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Aims of the Citizens Advice Bureau 
The Citizens Advice service provides free, independent, 
confidential advice to everyone on their rights and responsibilities. 
It values diversity, promotes equality and challenges discrimination. 
The service aims: 
• to provide the advice people need for the problems they face. 
• to improve the policies and practices that affect people’s lives. 

It gives me great pleasure to be writing my 
second annual report giving you an insight into 
our activities during the last financial year. 

The financial pressures affecting both          
individuals and businesses alike have seen an 
increased workload across the bureau, reflect-
ing significant increases in debt, benefits and 
employment issues. 

The introduction of the Gateway assessment 
of clients has gone a long way in helping us to 
see more clients and to reduce the waiting 
times to see an adviser. This new method of 
working has meant changes to the way our 
advisers work and my thanks must go to them 
for the way they have embraced the changes. 

Last year I reported that we had seen a 21%  
increase in the number of issues raised by our 
clients. It has again increased by a further 
18%. With the continued economic uncertainty 
I can see no let up during the current year, so 
we have to be prepared to look at new         
initiatives during the coming year. One of 
these will be an improved telephone system 
which we hope will encompass working more 
closely with some of our neighbouring          
bureaux. 

During the year we have been managing six 
projects that have been bringing CAB advice to 
those in sectors of the public who have special 
needs, and would not necessarily be able to 
access our service. 

Chair’s Annual Report 

Thanks must go to those who are delivering 
these. and to the specific funders. Let’s hope 
they can continue to make funds available.  

It would be amiss of me not to record our 
thanks to John Sutton, who was our Financial 
Director for the last 10 years, who sadly died in 
March. 

We have ended the year in a sound financial 
position albeit with a reduced surplus. However, 
our reserves are still providing us with three 
months working capital. With our core funding 
frozen for the current year and possible         
reductions in the coming year we are going to 
have to review our activities to ensure our     
financial viability for the future. 

We are, however, continually grateful to both 
Devon C.C. and Teignbridge D.C for their        
financial support, along with grants given to us 
by some of the local Town Councils, and other 
organisations. 

Finally I would like to thank all of the Staff,    
Volunteers and Trustee Board members for the 
time they have given the Teignbridge CAB. This 
has enabled it to continue to be a leader in its 
field. 

I hope that you find our Annual Report of       
interest. Should it stimulate your interest in CAB 
please do not hesitate to contact our Manager 
Sue Gardner on 01626 20151 who will be 
happy to answer any of your questions.  
      Roger Smith 



 Increased demand in 2009-10 

Enquiries 2009-10   

   
Category Total New Issues Percentage 
Benefits & Tax Credits 7,189 43% 
Debt 3,299 20% 
Employment 1,404 8% 
Housing 1,115 7% 
Consumer Goods & Services, Travel, Utilities 787 5% 
Relationships & Family 769 5% 
Health & Community Care 673 4% 
Legal 672 4% 
All Other 361 2% 
Financial Products & Services 250 2% 
Immigration, Asylum & Nationality 83 0% 

 16,602 100% 

As the economic downturn gathered pace during 2009 we were at the forefront of helping  
Teignbridge residents in providing the advice and information they required to manage their     
problems.  

The biggest increase in enquiries were seen on issues of benefits 19%, debt 29%, housing 23%. 
These increases were in line with those seen by the Citizens Advice Service nationally and can be 
attributed to the economy and loss of employment.  

Changing the way we worked by introducing the ‘Gateway approach’ of initial short introductory 
interviews enabled us to manage the level of  demand and target our resources at those in most 
need. We also were successful in obtaining funding for new projects that target some of the 
most vulnerable members of our community. 

Our volunteers have worked incredibly hard and with immense dedication to help us adapt the 
way we work to meet the challenges of the increased demand on our services. I am pleased to 
say that we have been complimented on the way that we have introduced the new systems and 
recommended as a role model for other bureaux. A huge thank you to all our volunteers. 

               Sue Gardner 

The economic value of our volunteers’  time over the last 
twelve months amounts to over £384,000 and 25,000 hours. 

In 2009-10 Teignbridge CAB dealt with 16,602 new enquiries 
from 5,177 clients. This represents an 18% increase in  

enquiries from 2008-9 and a 14% increase in new clients.  



John Sutton 1942 — 2010 

Volunteers, staff and trustees of Teignbridge 
CAB were shocked and saddened by the        
unexpected death of their Treasurer John      
Sutton on 31 March 2010 at the age of 67. 
John Sutton was a much-loved adviser and 
Trustee. He advised regularly at the Teignmouth 
CAB office, dealing with the full range of         
enquiries, although his speciality, as an         
accountant, was helping with tax returns and 
dealing with debt cases. 
Born in Berkshire in 1942, John trained as a 
chartered accountant and worked in Swindon, 
becoming a partner in his firm in 1972. He    
retired to Shaldon, where his parents had lived, 
in 1999. Always a keen sportsman, John       
particularly enjoyed hockey and helped to      
organise the Hockey World Cup in London in 
1986, and subsequently established the       
National Hockey League. 
In January 2000 John applied to join Teign-
bridge CAB as an adviser. He wrote on his      
application form: “As a newcomer to the area I 
really have no idea of the main problems facing 
the community.” However, he made a shrewd 
guess: “Presumably debt related problems    
feature highly.” John completed his initial CAB 

training, started work as an adviser and took 
over as Treasurer of Teignbridge CAB. 
“John Sutton was marvellous,” said Yveline   
Carpenter, a fellow adviser. “We were financially 
rocky at the time and he took over the            
accounts, making sensible suggestions, and  
put us back on a secure footing. He was        
invaluable.” Sue Gardner, Manager of Teign-
bridge CAB, agrees: “John was such a special 
person, a tremendous character. The            
contribution he made to Teignbridge CAB was 
immense, both as Financial Director, where 
over the last ten years he ensured that our    
finances were secure, but also as an adviser 
and an integral part of Wednesday mornings in 
the Teignmouth office.” 
Sue fondly remembers John’s idiosyncrasies, 
his liking for one particular chair, his idea of rich 
tea biscuits as the ultimate treat, and his       
unerring ability to instantly add up columns of 
figures in his head. 
John leaves a wife, Helen Sutton, and two sons; 
Michael, a fighter pilot, and Peter, a physio-
therapist, as well as a granddaughter. 
Teignbridge CAB will sorely miss John Sutton. 
He will long be remembered for his outstanding 
contribution to the charity, his efficiency and his 
kindness. 

 

 
Thank you to all of our 85 Volunteers and 
Trustee Board members who gave their 

valuable time to Teignbridge in 2009 – 10 

 
1939  
A GOOD YEAR FOR 
VOLUNTEERS 
 
Two of the bureau’s most  
experienced volunteers also 
celebrated their 70th birthdays 
in 2009. 
Judy Lusty and Mike Hindle 
have, between them a total of 
27 years service to CAB. 

HAPPY  
70th BIRTHDAY CAB 
1939-2009 
 
The Citizens Advice Service 
was established in 1939 at the 
outbreak of the Second World 
War. Offices sprung up all 
over the county, in front 
rooms and even in a horse 
box. Problems at that time  
included Ration Cards,  
evacuees, keeping livestock... 



 

 

 

 
At Citizens Advice what we call “social policy” 
work can sometimes be just as important as 
the one-to-one advice we give to individuals. 
One successful social policy initiative can often 
help many more clients than can ever be 
helped individually.  
In 2009 and 2010, we participated in a new 
national Social Policy campaign called Fair  
Welfare, where we were asked to gather        
evidence from clients about their experience of 
work focused interviews with JobCentre Plus. 
Here in Teignbridge, we were finding that the 
first hurdle for many of our clients, even before 
being called to “work focused interviews”, was 
the medical interviews they faced right at the 
start of their claim for Employment and Support 
Allowance so clients were increasingly coming 
to us because, even though they had severe 
health problems, they were still being assessed 
as being fit for work. In a number of cases we 
successfully represented our clients at Tribunal 
but the large number of clients experiencing 
this problem, 66% of applicants nationwide, 
made us realise that this must be a problem “in 
the system” rather than just one-off injustice. 
We found that all the Devon bureaux knew of 
cases where, despite GPs and consultants 
clearly stating that a client was not fit for work, 
they were being over-ruled by the contracted 
government medical assessors. Cases had 
even been reported of the assessors declaring 
terminally ill patients as being fit to work. 
All this information was fed back to Citizens  
Advice, and so they have now focused their 
campaign on poor or inexplicable practice on 
the part of the government appointed asses-
sors.  They will report directly to policy makers 
at government level to affect real change for 
everybody.  
In the meantime we will, of course, continue to 
help our clients negotiate with the DWP       
and, resources permitting, represent them at 
tribunals.                                     

Campaigning for Change Impact of our work 

Social Policy initiatives 
help many clients.  

 

Anita was at rock bottom when she came to 
CAB and had contemplated taking her own life. 
Anita’s husband had suffered a mental health 
breakdown and walked out on the family,    
leaving debts including substantial mortgage 
arrears. He had been self employed and   
couldn’t come to terms with the collapse of his 
business in the recession. 
Anita worked part time and had tried to negoti-
ate with the building society to no avail; they 
were insistent on taking action to repossess the 
property. 
A 19 year old son was living at home but as an 
apprentice on wages of £30 per week he could 
only make a small contribution towards the 
household finances.  
Advice from CAB on her situation enabled Anita 
to increase her weekly income by increasing 
her working hours and claiming Tax Credits. We 
then negotiated directly with the mortgage 
lender to reduce mortgage payments to an   
affordable level and repossession was avoided. 
Anita was delighted to save the family home 
and get her life back on track. 

Anita was delighted to 
save the family home. 



I have pleasure in presenting the accounts of the bureau for the year ended 31 March 2010. 
 
The income increased by £14427 brought about by successful bids for new projects.            
Expenditure has been carefully monitored and controlled during a difficult year, resulting in a 
reduced surplus of £2337 (2009 - £15727)  
 
Sue Gardener, our Manager, has been diligent in ensuring that our staff expenses, our main 
costs, have been well supervised.   
 
We have again ensured that our policy on unrestricted reserves cover three months’ running 
costs including any incidental expenses. 
 
We are again most grateful to Town and Parish Councils together with all organisations and  
individuals that support the running of the offices in Newton Abbot, Teignmouth and Dawlish.   
Out thanks also to the principal contributors, Devon County Council and Teignbridge District 
Council for their continued support. 
                  Wally Protheroe — Acting Treasurer 

Staff and Directors 
 
Sue Gardner continues as Manager of the three offices.  In June 2009 we welcomed Shelagh 
Bacchus as Bureau Services Manager.  In addition we have 85 (2008 – 75) volunteers through-
out the bureau. 
 
Teignbridge Citizens Advice Bureau is both a registered fundraising charity and a Company  
limited by guarantee.  The Trustee Board comprises elected members, representatives and Co-
opted Members who give their time voluntarily.  Their main duties remain unchanged, being 
responsible for finance, staff and premises.  These members are Directors of the Company and 
also Trustees.  Their liability is limited by guarantee.   
TCAB’s registered number is: 900012, and the Company is registered in England: 2373461. 

Trustee Board members — serving during 2009-2010 
 
 Roger Smith   (Chair)    Cllr Anna Klinkenberg 
 Cllr Mike Hocking  (Vice Chair)  Andrew Wilson 
 John Sutton  (Treasurer)   Cllr Ann Lonsdale 
 Angie Farleigh     Rosie Prowse 
 Sheelagh Richards    Cllr Wally Protheroe 
 Cllr Anne Fry     Jo Wymer 
 Cllr J McMurray     Cllr Marie Jenkins 
 Rosie Howes      John Phillips     
 Mary Kennedy     Cllr Mike Walters 
 Cllr Bill Stanyon       
 Anne Platt      Helen Davis (Company Secretary) 

Acting Treasurer’s  Report 

 

 

M i c r o s o f t  

 



 

 
Independent Examiners Statement To The Members of Teignbridge  

Citizens Advice Bureau. 
We have examined the summary financial statement of Teignbridge Citizens Advice Bureau. 

 

Respective Responsibilities of Trustees and Independent Examiner 
The Trustees are responsible for preparing the summarised financial statements in accordance 
with the recommendations of the Charities SORP. 
Our responsibility is to report to you our opinion on the consistency of the summarised financial 
statement with the full financial statements and Trustees’ annual report.  We also read the 
other information contained in the summarised annual report and consider the implications for 
our report, if we become aware of any apparent mis-statements or material inconsistencies 
with the summarised financial statements. 
 

Basis of Opinion 
We conduct our work in accordance with Bulletin 1999/6 “The auditors statement on the      
summary financial statement”, issued by the Auditing Practices Board for use in the United 
Kingdom. 
 

Opinion 
In our opinion the summarised financial statements are consistent with the full financial    
statements and the Trustees’ annual report of Teignbridge Citizens Advice Bureau for the year 
ended 31st March 2010. 
 

Darnells, Chartered Accountants, 30 Fore Street, Totnes, Devon, TQ9 5RP — 3rd August 2010 
 

A copy of the full accounts can be obtained from the Citizens Advice Bureau at 5B Bank Street, 
Newton Abbot, Devon, TQ12 2JL 
The annual accounts were approved by the Trustees on 2nd August 2010 and have been    
submitted to the Charity Commission. 

Summary of Financial Information 
The summary of information is drawn from the statement on financial activities for the year 
ended 31st March 2010 and the balance sheet as at 31st March 2010.  The full financial state-
ments are supported by an Independent Examiners’ report and this report is not qualified, but 
attention was drawn to the fact that grant income is deferred to match against agreed          
expenditure.  This is a departure from Charities SORP. 

 
 
 

 

Extract of figures 2010 2009 
IncomeIncome  210106210106  195679195679  
National Citizens AdviceNational Citizens Advice                                      --                                          --              
  210106210106  195679195679  
ExpenditureExpenditure  207769207769  179952179952  
SurplusSurplus  23372337  £15727£15727  

Income Funds   
UnrestrictedUnrestricted  111791111791  114363114363  
RestrictedRestricted  2018420184  15275 15275   
  131975131975  £129638£129638  

Balance sheet at 31 March 2010   
Fixed AssetsFixed Assets  1012910129  1290912909  
Current AssetsCurrent Assets  140858140858  133454133454  
Current LiabilitiesCurrent Liabilities  (19012)(19012)  (16725)(16725)  
  131975131975  £129638£129638  

 
 



The MS Project helped clients manage 
debts and claim benefit income of nearly  

£66,000 during 2009-10. 

Projects 2009-10 

Suzanne Lunn has continued to assist 
clients to claim benefits that help 
them to pay for care services and to 
remain in their own homes. 

The project provides a lifeline for people whose 
circumstances would not be explored without a 
home visit; access to paperwork and the          
necessary time to explain their situation to an ex-
perienced professional who is able to advise and 
assist them.  

Many people with severe and enduring health 
problems are not accessing their full entitlement 
to benefits and this has a detrimental effect on 
their health and their ability to cope with their 
daily lives. 

Sally Crozier took over the 12 hour a 
week Newton Abbot based post of 
MS Advocacy worker from Denise 
Candy in January 2010.  

The project offers advocacy and support to     
people affected by Multiple Sclerosis, their     
families and carers in Teignbridge, South Hams 
and Torbay on a wide range of issues including: 
benefits; employment; health/social care ser-
vices; housing; debt; family and personal issues 
and discrimination. Many clients are affected by 
extreme fatigue and concentration difficulties 
and home visits provide a more comprehensive 
and holistic assessment of the clients’ support 
needs. 

An issue has arisen where people with MS have 
been threatened with the loss of their benefits if 
they cannot attend the medical centre for an         
examination. Sally has supported people to      
assert their right to a home visit where their dis-
ability prevents them from travelling to a medical       
appointment. 

In addition Sally has continued to support existing 
clients and undertake bureau appointments,  
telephone enquiries, and supported a client at a   
successful Employment and Support Allowance     
Tribunal hearing.  

MS 
ADVOCACY 
PROJECT 

£307,000 
Gains in benefit in-

come for clients of the 
Fairer Charging Project. 

FAIRER 
CHARGING 
PROJECT 

TEIGNBRIDGE DISTRICT COUNCIL — DEBT WORKER PROJECT 

An exciting new project commenced in February 2010. Debra Ward is 
working with Teignbridge Council’s Housing Advice team and is able to   
offer money advice to help anyone experiencing debt problems where it is 
associated with potential homelessness. Debra can look at available in-
comes, negotiate with debtors and advise about debt management solu-
tions.  

Debra has also provided cover at Torbay County Court desk on behalf of 
Teignbridge District Council. 

 Living in an isolated village, one couple aged 
79 and 83 were struggling financially. The 
husband had always dealt with the accounts, 
but now suffered from dementia. His wife told 
Suzanne she had not paid a bill in 35 years.  
The husband was anxious and could not      
find his paperwork. In looking through some 
papers on a table a form was found from The 
Pension Service, asking for the wife’s bank 
details so her pension could be paid. It was         
discovered nothing had been received for   
several months.  
This was  reported, and the benefits have now 
  been re-instated. 



The ‘out of hours’ service  has proved popular with 
clients and demand for the service has increased 
over the year. 

Advice Session Supervision for the Project during 2009 was carried out by Frank Bond and Jane 
Stuttard who worked incredibly hard to make the project a success. 
Clients who would not otherwise have been able to access our service due to work commitments have 
found it convenient to attend outside of normal office hours.  

The service has been staffed by Volunteers who have given 
extra time as well as their regular commitment to Newton  
Abbot, Dawlish and Teignmouth offices, and by some         
volunteers that have been recruited and trained by Lynne 
Baker specifically for the service. 
Targets set by Citizens Advice have been difficult to meet as 
clients are only counted towards targets at their first visit. 

This didn't allow for the time spent in following up work or subsequent appointments with advisers. 
At the start of the project we opened on Saturdays, alternating between Dawlish and Newton Abbot 
and on Thursday evenings in Newton Abbot. The need, however, proved to be greater in Newton Abbot 
and we therefore changed to weekly Saturday sessions in Newton Abbot from September 2009. This 
assisted in meeting the project targets. 

ADDITIONAL HOURS PROJECT 
EVENING AND WEEKEND SERVICE 

All Parents registered with the Children’s Centre 
can be referred to the Families Advice Worker 
Jane Stuttard. In Newton Abbot District this 
equates to over 2800 Parents. 

The spring term has seen this project take off, 
largely due to parents becoming aware of the  
service and recognising a familiar face when they 
attend their group sessions.  

Significant successes of this project have in-
cluded assistance in obtaining a Housing Associa-
tion tenancy for a client living with small children 
in unsuitable and unsafe accommodation, and 
helping several clients to obtain charitable grants 
towards essential household items.  

Jane has also undertaken work with the Young 
Parents’ Group advising on budgets, and with 
their tax credits as they move back into work.  

The purpose of this project is to maximise in-
come for families with a young person with a  
disability or additional needs. Any member of a 
household is eligible for benefits advice, even if 
the advice is not directly linked to the child.    
Clients are also supported through the appeals 
process where necessary. 

Referrals from the areas of Teignbridge, South 
Hams and West Devon come through Devon 
Welfare Rights Unit, and Clara Cohen then    
contacts the client to arrange a home visit.  

In terms of financial gains, since October 2009 
there are confirmed benefit gains of £109,701. 
Clients are often unable to work due to the high 
demands of caring for a child with disabilities 
and many find the claim forms too confusing to 
fill in, or they simply do not know what they are 
entitled to.  

Q U I D S  
4   

S P E -
 

 

Q U I D S  4   
S P E C I A L  K I D S  

 

 



WHAT DO WE DO? 
 

Teignbridge Citizens 
Advice Bureau 
 offer FREE,  

CONFIDENTIAL,  
INDEPENDENT and 

IMPARTIAL advice on 
a wide range of  

issues, including: 
 

Benefits 
Information about  

entitlement, help with 
forms, problems over 

benefit claims. 
 

Debts 
Explore income and 

expenditure, deal with 
any emergencies, 
identify essential  
expenditure and  
available options. 

 
Employment 

Problems with pay, 
holiday or other terms 

& conditions,         
dismissal, redun-

dancy, discrimination. 
 

Family and Per-
sonal Matters 

Relationship      
breakdown, domestic 
violence, problems 

with children,      
problems affecting 
older people and   

carers, bereavement. 
 

Housing 
Rent and mortgage 

arrears, repairs,   
eviction including 
  homelessness,    

harassment,  landlord 
and tenant disputes. 

HOW TO CONTACT US 

Newton Abbot 
Bank House Centre, 5b Bank Street, Newton Abbot, TQ12 2JL 
Tel: 01626 203141 
Open: Mon, Tues, Wed & Fri 9:30am-11.30pm 
1:00pm-3:00pm 
Plus additional hours, currently funded up to  
30 November 2010: 
Thursdays 4.00—6.30 and Saturdays 10.00—12.30 
 
Teignmouth   
The Library, Fore Street, Teignmouth, TQ14 8DY.  
Tel: 01626 776770 
Mon & Wed 10:00am - 3:00pm.  
 
Dawlish 
Tunnicliffe, Barton Hill, Dawlish, EX7 9QQ.  
Tel: 01626 864110 
Tues & Thurs 10:00am - 3:00pm.   
 
Website 
www.teignbridgecab.org.uk    
Email: enquiries@teignbridgecab.org.uk 

ASHBURTON 
Ashburton Hospital, 9-15 Eastern Road, Ashburton.  
Tel: 01626 203151 
Open: First Friday of the month 9:30-12:00 by appointment only. 
BUCKFASTLEIGH 
Buckfastleigh Medical Centre, Buckfastleigh.  
Tel: 01626 203151 
Open: First Tuesday of the month 1:30-3:45 by appointment only. 
BOVEY TRACEY 
Committee Room, Bovey Tracey Town Hall, Bovey Tracey.  
Tel: 01626 203151 
Open: Third Monday of the month 9:30-11:30 by appointment only. 
CHUDLEIGH 
Chudleigh Health Centre, Market Way, Chudleigh.  
Tel:  01626 203151 
Open: First Wednesday of the month -10:00-12:00 by appointment 
only. 

We offer initial introductory interviews both face 
to face, and by telephone, to establish the 

 nature and urgency of an enquiry. 
A further appointment may be required for more 

complex advice, either at one of our offices 
 or by telephone. 



 
 

As charities, Citizens Advice Bureaux rely on grants and donations to maintain core activities and 
to implement new projects. Government and local authority grants fund the core of our work. In 

addition we have a wide range of projects that also require funding. 
If you would like to help us raise funds or would like to make a donation to our service please 

complete the form below. 

Donations and Fundraising 

Name 

Address 

Phone 

I am a UK tax payer and would like to donate under the tax recovery scheme. 

I would like to help you raise funds, please contact me. 

I would like to make a donation, please find a cheque enclosed (please make 
cheques payable to Teignbridge Citizens Advice Bureau). 

Complete the form and send it to: Teignbridge Citizens Advice Bureau, Bank House Centre, 5b Bank Centre, Newton Abbot, TQ12 2JL 

% 

Teignbridge CAB is an independent registered charity.   
Providing an advice service for the people of Teignbridge 

Registered Charity No: 900012 


