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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 
 

 

Chair’s Report.  
 
This year national Citizens Advice, the ‘CAB’, the ‘Bureau’ will have been around for 80 years.  As 
Citizens Advice Diss and Thetford reviews its work for the past year, it is appropriate that we take a 
longer look at how our service to the public has changed and developed over this time.  
 
Somethings are the same. The service is still free, confidential, impartial, non-judgmental and for 
everyone.  It is still rooted in the local community. The questions asked 80 years ago related to 
issues relevant in war time, but also issues of debt, homelessness, family breakdown, and missing 
persons.  
 
Today we are still meeting clients who have problems of debt, homelessness, family breakdown.  As 
you will see when you read further their problems are exacerbated by access to expensive credit – 
through payday loans, insecure employment contracts, poor health and lack of good, affordable 
housing.  
 
We are able to help people through difficult and complicated situations and it is clear that a 
significant change of circumstances, such as those identified above will lead people needing advice.   
 
We now have tools and ways of helping people that our former colleagues could only dream about.  
Our information system, using technology for positive reasons through the use of Skype, digital 
phones systems and our case recording systems are invaluable resources to everyone in the Bureau.  
We have ceased to be a signposting agency and now work in partnership not just with other Local 
Citizens Advice (LCA’s) but other organisations that can provide specialist help.  Our work with the 
Big C Cancer Charity is a good example of this and our Help Through Crisis project is proof that 
sustained support from groups working together can enable a client to resolve their difficulties and 
move forward.  
 
Through the information that is gathered in our Research and Campaigning work we can raise issues 
of concern where a trend appears to be developing. Our Research and Campaign data helps Citizens 
Advice in Diss and Thetford tell councils, policy makers and politicians how they can make things 
better for our community.  The case study reported later in this Review together with a summary of 
the Research and Campaigns group activities, shows how this process works.  

 
To all volunteers and staff who have left during the last year, we extend our grateful thanks and wish 
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them luck in their next venture.  However we must especially thank one of our Trustees. Penny 
Cuerden, who retired from her role as a Trustee at Christmas. Penny was a Trustee who worked with 
us during some very  
 most difficult times and stayed with us to see all the positive changes. A great champion of her 
community in Diss, she has taken on a new role overseeing the re-organisation of the churches in 
Diss and we extend our grateful thanks to her.  
 

I am going to end by sharing two quotes from the Bureau team.  I hope you will read their 
contributions in full in this Review.   
 
They give a flavour of why people chose to work with us, what challenges them and what gives them 
a sense of a job well-done 
 

Les – working with the Big C Cancer Charity  

“I find it a tremendously humbling experience speaking with a client who has received the 
dreadful news that their condition is terminal, and their life expectancy is measured in 
weeks or months and not years.  
 
“It is also extremely rewarding believing that in some small way I may have helped with 
just one of the myriads of things that the client and family are trying to cope with. 
 
“ I have always found volunteering with Citizens Advice to be extremely satisfying but 
thanks to Citizens Advice Diss, Thetford and District (CADAT) and BigC Cancer Charity, 
being the BigC Welfare Benefits adviser takes satisfaction to a completely new level.”   
 

Vicki – an adviser in Diss  

“‘There are very few volunteer roles where you are able to meet people, many of whom 
are in great distress, and help to make their situation better.” 

 
“As a CAB Adviser I see clients from teenagers to pensioners in their 80s many of whom 
would not be able to have access to free advice without the CAB. 
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Performance. 
 
We are now settled with our new case management tool, Casebook and hope that we can look 
forward to a period of stability in terms of reporting.  As a result, we expect the number of unique 
clients to stabilise and to provide improved points of comparison over time 
 
A development with key impact on the statistics has been the growth of Pension Wise. When this 
project first began in 2015, we struggled to find sufficient clients. There was some resistance within 
the finance industry to the introduction of the service and some negative press. Four years later the 
service is very much seen as mainstream. Financial advisers regularly suggest to clients that they 
seek Pension Wise advice as one strategy to employ before reaching decisions about how to manage 
their pension/s. This has led to a considerable growth in the service.  We now employ an additional 
Pension Wise admin assistant 0.5FTE and another FTE Guider.  The number of Pension Wise clients 
that we see in a year has overtaken the number of clients seen by our generalists and benefit/ 
employment specialists. 
 
Our premises move in Thetford took place in 2017.  This year we are established at the Abbey 
Neighbourhood Centre and client numbers have begun to rise steeply. With the introduction of the 
DWP funded Help to Claim grant for Universal Credit claimants, we were successful in securing extra 
funding for a three-month pilot, January –March 2019, to provide extra help for these clients. We 
were able to deploy two existing members of staff for one day per week each to help with the roll-
out of UC, specifically to deliver advice through phone and web chat to clients across the country. 
For this strand of work, we were obliged to provide paid staff as the project is overseen by the DWP. 
In addition we have been able to open an additional day at Thetford solely to help clients with 
Universal Credit issues. We have also been able to install public access PCs, provided by Citizens 
Advice, in both offices and have been developing outreaches in local Jobcentres. 
 
The total recorded figure for numbers of clients this year, including Pension Wise, is 7630. There 
were 3169 non-Pension Wise clients, including those helped through other funded projects. 
Excepting Pension Wise, this is a very slight increase on last year (less than 1%). This reflects 
particularly the fact that our service at Thetford is now stable and has not seen the service 
interruptions we experienced in the year of our move to the Abbey Neighbourhood Centre (2017-
18). Pension Wise client numbers rose from 3,365 to 4,483, an increase of 33%. This increase shows 
the extent to which the service has grown in popularity and reflects also the extra staff resource that 
we have been able to deploy. 
 
As last year, this reflects shifts in the funding landscape, in which funding for CORE matters continue 
to reduce, but in which funded projects thrive and grow. The balance of funding between Core and 
funded projects moves towards funded projects as we endeavour to focus our resources where they 
are most needed. Our Statement of Financial Activities shows this clearly. 
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How we deliver our service to clients.  

This year the complexity of issues presented by clients appears to have diminished slightly. For 3,169 
clients dealt with by the CORE and local services, the number of issues was 9576, equivalent to 3 
issues per client. E-mails, phone contacts, letters etc, made on behalf of clients the figure is 8,618, or 
2.7 activities per client. Although the work needed on behalf of each client has increased in recent 
years as a result of the complexity of work required, there has been a decrease overall. 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. In reality, we are seeing a blending of channels of advice. 
 
For example, a client will phone Adviceline and will receive verbal advice by phone, often 
supplemented by a follow-up e-mail, supplying links to information discussed and any further 
relevant links. Nevertheless it is clear that demand for services provided through digital channels has 
increased and we have two strands of work helping to meet this demand: 

 
1. Help to Claim (Universal Credit). This service began in January 2019 with the introduction of 

the pilot, funded by Citizens Advice. In addition to providing face to face advice to Universal 
Credit claimants, we are delivering telephone and web chat services to clients throughout 
England and Wales via a centralised channel. Web chat has been a new development, 
requiring new ways of working. We have been able to recruit two new members of staff, a 
Help to Claim Adviser (phone and web chat) and a Help to Claim supervisor. 
 

2. In early 2019, we recruited a Digital Hub Co-ordinator to work with Norfolk Citizens Advice 
towards the development of a Digital Hub for the county. Initially, this will deliver telephone 
advice only through the Norfolk Adviceline consortium, but in due course we plan to begin 
also delivering web chat for clients within the county through this initiative. The funding for 
this strand of work has been raised by the Norfolk Development Committee, which has been 
successful in securing funds from a range of charitable and private sources within the 
county. 
 

Pension Wise. 

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 
4,483 unique clients with 5,786 issues, on whose behalf we carried out 8,842 activities. We have a 
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). 

This is funded by the Big Lottery and we have exceeded target client numbers in the years of the 
project. One of the challenges with this project is keeping clients engaged over a longer period of 
time and helping to equip them with the skills they need to recognise and deal with a crisis, when it 
occurs. The nature of this work is clearly reflected in the statistics. We dealt with 40 clients under 
this project in 2018/19, but there were 234 issues, i.e. an average of roughly 5 issues per client.  We 
undertook 524 activities on behalf of these clients, or just below 13 activities per client. As in the 
previous year, this reflects the nature of the work on behalf of these clients, to whom we and our 
partners on the project offer sustained help over an indefinite period of time. Again, innovative 
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practice is notable in this project, for example, the use of Skype for clients to access legal 
professionals remotely. 
 
The Advice Champion employed on this project will keep in touch with clients in crisis via e-mail and 
text, as well as phone calls and letters. 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. Contact can be tailored to 
the clients’ needs and preferences, also taking into account safety issues where, for example, clients 

are victims of domestic abuse. 
 

Big C Advice project working with Big C Norfolk. 

There has been a significant increase in the number of Big C clients this year, as a result of two 
factors: the first is that we had a very stable year in 2018/19, with staff fully employed at all three 
key sites, whereas in the previous year we experienced difficulties with changes in staff and gaps in 
provision. Secondly, we have become aware that some statistics were not being correctly recorded 
due to a database anomaly. We are now confident that our reporting has been adjusted to reflect 
this anomaly. 
 
Although we no longer provide a service at Cromer hospital, the numbers of clients seen at that 
service had been very low for the previous year and is therefore not significant. The number of 
unique client seen this year was 767, an increase of 13% on last year. The number of activities for 
these clients was 1,824, around 2.5 activities per client. The number of issues dealt with was 3099, 
just under 4 issues per client. We are starting to see the effects of Universal Credit on these clients 
and have provided specialist training for all our benefits advisers to ensure that they have the 
necessary knowledge in this area. We are pleased that our contract with Big C has been extended for 
another 3 years.  
 
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. However, it is extremely rewarding for advisers to be able 
to help these clients pursue claims for benefits successfully and on two occasions in 2018/19, we 
have helped Big C clients by attending Benefit Tribunals on their behalf, both of which had successful 
outcomes. 
 
The total outcomes for Big C in 2018/19 amounted to £1,121,563, an average of £4,597 per client. 
This is made up of potential benefit gains from benefits for those identified eligible. We recorded 
332 outcomes for 244 clients. 56 applications were made for Macmillan grants, where a total of 
£46,594 was received, with the average amount awarded now being to £832 per client, an increase 
of 66.4% per client. Therefore while fewer clients received Macmillan grants than in the previous 
year, the average amount per client was significantly increased.  
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Money Advice. 

 We helped 385 clients with 980 debt issues, an increase in the number of issues on last year of 18%. 
The most prevalent debt issues dealt with were Credit, store and charge card debts (75 issues), and 
Council Tax arrears (71 issues). The latter rose steadily throughout the year. We know that the 
advent of Universal Credit has caused concern for local councils, since the application for this benefit 
requires clients to be explicit about their responsibilities for payment of rent and Council Tax arrears. 
Clients are not always aware that they are responsible for payment of Council Tax, sometimes 
assuming that they are eligible for full Council Tax Relief, which is not always the case. We continue 
to work closely with our District Councils to raise awareness of this issue and try to help clients 
ensure that they do not fall into arrears and that when they do, we are able to help them to 
negotiate. 
 
We have developed a programme to ensure that any of our advisers giving debt advice will have 
undergone the level of training and accreditation now required by the FCA. In addition, we have 
embarked on a process of accreditation for all those who have a role in supervising debt work. In the 
meantime, our Advice Champion has gained her qualification as a (Debt Relief Order (DRO) 
intermediary, which enables us to do a limited amount of DRO work in-house. This is generally 
reserved for clients who are in crisis. We have expanded our use of both the debt advice unit and 
DRO unit at national Citizens Advice and have increased the number of referrals to the Money 
Advice funded project at Norfolk Citizens Advice, to ensure that vulnerable clients are able to access 
face-to-face money advice. We continue to refer to services such as Stepchange and National 
Debtline and for some clients this is a useful strategy. 

Energy Issues. 
 
Funding through various sources including national Citizens Advice and UK Power Networks enabled 
us to deliver a range of energy consumer advice projects. Our project coordinator develops new links 
with various local organisations to enable us to reach groups of hard to reach consumers (e.g. social 
housing tenants, unemployed, and older rural isolated people). We deliver informative and engaging 
talks to both consumer groups and to frontline workers including housing associations, council staff 
and health visitors and volunteers that support vulnerable consumers. 
 
We also deliver one-to-one advice and monitor our engagement with consumers at events.  
Feedback from those attending events and talks is extremely positive. In the year 2018/19 we 
directly delivered energy advice to more than 500 consumers, many of whom saved hundreds of 
pounds on their annual fuel bills and we trained more than 50 frontline workers.  
 
Through funding from Smart Meter in Communities Fund, we delivered a project aimed at 
supporting older people without internet access, attending organised groups such as lunch clubs and 
flu clinics events to reach the target audience.  
 
Energy Advice includes helping clients to understanding their bills, managing energy consumption, 
tariffs, budgeting, accessing grants and energy saving.  Advisers and our receptionists are able to 
identify potential clients that might benefits from extra support with heating their home (e.g. clients 
that are struggling with debts, or experiencing relationship breakdowns) or extra help including 
joining the priority services register and accessing grants. We shared our project updates via our 
stakeholder newsletter, participation in Norfolk Community Advice network and presented to 
groups of UK Power network staff, 300 in total, at their partnership days.  
 
Energy related research and campaign work has included participation in national Big Energy Saving 
Week.  
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Partnership Working – in Suffolk   
 

 We continue to work with our fellow LCAs in Suffolk. We are securing energy funding in Suffolk and 
are in the process of formalising our alliance and the ways that we work together. We have worked 
particularly closely with our partners at Mid Suffolk Citizens Advice and continue to provide an 
outreach service weekly at Eye Health Centre, which is well-attended. We have worked on bids for 
social prescribing funding and continue to seek out new funding opportunities together. In addition, 
we have seen a challenge to all Citizens Advice services in Suffolk in the threat to 100% withdrawal 
of funds from Suffolk County Council. This threat has now been modified but in the long term the 
issue of funding throughout Suffolk for Citizens Advice needs to be actively pursued. 
 

Partnership Working – in Norfolk.  

We remain a Europe Direct Information Centre, a project shared with Norfolk Citizens Advice and 
the funding for which has been secured until such at least October 31st 2019. We have also jointly 
tendered for work from the European Social Fund (through Norfolk County Council and the 
Department for Work and Pensions) on their employability agenda, have been successful in the first 
stage of bidding and have been awaiting the outcome of that process, which has been delayed for 
over a year. However, we are assured that it will not be negatively impacted by any Brexit decision. 
We have worked with Norfolk CA to begin developing a digital hub for the entire county, providing 
phone and web chat support to residents and have recruited a Digital Hub co-ordinator to take this 
work forward. 
 

Partnership Working – with other organisations.  

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. 
 
We continue to maintain a high quality of advice and are adjusting to changes in the quality 
measurement tools as they become more robust, with the national organisation gradually moving 
towards a ‘risk-based’ approach. We have been developing outreaches in Jobcentres at both Diss 
and Thetford and will continue to assess the need for our services in new locations. 

 

 

 

 

 

 



10 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

  

 

Our key priorities for the coming year 2019/20 are: 

 To continue to maintain the service quality that we have achieved during the 

past year. 

 To continue developing services and outreaches where we are most needed. 

 To reach out to vulnerable clients and groups who find it difficult to access 

our services, such 

 as those who suffer from rural isolation and those with mental health issues 

 To expand our channels of advice giving, increasing the amount of advice we 

provide through digital channels to ensure that we remain accessible to all. 

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’ potential new outreach 

services. 

 We will continue to work with our partners at 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 have trained a group of volunteers to specialise in 

welfare benefits appeals work, which has 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 
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Issues brought to us. 
 

 Client Statistics for April 1 2018 to 31st March 2019 

 

With all figures below, it should be noted that the figures will not total exactly because certain very 
small areas of work have been excluded, and only main funders and issue codes (i.e. areas of advice 
included).   As can be seen, Pensionwise accounted for over half of the total number of clients and 
slightly under half of the number of case-notes, because Pensionwise does not normally have more 
than one session of advice/information with clients). 
 
We have generally not provided year-on-year comparisons with 2017-2018 because we changed the 
case-recording system on 7 December 2017 and the results given for the full year 2017-2018 are not 
robust as a result.  Comparisons of December 2017 - April 2018, and the same months in 2018-2019 
have been included below and show an overall 5.13% increase in 2018-2019 overall (see Figure 2) 
 

 

Table 1 

 

Funder Unique Clients Case-notes 

Pensionwise 4,484 7,215 

Core 2,524 6,422 

Big C 585 1,402 

Energy 49 78 

Help Through Crisis 40 524 

Help to Claim 65 92 

Total 7,630 15,769 

 
 
With both offices going over to “full service” Universal Credit in May 2018 (Diss) and September 
2019, we would expect a fall in Benefits and Tax Credits case-notes but more than compensated for 
by the increase in Benefits and Universal Credit case-notes (see Figure 2).  We should expect that to 
become much more apparent next year, as the CA Help to Claim scheme only became fully 
operational in mid-April 2019. 
 
As usual, the dominance in numerical terms of benefits advice in general is clear and has two main 
causes, apart of course from client demand.  One is the Help to Claim project.  The other is that the 
supervisors in both offices spent much of 2018 training advisers in doing sickness and disability 
benefits forms and two specialist form-filling advisers have been recruited by Becky, working one 
day per week in each office.  We now have a group of at least 8-10 advisers across the two offices 
doing this work very competently. 
 
Again as usual, we have included Travel and Transport, which mainly involves work around Blue 
Badges and Other, which generally means Macmillan grants for the Big C and food bank vouchers (in 
Thetford, prepayment-meter electricity and gas vouchers as well). 
 
As far as outcomes are concerned, the LCA’s activities have directly led to a total of £2,052,633 for 
582 clients this year of which £1,915,142 related to benefit claims, £24,038 to new Universal Credit 
claims, £39068 to charitable payments, £31,456 to employment tribunals and settlements and 
£30,064 to other financial gains for our clients.  This is broadly in line with the previous year 
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Figure 1 
 

 
 
 

Figure 2
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Citizens Advice membership.   
 

Our membership agreement with Citizens Advice requires that we are routinely monitored in five 
key areas in a three year cycle: 
 

 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 and second years 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.  We 
are awaiting the outcome decision of our Year 3 Assessment.  
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Treasurer’s report – Patrick Gorman. 

Results of the Year ending March 2019. 

 

The four primary objectives for 2018/2019 year were achieved:- 
a) To continue to deliver high quality advice whilst achieving a modest budget surplus by 

applying prudent financial management, 
b) To stabilise and maintain an appropriate reserve position, 
c) To maintain a strong finance team and deliver regular reporting, 
d) To ensure that CADAT remains a going concern. 

 

Budget Surplus. 
In the reporting period ending 31st March 2019, CADAT generated an operating surplus of £32,537 
from a total income of £426,498 and expenditure of £393,961. CADAT’s total funds now stand at 
£219,547, of which £208,844 is unrestricted and £10,703 is restricted. 
 
By comparison, CADAT’s income to 31st March 2018 was £341,782 but expenditure was £344,408, 
which resulted in a minor operating deficit of £2,626.   
 
In summary, financially CADAT is in a good position; our largest grant agreement to deliver the 
Pension Wise service made a small surplus of £1,673, which will be returned to CitA as per the terms 
of our grant agreement. There is a significant underspend on the Help to Claim pilot, despite 
mobilising significant resources to get this service up and running. We delivered a surplus on core 
funding, mainly due to our success in securing the UK Power Network contract and due to diverting 
resources to setting up the Help to Claim pilot. We also made a small surplus on the Help through 
Crisis grant, which will be retained as a restricted reserve and spent in 19/20.  
 
After the Big C contract was negotiated 3 years ago by the previous CADAT management, it became 
evident that the income received did not fully capture the costs of delivering the welfare advice. As a 
result CADAT requested Big C to provide a funding top-up to cover the additional costs. Following 
discussions and negotiations, Big C agreed to make a contribution, which CADAT considered to be 
acceptable in order to focus on securing a new fully coasted 3 year contract commencing 1st April 
2019 which would fully recover CADAT's staff salaries and continue to deliver benefits to Big C's 
clients. 
 

Staffing Costs.  
Personnel employed during 2018/19 totalled 15 (equivalent to 9 full time employees) with a total 
salary cost of £277,002, whereas staff numbers in 2017/2018 totalled 13 (equivalent to 8 full time 
employees) and salary cost was £225,362. 
 
Salaries are our largest cost at 70.3% of total costs and this is an increase from the 65.4% in 2017/18.  
The growth of salaries is due to a modest increase in staff required to deliver an improved level of 
management support, but is closely monitored. The board is committed to retaining the key staff 
that are members of the leadership team, and are the foundation of the character of the 
organisation and provide the direction and guidance that CADAT trustees expect and that clients, 
volunteers and funders deserve and require 
 
Where necessary and appropriate, the board will implement prudent adjustments in staff salaries in 
the form of discretionary cost of living adjustments, and for performance.  CADAT aims to continue 
the policy that was instigated in April 2018 of making comparisons with a database of similar 
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positions at other Local Citizens Advice offices, in order that salaries continue to reflect competitive 
rates in the market for the roles and responsibilities.  Trustees recognise and appreciate the efforts 
of all of the staff who were involved in securing new funding and maintaining existing sources of 
funding. 

 

Premises. 

Costs this year this year were £28,134 compared to £33,149 in 2017/18. CADAT incurred £4.5k 
relocation costs in 2017/18 when we moved premises in Thetford, which accounts for the apparent 
reduction in 2018/19.  In Thetford, CADAT continues to utilise offices and interview rooms at the 

Abbey Community Centre in Thetford under a 3-year lease with The Keystone Development Trust.   

 

Volunteer and staff expenses.  

These increased by 61% to £21,132 compared to the £13,133 incurred in 2017/18 due to investment 
in staff and volunteer training, particularly in Universal Credit, and increased recruitment costs for 
Pension Wise staff vacancies. Staff and volunteer expenses remain consistent with the previous year. 
Trustees continued to receive no remuneration or benefits during the year and no trustee received 
any expenses. 
 
Depreciation charges reduced to £13,793 from £25,757 in the previous year, due to the Diss 
premises being fully depreciated.  
 
This year the board decided to reduce the amount of funds in the bank on short-term deposit from 
£40,000 to £ 10,000 in order to open up a new account, which pays higher interest annually in order 
to secure more interest income.  
 
Net assets increased to £219,547 from £187,010 the year before with £208,844 (95.1%) being in the 
form of unrestricted funds and continues to maximise 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 pension auto-enrolment legislation.  CADAT operates a defined 
contribution pension scheme and holds these assets separately from those of the company in an 
independently administered fund. As of 31st March 2019, the contributions by CADAT to the pension 
fund amounted to £6,150. 

 

Maintaining Adequate 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 has continued to maintain the 
Reserves Policy approved during the year ending 31 March 2018. This policy requires that the level 
of unrestricted free reserves should be set to float between the equivalent of 4 months and 6 
months forecast operating costs and be revised every quarter. 
 
 As of the 31st March 2019 this range was assessed as being between £157,454 and £236,181 and 
represented the level of reserves that the trustees considered would be needed to enable the 
bureau to continue to operate for a reasonable period in the event of a major loss of funding and 
enabling the bureau to restructure. The actual value of unrestricted free reserves as at 31 March 
2019 was £151,150 and is the equivalent of 3.8 months of future expenditure based on planned 
expenditure in the proposed 19/20 budget.  The slightly lower level of the policy range was 
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considered to be appropriate given the current diversity and durations of our income sources. Of 
note, £57,594 is designated for equipment (£5,000), service development (£25,000), premises 
(£10,000), provision for Big C staff redundancies (£3,000) and lease obligations (£3,877) and has the 
effect of reducing the value of unrestricted free reserves from £198,127 to £151,150. 
 
By comparison as of 31 March 2018 the range was assessed as being between £130,797 and 
£196,195 and the free reserves policy was set close at £134,861 after designating realistic amounts 
for unrestricted fixed assets, equipment, service development and premises. 
 

Financial Team and Reporting. 
The overall day-to-day control and reporting of CADAT’s finances has continued to be pro-actively 
managed part-time by Lucy Killoch, Finance Manager. Lucy continues to perform the tasks 
competently, responsibly, diligently and efficiently and the Treasurer wishes to again thank Lucy for 
her outstanding efforts during the year.   
 
Management accounts are prepared and reviewed at each of the quarterly Finance and Fundraising 
meetings. The tables below 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 2019. 
These are extracts from the full accounts that were approved by the CADAT Trustees at a board 
meeting held on23rd September 2019. 

Going Concern.  
After making appropriate enquiries, we are happy to report that the trustees have a reasonable 
expectation that CADAT has adequate resources to continue in operational existence for the 
foreseeable future. For this reason they continue to adopt the going concern basis in preparing the 
financial statements. 

 

The current year. 
For the 2019/20 year the Trustees have reviewed the depreciation policy and made adjustments to 
make it fit for purpose. In 2018/19 computer equipment was depreciated over 5 years at 20% per 
year on a straight line basis; however given the advances in technology in most businesses we would 
not expect computers to have a useful life beyond 3 years on average. Therefore for 2019/20, the 
cost of computer equipment is to be depreciated over 3 years and charged at 33.3% each year. 
During 2019/20 CADAT will be considering whether or not there is a justification to establish an 
outreach service in other locations within the Diss and Thetford districts. 
 
Although the current state on finances as of the 2019 AGM remains healthy, the next 6 months of 
the 2019/20 year will require the Board to continue to interact with the various District and County 
Councils that provided £80,637 of funding in 2018/19. These funds represent an important 52.5% of 
total annual unrestricted funds but the Board is well aware that it is essential that CADAT continues 
to demonstrate the value and benefit of its services to residents as councils and other important 
funders review what services they can afford to fund on their residents’ behalf.    
 
As it did in 2018/19, the CADAT board will be looking to continue during 2019/20 to work in 
commercial partnerships with other Local Citizens Advice and with charitable and commercial 
organisations. We will continue 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 is expected to 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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Citizens Advice Financial Health Management monitoring. 

As reported at the AGM last year, CADAT has responded diligently and promptly to meet the 
requirements of Citizens Advice Financial Health Management monitoring system. The quarterly 
reports that are generated provide Trustees with a comprehensive assessment of the finances in the 
form of a dashboard and include a comparison with a peer grouping of other Local Citizens Advice 
with similar levels of income.  To date each of these reports have provided Trustees with positive 
and independent assurance that has confirmed that CADAT’s financial health is in good standing and 
that we are performing well compared to our peers.  Despite the current difficult environment, the 
Board are confident that your Charity’s finances are managed prudently and transparently and that 
CADAT has the financial health necessary to respond to changes that are expected to challenge the 
charitable sector. 
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Roles in the Bureau. 
 

Les – Big C Welfare Benefits Adviser  
 
“I have been a volunteer with Citizens Advice for over six years and for the last three I have had a 
special interest in Welfare Benefits. In June of this year I became the BigC Welfare Benefits Adviser 
at the Queen Elizabeth Hospital in Kings Lynn. Being the Welfare Benefits Adviser involves speaking 
with clients in a variety of ways, face to face in an interview room, talking to them on the wards or 
by telephone.  
 
“All the clients have to some extent been touched by cancer, either as a patient or as a member of 
the family of a patient. Some are still in shock after having just been given the diagnosis and now 
face the additional difficulties of having to navigate the Welfare Benefits system, most of whom 
have never encountered or had dealings with the Department of Work and Pensions. 
 
“I find it a tremendously humbling experience speaking with a client who has received the dreadful 
news that their condition is terminal, and their life expectancy is measured in weeks or months and 
not years. However, it is also extremely rewarding believing that in some small way I may have 
helped with just one of the myriads of things that the client and family are trying to cope with. The 
level of help given varies from a simple query such as will a client lose her Housing Benefit if she 
needs to look after a terminally ill relative to contacting the Department of Work and Pensions on 
behalf of a terminally ill client to claim Personal Independence Payment, or even helping to apply for 
a Blue Badge if a client is not automatically eligible.  
 
“The Welfare Benefits system runs on digital and paper forms and a considerable amount of time is 
spent on helping clients complete the forms they have been sent in order to claim a benefit. 
 
“I have always found volunteering with Citizens Advice to be extremely satisfying but thanks to 
Citizens Advice Diss, Thetford and District (CADAT) and BigC Cancer Charity, being the BigC Welfare 
Benefits adviser takes satisfaction to a completely new level.” 
 

Vicki - an adviser in Diss 

“I know that there are many worthy charities around; I am also a volunteer with the East Anglian Air 
Ambulance and Marie Curie and I am sure that the money I help raise by attending events or bucket 
collections go to help many people. 
 
“However, there are very few volunteer roles where you are able to meet people, many of whom 
are in great distress, and help to make their situation better. 
 
“As a CAB Adviser I see clients from teenagers to pensioners in their 80s many of whom would not 
be able to have access to free advice without the CAB. 
 
“When a Client arrives in tears and total distress I look on the situation as a personal challenge and if 
that Client leaves the Bureau with a smile on their face, then I have achieved my goal. 
 
“Although, like my fellow volunteers, I am a general adviser I also specialise in Clients with debts.   
Some of whom should not have been given personal loans or overdrafts and others had a good job 
but following unexpected redundancy or illness find themselves in a situation where they feel they 
have lost control.   I feel very privileged that I am able to be a CAB Adviser and attend many training 
courses so that I can feel confident in helping more people.   It was an eye opener to me when, on 
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one of the courses, I met advisers from Aldeburgh and Southwold in Suffolk.  I imagined they had 
very easy lives but learnt that behind the multi-million pound properties they had clients with the 
same problems we have, loneliness, debt, unemployment and mental health issues. 
 
“CABs help their communities in so many ways and I look forward to being a part of this amazing 
charity for many years.” 
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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 
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Research and Campaigns. 
The main themes of the year have been:- 

Campaigns 
 

 Awareness raising public events in various venues  r.e. energy issues - switching,  smart meters,  
cost savings,  accessing priority service register 

 National Consumer Week - November 2018 - raising awareness of consumer issues, consumer 
rights, the law, getting good deals etc. 

 Big Energy Saving Week - January 2019 - again awareness raising how to switch, save on deals, 
understanding tariffs. 

 Scams Awareness 10 days - June 2019 - awareness raising - common scams, effects on 
vulnerable clients, avoiding scams, how to report scams  

 Norwich Pride - 27/7/19 - stand at the event offering information about Cit A - very well 
attended. 

 Cit A 80th birthday celebrations - public events on 1st September 2019 - in Thetford and on 6th 
September in Diss. 

 
Research  
 
  Diss food bank statistics - trends comparing 2017/18 - 2018/19 - showing 77% increase in 

numbers fed because of benefit changes ( Universal Credit introduced in the area May2018). 
Increase of 24% of referrals made to food bank by Diss CA alone during this period.  
 

  Issues relating to the changes in personal care payments  
 
Changes in Personal Care Payments 
 
 A client at Diss - has a disability and has recently been notified by Norfolk County Council that her 
personal care payments based on her Minimum Income Guarantee (MIG) will be reduced and she 
will be expected to contribute to costs using her Personal Independence Payment (PIP) funds.  . The 
MIG will reduce more and more every year and if she doesn’t pay the contribution every week her 
Personal Assistant (PA) will lose her job. 
 
The Bureau has started some Research and Campaigning work via ‘calls for evidence’ from other 
LCAs to see how widespread the problem is nationally.  We have discovered that Councils nationally 
are asking disabled adults, (from 18-65 years old) who receive help with their care needs from the 
council in their own homes to pay contributions from their PIP. Councils seems to be doing this 
slightly differently depending on the area and the amount of contribution that people are expected 
to pay depends on their financial circumstances. 
 
We are awaiting further responses to this evidence call.  We know that there are local clients who 
have recently suffered the same loss of funds.  To find just how many people and how big a problem 
this is nationally is the aim of this current piece of work.  
 
Also, we know that the issue has been taken up Equal Lives in Norfolk and that at least one meeting 
with local councillors has taken place at County Hall.  
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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 

Gill Caldwell Ann Bourne 

Chris Chatten Fiona Clough 

Simon Corbyn Judith Earwicker 

Beth Dewhurst Karen Fisher 

Mike Drew Liz Grant 

Peter Dudley Migle Konstantinaviciute 

Vicki George Shirley Miller 

Mark Gingell Lawrie Read 

Laura Gosman Melissa Riches 

Pat Grant Carol Russell 

Patrick Harrington Kirsty Scales 

John Hutton Feria Siblon 

Hilary Jones Robert Whissell 

Anne Kenyon Alan Williams 

Cecilia Kidd  

Michael Lee Staff 

Liam McGrath Keith Arnold – Advice Session Supervisor 

Charles Merrifield Christina Arnold – Help to Claim Adviser 

Keith Mizon Denise Bogacki – Advice Session Supervisor 

Pat Parker Janis Britland – Digital Hub Advice Coordinator 

Sally Payne Sonia Browne – Help Through Crisis Champion 

Diana Poole 
Becky Chapman – Learning and Development Lead/Deputy 
Manager 

Paul Quinn Sally Chapman-Day – Pensionwise Administrator 

David Rose Andy Clifton – Pensionwise Guider 

Paul Ruddock Richard Holloway – Maintenance Contractor - Diss 

Eric Stone Michael John – Advice Session Supervisor  

Sandra Todd Mel Jones – Chief Officer 

Jean Tomkinson Lucy Killoch – Finance Manager and  Company Secretary 

Sue White Caroline Mackinson – Projector Co-ordinator  

Gail Wilson Les Murray – Big C Adviser 

Bernice Wyatt Rosie Parke – Help To Claim Supervisor 

 
Linda Read – Pensionwise Administrator 
Karen Smith – Pension wise Administrator 

 
Laurence Nunn  - Pension Wise Guider   
 Kevin Joyce – Pension Wise Guider 

 Tom Smith – Pensionwise Senior Guider  

 
Trustees (2018-19) 

Marion Chapman-Allen                    Penny Cuerden                Stephen Drake                                                
Patrick Gorman                                  Martyn Lewis                  Chris Liggett  
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.  

Alan Williams 

Alburgh Parish Council 

Barbara Saunders 

Bressingham Parish Council 

Brome & Oakley Parish Council 

Charities Aid Foundation 

Clerestory Lodge 

Diss Quakers 

Diss Town Council 
Energy Best Deal under contract with Citizens 
Advice 

Fressingfield Parish Council 

Hastoe Housing Association Limited 

Keith Arnold 

Mid Suffolk District Council 

Mid Suffolk Rural Branch Labour Party 

Mr F Warner 

National Citizens Advice 

Norfolk County Council 

Palgrave Parish Council 

Patrick Gorman 

PensionWise under contract with Citizens Advice 

Redgrave Parish Council 

Rickinghall Parish Council 

Shelton and Hardwick Parish Council 

South Norfolk District Council 

Suffolk County Council 

Thorndon Parish Council 

Thornham Parish Council 

UK Power Networks 

Weybread Parish Council 

Wilby Parish Council 
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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 
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Contact Details. 
 
Diss Office (Shelfanger Road) 03444 111 444 
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) 
03444 111 444 
Email: advice@thetfordcab.cabnet.org.uk 
 

Monday  0930 – 1430 Drop in and appointments  
Wednesday 0930 – 1430 Drop in and appointments 
Thursday  0930 – 1430 Appointments only 
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 
 
 


