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Meet Our Trustees
Teignbridge Citizens Advice Bureau is a local charity (No 900012) and company
registered by guarantee (No 2373461). The board of trustees is elected by the
company Members (see below) at the Annual General Meeting and is collectively
responsible for the governance of the bureau. The main responsibilities of the
board can be summarised as:

Jo Wymer

holding staff accountable, and being ultimately accountable for the
activities of the bureau
providing leadership to all in the bureau
developing policy
Stuart Carson

strategic management.
The bureau Members meet three times per year and are representatives of local
organisations, funders and service users. Members help the bureau to develop
strategy and scrutinise bureau services on behalf of our clients. If you would like
to become a Member of Teignbridge CAB please write to: Chairman of the
Trustee Board, 5b Bank Street, Newton Abbot, TQ12 2JL.

Angie Farleigh

Each year the Trustee Board review and agree a three year development plan.
This Annual Report provides the Bureau with an opportunity to report on progress
against that plan.
Day to day running of the bureau is the responsibility of the Bureau Manager and
a small team of paid staff who provide supervision, specialist services, training
and support for a team of 70 volunteers.

Tom Wymer

Bureau volunteers deliver gateway assessments (triage), advice, reception and
administration. Two volunteer representatives have the right to attend trustee
board meetings.
The Trustees would like to thank everyone who has donated to the charity during
the year and our funders, without whom the bureau would not exist:
Devon County Council

MSE Charity

Teignbridge District Council

WBW Solicitors

Parish and Town Councils

MS Society

Nationwide

David Gibbons Foundation

Santander

Action for Children
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Mary Kennedy

James Patrick

Chair’s Report
It gives me great pleasure to be writing my first annual report giving
you an overview into some of the key changes during the last
financial year. I took over as Chairman of Teignbridge CAB in July
2011. However, my association with TCAB goes back rather longer
as I was a volunteer adviser at Newton Abbot for six years from
2002. I re-joined the organisation in 2010 as a Trustee before taking
over the Chair from Roger Smith to whom we are extremely grateful
for his leadership and dedication.
It has been a busy and an important year for Teignbridge CAB. We
Jo Wymer, Chair

have made some changes to the way we govern ourselves – we
have reduced the number of Trustees to eight and at the same time

have established a Membership base comprising our funders, volunteers, representatives of
sister organisations and other local stake holders.
As result of these changes, Cllr Michael Hocking, our representative from Newton Abbot Town
Council stood down as a member of the Trustee’s Executive Committee but we are delighted
that he continues to be a Member of the organisation. His support and advice remain invaluable,
and his dedication and lively contributions, although provided in a different forum, are invaluable.
Other Members include other representatives of our key funders:- Cllr Anne Lonsdale, a loyal
and valuable supporter over many years representing Teignbridge District Council and two new
faces; Linda Pretherick of Dawlish Town Council and Paul Burgess of Teignmouth Town Council.
We are continually grateful to the County and District Councils who along with Town Councils
and other funders provide financial support.
This year has seen the establishment of CAB Devon, a consortium of the CABs funded by Devon
County Council, together with the CABs of Plymouth and Torbay. Each member bureau has one
Director on the Board of CAB Devon and together the consortium will seek to provide the people
of Devon the best service based on sharing best practice, common training and value for money
while still providing a service tailored to the needs of our own locality. In addition, working
together will enable us to identify and bid for larger national projects that would have been
beyond the capacity of individual bureau. CAB Devon came into existence on 1 April 2012 and I
look forward to reporting on progress at the end of its first year.
Finally, I would like to thank our staff, volunteers, Trustees and Members for their time, dedication and
enthusiasm which has enabled Teignbridge CAB to continue to be a leader in its field.
Jo Wymer, Chair
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Manager’s Report
At the end of March 2011 the Trustees took a brave decision to
set a deficit budget of nearly £28,000. They felt that, at a time
when people needed advice more than ever, it would be wrong
to cut services. This decision has to be commended.
The Trustees’ commitment to finding new funding to close the
budget gap, looked like being a real challenge in a period of
austerity. For the first couple of months it was extremely difficult
to see where the next funding opportunity was to come from
and most of our energies had to be channelled
into
reorganising the service following the closure of Dawlish.
Ken Pickering, Manager

Gradually, the situation began to improve. New funding was
found for our existing projects. We received new grants to deliver benefits advice to Working
Carers. Awards for All supported our grant application to improve IT and we were able to install
a new telephone system so that we could increase our telephone advice services.
At a time of rising fuel costs, a small grant enabled us to deliver benefits advice to the elderly
and to help them with fuel poverty issues. Despite losing a contract with Barnardos in March
2011, by January 2012 we were again working with Children’s Centres delivering financial
capability and debt advice.
None of this would have happened without the commitment of our volunteers and paid staff.
Everyone made a massive contribution. Paid staff put up with the uncertainty of short term
contracts - in some cases funding was only extended three months at a time. New ways of
working were introduced and a new three year business plan was adopted.
As a result we helped over 4,000 clients during the year; a major achievement given the scale
of cuts at the end of 2010-11. We still have considerable challenges ahead, not least the need
for new premises. However, we have a strong staff team which is committed to making
Teignbridge CAB one of the best bureau in the country.
As long as we continue to get the support of our local community, the future looks a little bit
brighter for the year ahead.
Ken Pickering, Manager

4

Meet Our Clients
During the year the bureau helped
4,160 unique clients with 11,220
separate enquiry issues. Client
enquiries generated a total of
8,471 contacts either directly with
the client or with third party
agencies.
The bureau continued to reach
clients in greatest need. In general
our client profile reflects the ward
profiles, with the majority of our
clients coming from areas which
have higher levels of deprivation.

Clients Monthly Income
£1,000 £1,499
20%

£600 - £999
22%

£1,500 £1,999
8%

£400 - £599
17%
< £400
25%

£2,000 £2,499
6%

> £3,000
2%

84% of our clients have monthly incomes of less than £1,500 with 25% of clients having an
income of less than £400 per month.
More women (57%) than men (43%) accessed the service. Only 40% of our clients were buying
or owned their homes outright. 9% of our clients were aged under 24, with the majority of our
clients (65%) aged 25-64. 22% of clients were aged 65+, a rise of 2% on the previous year.
Only 23% of clients were in full
time work, a fall of 3% on 201011. 60% of clients were not in
employment. 30% of clients were
single parents. 46% were married,
cohabiting or in civil partnership.
As the following pages will show,
many of our clients are dependent
on benefits to help them maintain
a basic standard of living (whether
in work and claiming tax credits or
claiming out of work benefits).

Employed >=
30 hrs p/w,
23%
Other
9%

Employment Status
Employed <
30 hrs p/w,
17%
Student, 2%

Carer children
4%

Unemployed,
25%

Looking after
home - no
dependents,
1%

Self
employed,
1%
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Retired, 18%

How We Helped
In nearly every bureau in the
country , the main areas of
enquiry fall into Debt, Benefits,
Housing and Employment.
This also applies to
Teignbridge although there are
some important variances.
The number of benefit
enquiries is just over half of all
enquires: this is higher than
the national CAB average of
around 30% . This reflects our
client profile (see previous
page). The number of debt enquiries, 17% (with total presenting debts of just over £1million) is
much lower than the average of just over a third. This is explained by the lack of a legal aid
contract within the service. As a result most of our debt clients are referred to legal aid providers
at neighbouring bureaux (although often seen at Newton Abbot). We expect this picture to
change radically with the reduction of scope for legal aid (leading to limited referral
opportunities). This will put considerable extra pressure on bureau services.
Nearly a third of the 618 housing enquiries related to homelessness or the threat of
homelessness. Again we will need to monitor the impact of current welfare reforms on housing
issues in 2012-13 and 2013-14 as this could also increase demand on the bureau.
In the current economic climate you would expect to see an increase in employment issues,
however we saw a fall of around 1%. We have no evidence to suggest the reason for this but it
may be reasonable to assume that people are more reluctant to press their employment rights in
a weak labour market.
It is important to note that, whilst nearly 80% of enquiries fell within these four main areas of
enquiry, the range of other issues, including relationships, consumer, utilities, health and finance
demonstrates the interlinked and holistic nature of the service offered by Teignbridge CAB. Too
often it would be easy to just deal with the client’s presenting issue only to find further down the
line that the relating problems have spiralled into crisis.
The CAB service is very much a preventative service. The skill and knowledge of our volunteers
and supervisors enable us to go beyond the immediate issue and prevent the domino effect of
one problem leading to another. In client terms this can mean, for example, the prevention of
the breakup of the family, prevention of homelessness, the prevention of escalating health
problems and in turn the prevention of economic pressures on the public purse.
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How We Helped
When a client visits one of our outlets they will receive advice and information to help resolve
their problem. We clearly want to know the value of that advice but how do you measure the
impact of the advice given to someone who is in dispute over a consumer problem, or the advice
given to someone in a violent relationship or advice given to a tenant so that they can enforce
their housing rights?
Yet we know the impact of CAB advice can and
does have a major impact on people’s lives every
day. The domino example on the previous page
is far from being an exaggeration. A client is
dismissed from work (perhaps unfairly), they get
into debt - the debt includes a mortgage or
secured loans, they become potentially homeless
and not surprisingly, the events which led to this
situation begin to have a real impact on their
health.
Teignbridge CAB can help with all of these stages
and hopefully before a visit to a GP is required.
Although quantifying the outcomes (the actual
difference that it makes to people’s lives) can be
difficult, for some clients we can put a monetary
value on the assistance given.

Financial Outcome
Benefit/tax credit - One Off
Benefit/tax credit

Total
£35,198
£1,117,890

Debt written off

£971

Education

£726

Employment

£1,080

Charitable payment

£1,475

Child support/maintenance
Consumer compensation
Legal fines / court fees refund

£67
£500
£50

Refunds & exchanges

£1,994

Tax rebate

£3,150

Other

298

Total: £1,163,399
Total financial gains for the year were £1,163,399.
This figure is only from those clients that we have
been able to contact. The income gains include: benefits gains, tax credits, compensation
payments, court or tribunal awards, and grants from charitable organisations,
Every year the CAB, quite rightly, has to justify the level of public investment in the service it
provides to the people of Teignbridge. Based on financial gains for clients alone, we feel justified
in saying that Teignbridge Citizens Advice Bureau provides excellent value for money. However,
there is an additional factor. The work of Teignbridge CAB, as a preventative service, reduces
the cost to the public purse. For example, the cost of housing someone who has become
homeless or providing health care for someone is far greater than the cost of supporting the work
of the CAB service.
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Health and Disability
The government’s welfare reforms are having a major impact on
people with long term health conditions or disabilities. Over the
past year we have seen a rise in the number of people needing
support and we are really pleased to be able to report on a number
of projects which are able to help this client group.
MS Advocacy Project
It has been a difficult year for the MS Society Project. The MS
Society has funded the project for the last five years but their funds
are now very low and as a result we could only guarantee the
continuation of the service three months at a time. We would like to
thank Sally for putting up with these difficult employment
arrangements.
Despite this uncertainty, the project survived the year and
continued to support people affected by MS, their families
and carers in Teignbridge, South Hams and Torbay. Most
clients are seen by home visit and because of the
progressive nature of the illness we can often see the
client on a number of occasions as their circumstances
change.
During the year the MS Society completed an evaluation
of the project which included surveys of service users, non
users and health professionals. 71% of service users had
seen an increase in their incomes. Nearly half reported an
improvement in their mood, self esteem and quality of life.
88% were satisfied or very satisfied with the service
provided.
During the year the project helped clients increase their
incomes by a total of £65,274. This figure would have
been higher if we had felt confident about promoting the
service and indeed lack of knowledge about the project
was highlighted in the evaluation - it is hard to promote a
service when it risks closure within a couple of months. At
the end of the year we were awaiting the outcome of a Big
Lottery “Reaching Communities” bid and we are really
pleased to be able to report that the bid was successful
and the project will now run for a further five years.
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Sally Crozier

The client was living in
accommodation that was
impermanent, unsafe and unsuitable
and posed a great risk to his health
and well-being. As a single person,
however, accessing social housing
was very difficult.
As a result of continued support and
advocacy from the project and other
agencies involved, the client has now
been provided with fully adapted,
accessible housing association
accommodation within his local area.
This is a secure tenancy and will
provide the client with a safe and
permanent home which is already
adapted to allow for any future
increase in his mobility and care
needs. This means there is
considerably less risk to the client’s
health, he is able to maintain his
support network and is now in
suitable accommodation for a care
package to be put into place as
required.
The MS Project also supported the
client with applying for a Community
Care Grant and he was awarded a
grant of £1,250 towards the cost of
furniture – as the client had no
furniture at all, this has provided him
with essential funding to enable him
to establish a new settled home.

Health and Disability
In September Sally replaced Clara Cohen as the Quids for Special
Kids project caseworker. We would like to thank Clara for all the
work that she did for the bureau before leaving.
Quids for Special Kids
Teignbridge CAB, is one of the partners delivering Quids for
Special Kids in Devon. Funded by Devon County Council and coordinated by Devon Welfare Rights Unit (DWRU), this project has
helped thousands of families since it started in 2005 and has
boosted incomes by many millions of pounds.
Sally Crozier

Quids for Special Kids is a service available for all families living in
Devon with a child with special needs, a long term illness or
Client has a son aged 14 with a
disability. We can also help young people aged 16 to 21
neurological disorders. He went
directly. We can support parents by giving them a full,
rapidly from being fully mobile, able
to participate in all social and
confidential and independent benefit check to help maximise
physical activities and able to attend
their incomes.
to all his personal care needs, to
becoming very limited in what he
could do and heavily dependent on
his mother to do most things for
him. The effect this has had on him
emotionally and socially has been
devastating; it is incredibly hard for
him to accept he cannot join in with
his friends the way he used to.

The client has three other children,
all with additional needs, and is also
a carer for her mother-in-law. She
has an extremely demanding home
life on a very limited income.
When she requested help to claim
Disability Living Allowance for her
son she began by saying that she
didn’t know if she would be eligible,
and that there are people with much
worse problems than her son.
The client was awarded the highest
rate DLA amounting to £6,500 per
year. Combined with additional
premiums, the family’s income
increased by a total of £10,430 per
year.

Sally Crozier, Caseworker for Teignbridge CAB, visits clients
in their own home and helps them by assessing their
entitlement to benefits. We also try to take an holistic view of
the family’s needs and can make appropriate in-house
referrals or signpost to other agencies.
During the year
Sally’s work helped to generate £408,906 of new income for
families.
Many families do not realise that they are entitled to benefits
with over 50% of people accessing the service underclaiming; yet the additional income for families can mean the
difference between families coping and sticking together and
the breakdown of the family relationship and the home.
It is really encouraging that during a period of major budget
reductions, Devon County Council have maintained this
service. We hope they will continue to provide funding in
future years. Their support for the project is playing a major
part in helping to reduce child poverty in Devon.
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Helping the Elderly
Fairer Charging
Suzanne Lunn has been delivering the Fairer Charging Project for
Teignbridge CAB since 2006.
Fairer Charging is a policy which enables local authorities to assess
whether someone who is elderly, or has a disability or long term
health condition, should be charged for their care package. This
could be, for example, help with washing and dressing or attending
a day centre.
Before local authorities can make a charge for these services they
Suzanne Lunn
must first assess whether the client is accessing all the benefits to
which they are entitled. Teignbridge CAB is part of a unique
partnership between Devon County Council, and Citizens Advice
Bureau. The primary role for CABs within this partnership is assessment of benefit entitlement
and referring to the appropriate authority.
Most clients are elderly, many can be confused and in some cases they are in very poor health.
This can be a very demanding role and takes considerable sensitivity when dealing with a family
member or carer of a person who is terminally ill. Despite these demands this is recognised as
an essential service and Suzanne’s knowledge of the benefits system and skill at working with
this client group, helped increase incomes by £235,532 during the year.
Staying Warm and Well in Devon
With three months funding from central government, Staying Warm
and Well in Devon provided practical support for vulnerable and
older people so that they could deal with the adverse effects of
winter. This support included advice and help with heating and
insulation, benefits advice and help with changing energy suppliers.
Jane Carpenter co-ordinated the Teignbridge CAB element of the
project, which included benefits checks for clients in their own
home, promoting the project, especially to Park Home residents in
Teignbridge and organising a fuel poverty awareness day which
took place at Newton Abbot Market.

Jane Carpenter

Whilst this project was very time limited and had a short lead in time for
planning and preparation, Teignbridge CAB helped 20 individual clients to claim over £40,000 of benefit
entitlement. We hope that similar funding will be available in 2012-13, maybe with more time to plan activities,
because this is an area of work that is desperately needed in Teignbridge.
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New Projects in 2011-12
Working Age Carers Project
In September, Helen Davis, a volunteer with the bureau since 2008, joined our team of specialist
benefits advisers delivering a new project for Working Age Carers.
The project, which is co-ordinated by Devon Welfare Right Unit (DWRU), provides a welfare
benefits advice service to Carers of working age (18 - 60) in Teignbridge, North Devon and
Exeter.
Working Age Carers was set up in response to evidence which suggests that carers are missing
out on an estimated £840million of benefits in the UK each year. Many carers are simply
unaware that they can claim, as they are more focused on the needs of the person they are
caring for than themselves, or simply just find the benefits system too complex and confusing.
The service offers an initial entitlement check by telephone with a specialist adviser and follow-up
home appointments to assist with the completion of claim forms and appeals. In the first six
months of the project we helped 46 clients. Total new benefit entitlement for these clients was
£70,237
Financial Capability
During the year the bureau began to develop capacity around the
delivery of financial capability. With a number of organisations
interested in helping to fund this work, we were able to combine
resources to employ Debra Ward as a Financial Capability Coordinator. There have been a number of elements to this work:
Money Active and Santander

Debra Ward

The Santander bank and Nationwide building societies provided a
grant to enable us to train volunteers to be able to deliver financial
skills training to front line staff and service users. By the end of the
year we had a team of six volunteers working with Debra.

Money Saving Expert (MSE) Charity and Action for Children
Action for Children, which runs six Children’s Centres in Teignbridge, match funded the grant
provided by the MSE Charity and this enabled us to deliver a series of money skills courses in
Children’s Centres. We have also made strong links with the Belief in Change programme at
Channings Wood prison and now run an 8 week course for prisoners who are coming up to their
release date. Having the skills to manage and understand day to day money issues is a major
benefit to individuals and over time will help to strengthen the local community.
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Looking to the Future
Citizens Advice Bureaux help poorer communities towards greater independence, encouraging
the take-up of benefits, increasing income in the local economy and helping break the cycle of
disadvantage and crime.
Our vision for Teignbridge CAB is to be recognised above all as an agent of social change,
helping people take more control of their lives through accessible, responsive advice and
enriching society through a powerful influence on social policy.
As members of Citizens Advice our aims, principles and values are:
to provide the advice people need for the problems they face
to improve the policies and practices that affect people’s lives
These aims and principles inform service planning and whilst the years 2012-2015 will be a very
challenging period for the bureau, the direction of travel will lead to a service:
i.

where more clients have access to a range of advice services with provision targeted
at those in greatest need

ii.

which is cost effective, responsive and able to consistently meet clients’ needs within a
competitive funding environment

iii.

which are accessible and integrated with other Devon bureaux and external providers

iv.

where advice across Teignbridge and Devon is at the centre of strategic development,
helping to improve services through our evidence-based social policy work

The Service will be supported by:
i.

a professional governance team which is able to plan and monitor delivery against an
agreed Business Plan

ii.

a bureau infrastructure which is fit for purpose

iii.

a paid workforce which is capable of delivering specialist advice services and
supporting volunteers in the delivery of quality generalist advice

iv.

a volunteer workforce which has the support and skills to enable it to deliver quality
outcomes

We hope readers of this report will continue to follow the fortunes of the service and will consider
becoming a bureau Member and scrutineer of our performance and role in the community.
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Accounts 2011-12
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