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CEO REPORT
The 19th of April 2017 seems a long time ago
and a lot has happened since then, so it's
difficult to know where to start! I was very
lucky to have been able to have several
handover meetings with my predecessor Erica
Cadbury (who can still be found answering
calls in Skipton on a Monday), so at least I
knew the basics.

my role as CEO is to make sure we are still able
to help people in 5 or 10 years time. This might be
very different from what we do now, but what's
important is that we still can help people who can't
help themselves
Casebook has arrived!

People often underestimate the amount of effort
One of the first tasks was getting our new office in required to "Write Up" the notes after advising a
client. A short 10-15 minute meeting or call might
Ripon open. Whereas the staff and volunteers
were doing their best in a temporary space, it was generate 30 minutes of additional time to ensure
clear that this couldn't carry on in the longer term. the all of the client's details are recorded correctly
and meet our quality standards.
I never thought that I'd be "turning a beauticians
back into a Citizens Advice office" but by the start
This year we have upgraded our systems to
of June we had moved back to 5 Duck Hill.
implement "Casebook", a national system shared
Thanks are due to both Community House and
across all Citizens Advice offices. It's based in
Ripon Museum Trust for helping up keep going
"the cloud" and is securely accessible anywhere
after losing our previous office.
where there is an internet connection, which
makes it ideal for running services out in the
Another aspect of being new in the job was
getting "out and about" to see what we do in both community. We started using Casebook on 1st
the offices and outreaches. Often mistaken for an December 2017, following a significant training
plan, led by our "Casebook Champions" (you
external quality assessor/IT support person, I've
tried to muck in and help sort out problems when know who you are, Thank You!).
I've seen them.
I think it's fair to say that everyone agrees it's a lot
easier to use than the old system, and the level of
We also launched our two European Social
reporting and data (down to Ward level) has been
Fund / Big Lottery projects, Access Towards
very helpful when looking for trends in social
Inclusion and Positive Progressions. These are
multi-agency approaches to help people get into issues in specific areas. We have also started to
use it to book client appointments, along with
training and employment by breaking down the
SMS/Text reminders, which has significantly
barriers they face, so for example being able to
reduced the amount of "no shows" we see.
pay for childcare and travel costs to allow a
parent to attend college. The results are really
starting to develop, see here for more:http://
www.bigthinking.org.uk/. They are both great
projects to be involved with, giving clients a real
opportunity to change their lives (more later about
these). I can still however be heard grunting about
the ludicrous amount of paperwork and form
filling/signing that is required!
I think reality dawned on me when in October I
got all the staff together to update them about the
first 6 months and someone asked "So what's the
role of the CEO then?". I think at the time I said
something like "to keep the show on the road" but
on reflection it’s more complex than that. Both the
needs of our clients are getting more complex and
the funds to support them are scarcer. So I think

Edward Pickering

About us
Citizens Advice Craven and
Harrogate Districts is an independent
charity that provides information and
advice to help people who live, work
or study in Craven and Harrogate to
resolve their problems.
We are part of a national network of
over 300 local Citizens Advice
charities that deliver advice across
the country, overseen by a national
framework provided by Citizens
Advice.
Our aims
We share the over-arching aims,
values and principles of Citizens
Advice to:


Provide the advice people need
for the problems they face



Improve the policies and
practices that affect peoples’ lives

Golden Celebrations in Ripon
Citizens Advice opened on Westgate in
Ripon in 1967. Fifty years later, we
celebrated our golden anniversary of advising
with an open day in September, attended by
the public and the Mayor, Pauline McHardy
(a former trustee of Ripon Citizens Advice).
Since 1967 we have operated from various
sites around Ripon, including the Work
House and two residencies at Duck Hill.
Continued financial uncertainty casts
considerable pressure on the future of the
service in Ripon. We had to stop our
extended service in Boroughbridge but have
maintained our sessions in Masham; both of
which started in 1989.
Our group of skilled volunteers remain
dedicated to the provision of an advice
service for the community. We are very
happy to have a settled base again at 5 Duck
Hill since June 2017.

We aim to do this through

Providing information and advice
to everyone on their rights and
responsibilities


Equipping our clients with the
knowledge, skills and confidence
to take control of their lives



Enabling our clients to take
informed decisions to address
their problems



Focusing on our clients as
individuals who may have a wide
range of problems.
Pictured, The Ripon Mayor Pauline McHardy with
Chair of Trustees, Simon Grenfell at Ripon office
50 year anniversary open day

that they have contributed
approximately 44,000 hours of work
to Citizens Advice in the Districts.
We have a new name, not very
Costed out at a proper hourly rate, the
different: Citizens Advice Craven and
value of this work is estimated at
Harrogate Districts, providing the
some £775,000 over the year. As a
same excellent service.
return on the funding that was
received, this continues to represent
Again, whilst the organisation
excellent value for money. Many
continues to show a deficit in core
funding, this year has also been one of thanks go to Nanci Downey for her
relative stability. However, in spite of work as treasurer.
every effort to streamline the
Once again it is my pleasure, on behalf
financing of the service in the Districts, of the Trustees, to record a special
the annual deficit roughly continues to thanks to all the volunteers who have
equate with the 2016 reduction in
given of their time, either to provide
funding which the Board of trustees
advice and assistance to those in
continues to face and to address with need, or to supervise the work of the
some hard decisions. At a time when
offices. Citizens Advice benefits from
more and more people are turning to the varied experience that advisers
Citizens Advice to help them through a bring to the service and I am sure that
huge variety of personal issues, the
they find their role fulfilling and
Board is convinced that it would be
challenging. All three of the Offices
wrong to reduce the service to those
would particularly welcome new
who seek its assistance and is
volunteers.
committed to securing the appropriate
funding for the future. In doing so it is This year there have been interesting
important to address the widely held developments in the three offices.
perception that Citizens Advice is
Audrey Burton House has become
funded by Central Government so that more efficiently powered and heated.
it is clearly understood that its money We started work to look at options to
comes from local government funding share our Harrogate office with other
- North Yorkshire County Council,
charities that need accommodation
Harrogate Borough Council and
and are hoping to put a new
Craven District Council for which we
partnership in place soon.
are most grateful; and via generous
In Skipton with the lease at St
funding and charitable giving from a
number of sources. The Board wishes Andrew’s Methodist Church coming to
an end, discussions are ongoing with
to record its gratitude to all our
Craven District Council as to the
funders and all who have made
donations during this last year, which possible provision of accommodation
have enabled the service to continue together with various outreach
venues.
at a good level.

Chair’s Report

The charity receives help and support
in the form of voluntary assistance in
advising the public and administering
the charity. During the year, advisory
services were provided through faceto-face consultations, telephone
advice lines, email, webchat and
various outreach services. Our
volunteers remain at some 90 in
strength. As last year, we calculate

give much valued assistance to the
service in the Districts. We welcome
one further addition, Karen Tatham.
The Board is representative of all parts
of the Districts. I am particularly
grateful to each of the trustees for
volunteering and for their hard work
in helping to sustain the service. The
Board is conscious that it is important
to communicate with staff and
advisers and will aim to be as
transparent as possible consistent
with its duties to the charity.
I am personally grateful for all the
hard work that Edward Pickering has
put into the role of Chief Executive
Officer, in particular, for his work in
engaging the trustees. He is providing
the service with strong leadership and
foresight.
Looking to the future, we aim to
sustain the service throughout the
Districts. Outreach facilities operate in
Masham, Pateley Bridge, Settle and
Ingleton which will increase the
geographic cover. The Board still is
anxious to identify where possible
people who for some reason feel
uncomfortable in entering a Citizens
Advice office and to ensuring that they
can benefit from the service. Many
such people are likely to be in acute
need of the very kind of assistance
that they would receive. The service
also seeks to work in partnership with
other agencies and charities within the
wider geographic area to achieve

all these aims.

I should like to highlight the research
work done across the Districts to
identify the several issues surrounding
The Ripon Office is now serving the
Universal Credit. Citizens Advice in
local communities well and proving
popular with volunteers and staff. Age these Districts and nationally has been
UK is to make regular use of rooms at able to provide
constructive
the Office. Again the services
data to assist the
complement each other and provide
Government in
some much appreciated income.
addressing those
serious issues.
The Board of Trustees has a wide
Simon Grenfell
representation and variety of
expertise amongst its numbers who

Outreach at Pateley
Bridge
From 1st November
2017, we started a
drop In service once a
month in Pateley
Bridge. On the first
Wednesday of every
month an adviser is
available at the
Nidderdale Plus office
between 10:30 and
12:30. Clients will be
seen on a “first come,
first served” basis.
Yorkshire Bank
Financial Capability
Award
We were delighted to
receive £5,000 from
the Yorkshire Bank
Spirit of the
Community Fund to
allow us to provide
Financial Capability
support for people
with debt and money
management
problems.
Thank you Asda!

Asda in Harrogate
invited us for coffee
and cake and to
receive a cheque for
£200 from their Green
Token scheme.

Kasia Achinson and Jeanette Bovo at Harrogate Civic Centre

Supporting Yorkshire Cancer Research
Staff and volunteers attended the inaugural Life with Cancer
2017 in December at Harrogate Civic Centre.
From our stand in the main exhibition area, attendees were
able to understand the advice available across the whole of
Yorkshire. CEO, Edward Pickering, also facilitated a session
on Financial and Legal Advice which included Jeanette Bovo,
Ripon Advice Service Manager giving an overview of the
complex benefits system that people with cancer may have to
navigate.
The packed session answered many questions posed by the
public and reassured them that support and help was
available.

Now is the time to switch - Customers who fail to switch
their energy, broadband or insurance providers could be paying
up to £1,000 extra a year. Citizens Advice warns customers who
do not switch, are often moved onto default tariffs. Use our easy
and simple comparison tool now!
https://energycompare.citizensadvice.org.uk/

Project reports
Action Towards
Inclusion

Positive Progressions

Since September 2017 I have
This is a 3 year project funded been working as the Citizens
Advice Intervention Partner on
by the Big Lottery Fund and
the European Social Fund. It the project, covering Craven,
aims to help people who are Harrogate and Selby.
unemployed or economically
inactive, get the support they So far I have seen 22
participants, all of whom are
need to either get into
parents of dependent children
employment or a training
and many of whom are hoping
scheme.
to enter the workplace, some
for the first time. A particular
There are over 50
focus of mine has been to
organisations across North
Yorkshire and the East Riding carry out a benefit check and
do a 'better-off' calculation to
who are taking part in this
give the participant an
new programme. These
indication of how much better
organisations offer help with
(or in some cases worse) off
areas such as counselling,
they would be in work.
vocational training, financial
advice and volunteering.
Although the project was very
slow to get going, during the
first 12 months, we saw
approximately 40 people, all
of which needed help with
debt, budgeting or benefits.
The referrals have continued
to increase during 2018 and
many more people are
reaching successful
outcomes.
Anne Adams

I have also given advice and
support in specific areas
relating to welfare and
disability benefits, financial
capability, employment,
housing, and debt issues. I
have noted a significant
increase in the number of
participants having issues
with their Universal Credit
claim and have given UC
support when it is needed.
Rachel Hagan

Masham Outreach
We run one 2-hour outreach
session a month at Masham.
It is relatively isolated - about
equidistant from Bedale and
Ripon, with equally poor bus
links to each. The Community
Office is a thriving hub where
locals and tourists alike go for
information; to use the two
computer terminals; the library
or browse in the Blue Light
gallery. It is great to run the
sessions in a place already
trusted as a local source of
support.
Clients who use the service
often can’t make it into Ripon
easily: new mothers and
babies; folk in their eighties
and nineties; those who are ill
or have learning difficulties;
folk from ‘up the dale’ and
busy working people. I try find
the appropriate next step
without the need to make an
appointment in Ripon. Since
the beginning of 2018 I have
opened 20 new cases at
Outreach in 9 sessions. Lately
numbers have really
increased: 4 is now the
average number of clients.
The maximum was 7. The
word must be getting out.

Project reports
The issues are the usual mix but
it does amaze me what a large
village throws up: I’ve heard
about bad builders, bad
employers, and bad energy
suppliers. I’ve advised about
childcare, wills, powers of
attorney, criminal injuries,
accidents at work, benefits,
pensions, dismissals, wages,
business rates, debt, tied
cottages and helped several
clients in their continuing
struggle with UC.
I hope we can continue to run
the service. I believe we are
reaching clients who would not
have otherwise found us.
Sarah Moor

Research and Campaigns
Universal Credit continues to
form the main focus of our
research.

Carrying the cost: The
in Harrogate with a monthly
experience of Citizens Advice
session in Craven.
clients in a Universal Credit ‘Test
and Learn’ early rollout area.
The skills and knowledge of
The report has been
downloaded hundreds of times
and we have received many
comments about how helpful it
was, especially to other Citizens
Advice Offices in areas about to
roll out full service UC. We are
continuing to monitor the impact
of Universal Credit on our
clients.
Sue Royston

complexities regularly. Remote
support provided to all staff.

Evidence gathered by the
Project has supported major UC
Social Policy developments. In
2017/18 67 clients were helped
directly by the project with 102
contacts.
Developing close links with key

The Project has funded a

Plus has also been crucial to

Supervisor one day per week to

more timely and successful

support volunteers advising

client outcomes.

vulnerable clients with UC
issues. The Project has evolved
Issues include delayed and
incorrect benefit payments,
assistance maintaining claims

and the impact of moving from
legacy benefits. Training and

In addition we examined through
in depth interviews some of the
issues raised in the
questionnaire responses and
published the results of our
analysis in our own report -

developed as they deal with UC

Universal Credit
Transitions

alongside the roll out of UC.
We used the evidence we
collected from survey forms for
all our clients on UC to make a
substantial contribution to the
national body of evidence.

these volunteers have greatly

updates has been provided
across the District. Direct
training and supervision has
been provided to four volunteers

personnel at local Job Centre

Nicky Holden

Thanks to our funders 2017/18
The Trustees and team would like to thank the following as well as the many
anonymous people who have given donations over the past year:

Allhallowgate Methodist Church
ASDA
Baldersby & Baldersby St James Parish
Council
Charles & Elsie Sykes Trust
Clapham cum Newby Parish Council
Draughton Parish Council
Harrogate Quakers
Harrogate Stray Probus Club
Inner Wheel Club of Ripon

North Stainley-with-Sleningforth Parish
Council
Ripon Pantomime Group
Rotary Club of Ripon
Sharow Parish Council
Skipton Building Society
Stainforth Parish Council
Wath & Norton Conyers Parish Council

What clients say about our service






I just wanted to say a huge thank you.. Your
help and advice were very much appreciated
and I thought you were extremely friendly
yet professional and incredibly competent at
letter writing! Thank you once again for a
fantastic service.



I just wanted to thank you very much for all
the time you have taken over my case - you
really put my mind at rest and helped me
though the situation



You have put to rest my fears and anxiety
regarding the matter. Knowing this I can
sleep easy tonight.



I went to the tribunal and won my appeal - I
wanted to thank you for all your help and to
say how much I appreciated that. You
provide a wonderful service.

Thank you so much for all your hard work,
professionalism and caring attitude.
You helped us no end and you don’t get
enough appreciation.

Registered office
Audrey Burton House
Queensway
Harrogate HG1 5LX
Reception telephone 01423 503591

Offices at:
St Andrews Church Hall
Newmarket Street
Skipton BD23 2JE
Office telephone 01756 79841

5 Duck Hill
Ripon HG4 1BL
Admin telephone 01765 810900
Outreach advice sessions also at Ingleton,
Masham, Pateley Bridge & Settle - see
website for details on up to date contact
information and advice:

https://cachd.org.uk/advice
Company Registration No 6930004
Charity Registration No. 1130946
Authorised and regulated by the Financial
Conduct Authority FRN 617625

Connect with us
@CACHD_Campaigns

@CitizensAdviceHarrogate

