the Citizens Advice website, as 

well as workshop sessions. 

All that I do requires self-motivation, responsibility, flexibility, accuracy, and a systematic approach.  

I have learned to communicate better by being part of the team; a problem can always be referred 

or the Session Supervisor.  The office volunteers are a convivial bunch. 

I feel that I have contributed to helping others by volunteering; it is satisfying to know this.  Best of 

all, sometimes there is cake! 

 

Laura - Receptionist  
I have been volunteering at the Diss Citizens Advice for about a year and a half now. Whilst I 
primarily work as an adviser in training, I occasionally cover reception. 

 
Whilst working on reception I am required to greet clients and put them at their ease, input new 
client’s information into the system, collect information about a client’s issue and pass it on to an 
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adviser, deal with minor enquiries, (such as directing a client to a particular location) and to sort and 
record the mail. 
 
The conversations that I have with clients while they wait to be seen by an adviser are the aspect of 
working on reception that I enjoy the most. These brief chats can cover a variety of topics such as 
the weather, gardening, and the lives of children and grandchildren but I enjoy them because, not 
only do they seem to reassure the client and put them at their ease, but they provide interesting 
snap-shots of people’s lives and impress upon me that, despite one’s difficulties life goes on and 
people persevere, often managing to find hope and happiness in the smallest of things. I am also 
regularly reminded just how important the Citizens Advice is to people  I remember a conversation I 
recently had with one client who told me that without the existence and assistance of the Citizens 
Advice he and his family would not have known where to turn and would really be struggling to 
survive now.  
 

Sandra – Research & Campaigns  
Having joined the team at Diss as a general trainee, I made the move sideways on to Research and 
Campaigns once I discovered I preferred working in the field as opposed to being office-based. My 
favourite recollections are all from working in the public forum, whether it involved Diss Library, the 
market place in Diss, the public space next to the Mere itself or a stall at the Youth Centre as part of 
the annual Great Swap recycling campaign. 
 
We went to the Library as part of the Scam Awareness month. This Annual Campaign to raise public 
awareness about some of the ever more fiendishly clever tricksters who aim to fleece us. We set out 
our Citizens Advice  stall there and were joined by the team from Pension Wise. Because of this, we 
were able to disseminate our own information to warn the public of major scams afoot in the 
neighbourhood, but were simultaneously observing how trained advisors were assisting those who 
wanted advice on their newly acquired pensions. 
 
It really is true that you can learn something useful everyday when working at the Citizens Advice! 
 
The bustling market square in Diss reminded me that in dealing with the public you need to keep 
your wits about you, as their directness can be very challenging. I'll never forget the terse man, 
eyeing us suspiciously, believing initially that we were part of the problem rather than the solution. 
As we handed out the little cards with useful tips on how to avoid being scammed, he was finally 
reassured by our ID lanyards that we really did work for the Citizens Advice, he summed it all up 
really with his :"There's always some ******  just waiting to part you from your money!" 
 
The annual Diss recycling effort really does work on all sorts of levels. People entering the collection 
depot at the local Youth Centre with unwanted items to recycle, are often open to information-
gathering from our leaflets and conversations at the door. Students have been known to be almost 
completely kitted out for the autumn term as a result of the exchange! Also, watching the amazing 
line-up of bikes ridden in by their erstwhile owners, which were to be worked upon by the inmates 
of the nearest prison to provide them with some income and hopefully new skills to restart their 
lives, gave a whole new meaning to the day. 
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Managing governance effectively 
Trustees and senior staff continue to work together in a much more transparent way but also 
harmoniously and to the high standards required by Citizens Advice nationally.  

This has been achieved by sharing staff in both offices and creating sub committees made up of 
trustees, staff and volunteers.  These committees meet bi-monthly and report regularly to trustees 
at their board meetings.  Terms of Reference have been agreed and are kept under review.  These 
are as follows: - 

 Staff Team  

 Finance & Fundraising , Audit, Risk & Compliance 

 Personnel, Health, Safety & Well-being 

 Research & Campaigning 
 

Research and Campaigns 
Research and Campaigns is a twin aim of the Citizens Advice service.  As a national service are in a 
unique position to identify reoccurring client issues and to use this data and insight to help us 
research issues further, influence decision makers to change policies and practices and to campaign 
to get decision makers to change policies and practices.  On a more local level we are pleased to be 
working closely with the Trading Standards team at Norfolk County Council to help highlight 
potential rogue traders and scams as and when we identify them. 

Research and Campaigns Case Study 
Martin telephoned the office with an urgent matter concerning Bailiffs. He was told to come 

immediately into the office.  He had been telephoned that morning by someone purporting to be a 

High Court Enforcement Officer who had said he was on his way to Martin’s home with police 

officers to affect a forced-entry, unless he paid a sum of money immediately.  Martin was 

understandably confused and distressed by the situation.  

Our Adviser discovered that Martin had not received any documents regarding a possible court 

action – no County Court Judgement had been issued and no Bailiff recovery letters received. 

However, multiple calls had been made to his mobile – in fact one was received during the interview 

and the telephone was passed to the Adviser. The person on the end was most insistent that money 

was owed, that there was a warrant out and that he was ‘minutes’ from the property with the police 

(also saying that the Adviser could attend with Martin if necessary so that they could see the 

paperwork). He also said that cash was not acceptable and that if a bank transfer was done in the 

next ‘few minutes’ that forced entry would be called off. There would also be a discount of nearly 

£2k, with the money being asked for being £3,200, rather than £5,170. 

At this point our Adviser was certain this was a scam, but wanted to verify certain things. He checked 

with the High Court Enforcement Officer register and found no listing for the supposed Bailiff who 

gave his name as ‘Mark Hughes’. 

Martin was still very concerned that the threatened action would still take place and he decided to 

return home.   In the meantime, our Adviser telephoned Action Fraud and the National Scams team 

and got confirmation that this was indeed a recognised scam.  He telephoned Martin to tell him the 
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news and Martin confirmed that no one had turned up at his property; he was very grateful to us for 

recognising this scam and helping him avoid paying out several thousand pounds to a fraudster.  

Thanks to all our Team 
There are many people in our team and all are totally committed, passionate, caring and very 

talented and we wish to acknowledge each and every one.  Below is a list of our current team:- 

Diss Office Volunteers Thetford Office Volunteers 

Ozlem Bicak Celia Bailey-Green 

Zehra Bicak Ann Bourne 

Gill Caldwell Fiona Clough 

Simon Corbyn Judith Earwicker 

Mike Drew Florise Evans 

Peter Dudley Karen Fisher 

Laura Gosman Laura Gosman 

Pat Grant Charles Merrifield 

Patrick Harrington Shirley Miller 

Paula Hemmings Frances O’Kane 

John Hutton Carol Russell 

Hilary Jones Feria Siblon 

Anne Kenyon Alan Williams 

Cecilia Kidd Robert Whissell 

Liam McGrath  

Keith Mizon Staff 

Paul Mullarkey Keith Arnold - ASS 

Pat Parker 
Denise Bogacki – ASS and welfare Benefits 
specialist 

Sally Payne 
Sonia Browne – Crisis Champion and Money 
Advice 

Diana Poole 
Becky Chapman – Training Supervisor and 
Deputy Manager 

Paul Quinn Andy Clifton – Pension Wise Guider 

Lawrie Read 
Lucy Killoch – Finance Manager and  Company 
Secretary  

David Rose 
Richard Holloway – Maintenance Contractor - 
Diss 

Paul Ruddock Michael John – ASS & Employment Specialist  

Eric Stone Mel Jones – Bureau Manager 

Sandra Todd Caroline Mackinson – Projector Co-ordinator  

Jean Tomkinson Rosie Parke – Pension Wise Administrator 

Laurie Vanner Karen Smith – Pension Wise Administrator 

Sue White Tom Smith – Pension Wise – Senior Guider  

Gail Wilson  

Bernice Wyatt  

 

Trustees  
 
Marion Chapman-Allen                    Penny Cuerden                Stephen Drake                                                
Patrick Gorman                                  Martyn Lewis                  Marion Morse MBE 
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Our own ‘Thank you’ to those who support us. 
We would like to thank our many financial supporters. Our local authorities, town and 
parish councils provide us with funds to provide a core service to those living in their areas. 
To add value to this work we raise additional money so we can work in specialist subject 
areas where there is a real need such as money advice/debt or health issues, or where we 
can work with partners to enable clients to get the extra support they need easier and 
quicker. Below is a list of our current supporters to whom we are most grateful.  

A & DA Bourne 

Alan and Barbara Saunders 

Anonymous individual donor 

Big C Appeal Ltd 

Big L Help Through Crisis 

Botesdale Parish Council 

Breckland Council 

Bressingham and Fersfield Parish Council 

Brome & Oakley Parish Council 

Bryan and Maureen Gaze 

Charities Aid Foundation 

Chedgrave Parish Council 

Citizens Advice Mid Norfolk 

Citizens Advice Norfolk 

Cllr Terry Jermy 

Cynthia Hoy   

D & C Pilbeam 

D & LM Drake 

David Turner Funeral Services  

Dickleburgh & Rushall Parish Council 

Diss Quakers 

Diss Town Council 

Energy Best Deal under contract with Citizens Advice 

Eye Town Council 

Freemasons – Clerestory Lodge 6551 

Fressingfield Parish Council 

Harling Parish Council 

Hastoe Housing 

Hoxne Parish Council 

Jane Guy 

John T Cross 

Mellis Parish Council 

Michael John 

Mid Suffolk Council 

Mr A Stannard 

Mrs EV Cox 
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Mrs Gotto 

Mrs MJ Tincken 

Mrs Sherill Mallett 

Ms PL Parker 

National Energy Action 

Norfolk County Council 

Palgrave Parish Council 

Paul Bassham Charitable Trust 

PD Thompson 

PE Carter 

PensionWise under contract with Citizens Advice 

PJ Turner 

Redenhall & Harleston TC 

Redgrave Parish Council 

Rickinghall Parish Council 

SA Baldy 

Shelton and Hardwick Parish Council 

Shelton Parish Council 

South Norfolk District Council 

Suffolk County Council 

T & S Brown 

Tangent International Limited 

Thetford Breckland Lioness Club 

Thetford Town Council 

Thorndon Parish Council 

Thornham Parva Parish Council 

Weybread Parish Council 

Wilby Parish Council 

 

 

Interested in volunteering with us? 

Contact: Becky Chapman, Training Supervisor 

Citizens Advice Diss, Thetford and District 

Shelfanger Road 

Diss 

IP22 4EH 

 

Telephone:  01379 644912 

Email:   Becky.chapman@cadat.org.uk 

 

mailto:Becky.chapman@cadat.org.uk
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Contact Details 
 
Diss Office (Shelfanger Road) 01379 651333 
Email: advice@disscab.cabnet.org.uk 
 

Monday 1000 – 1500 Drop in and appointments 
Tuesday 1000 – 1500 Appointments only 
Wednesday 1000 – 1500 Drop in and appointments 
Thursday 1000 – 1500 Drop in and appointments 
Friday  1000 – 1500 Drop in and appointments 
 

Also Thursday lunch time Local solicitors by appointment 
 

 
Thetford Office (Abbey Neighbourhood Centre, Exeter Way) 
01842 752777 
Email: advice@thetfordcab.cabnet.org.uk 
 

Monday  0930 – 1430 Drop in and appointments  
Wednesday 0930 – 1430 Drop in and appointments 
Friday  0930 – 1430 Drop in and appointments 
 

Outreaches 
 

Harleston Information Plus, 2 Exchange Street, Harleston 
Wednesdays – 10:00 to 12:00 
Drop-ins available. 
 

Loddon Library, 31 Church Close, Loddon 
Last Monday of every month – 10:00 to 12:00 
By appointment with the Library on 01508 520678. 
 

Eye Health Centre, Castleton Way, Eye 
Thursdays – 9.00 to 11.00  
Drop in available. 
 
Thetford Jobcentre, Breckland House, Thetford 
Second and last Friday of each month – 9:30 to 11:30 
By appointment with Thetford Citizens Advice on 01842 752777.  Drop in also available. 
 

Citizens Advice Adviceline 03444 111 444 
 
 

mailto:advice@disscab.cabnet.org.uk
mailto:advice@thetfordcab.cabnet.org.uk
https://maps.google.co.uk/maps?q=31+Church+Close,+Loddon,+Norfolk+NR14+6EX&hl=en&ll=52.53562,1.482189&spn=0.008223,0.013454&sll=52.535616,1.481881&sspn=0.008223,0.013454&hnear=31+Church+Close,+Loddon,+Norwich+NR14+6EX,+United+Kingdom&t=m&z=16&iwloc=A

