Citizens Advice Craven
and Harrogate Districts
Annual Report 2018-19

Chair’s Introduction - Simon Grenfell
This year in Craven and Harrogate Districts we have
faced a number of challenges, and have contributed
to a number of successes, notably in the research
and campaigns field. It would be right to say that the
paper submitted by our Research and Campaigns
team contributed enormously to government
changes to Universal Credit.
Volunteers across the Districts, ably supported by staff, have helped so many
individuals and families through their many and various issues. There is no
doubt that the value of the time put in by volunteers vastly exceeds the funding
which Citizens Advice receives to keep the service going. I make no apology for
restating that, whilst we receive funding from local government and the
European Social Fund, Citizens Advice Craven and Harrogate Districts is an
independent charity, dedicated to the provision of help and advice to sustain
family and individual welfare.
Managing the available funding, especially for the core service, remains a huge
challenge for our Chief Executive Officer, Edward Pickering, his management
team, and ultimately for the Board of Trustees. The significant changes this year
were as follows: in Craven, the move to the Craven District Council offices to
compensate for the loss of the service level agreement; and in the Harrogate
District, the introduction of a Service Level Agreement, confirming the
cooperation between local government and the service provided to its
constituents by Citizens Advice. The Board recognises that both these changes
were driven by the financial constraints placed on local government, but the
trustees are determined to maintain an effective service to the individual and
families of our Districts. We continue to appreciate the ongoing funding from
North Yorkshire County Council.
The Board had long understood that the service could not run at the levels of
deficit which the organisation has had to face over the previous three years.
This year, considerable work has gone into finding the right way forward to
develop and to sustain the service.. The Board examined many and various
financial models, and concluded that a major restructuring of the organisation
was necessary to achieve this aim; part of that restructure was to provide a
service for 4 days a week across the Districts. A lengthy and detailed
consultation is taking place, enabling the restructure to take effect before the
end of the Financial Year 2019-20. In spite of the necessity for both staff and
volunteers to be affected, the response has been positive, which demonstrates
an understanding that it is the only way to develop and to sustain our service
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into the future. That said, the Trustees are only too well aware that major
change is unsettling for all concerned. We are confident that the emphasis on
advice coordination and supervision will be well received.
One of the results of restructuring is a change in the way the service is provided
in Ripon and its surrounding area. The Board is committed to maintaining
effective advice service in Ripon. The Board has reluctantly come to the
conclusion that it is no longer financially viable to maintain an office in Ripon,
and is examining all possibilities to enable a drop in and advice service to be
maintained, particularly since some 20% of people seeking advice and help in
the Districts live in the Ripon area.
I am pleased to report that the service in the Districts has been successfully
audited by Citizens Advice (national) with a score of 4 out of 5 overall (rated as
“Good”). In particular, the exercise of leadership self assessment has highlighted
the necessary transition from reactive to developing governance. I quote from
the auditor’s report: “[the organisation] has provided the evidence needed to demonstrate
satisfactory leadership in all areas. This was a strong performance against the criteria, with
an honest self-assessment, but there are indications that, despite a period of considerable
churn and reorganisation, that the organisation has the capacity to reach up to the good or
excellent level at the next assessment.”

Although this Report covers the year ending March 2019, it is important for
people to know that the Board remains at full strength. We lost Graham Yule in
a move to the South. One of our longstanding trustees, Roy Burgin, had to stand
down for family reasons. Denise Willis and Kate Hammond stood down for
personal reasons. Kali Case-Leng also has decided to stand down after a number
of years service to the Board. We have welcomed to the Board Christine Miskin
(Craven) and Tim Tribe (Harrogate) who, as former volunteer advisers, bring with
them valuable experience, joined most recently by Owen Hayward. I am also
pleased to report that trustee, John Martin, has agreed to become Vice Chair.
Edward Pickering has worked tirelessly as Chief Executive Officer leading both
staff and volunteers in a successful year of helping a huge number of clients. In
addition, he has given me and the trustees enormous support in the
consideration of the many issues that have faced the Board. The current and
following years will be exciting and challenging, albeit difficult for some.
However, I am confident that no one who is involved in the organisation will lose
sight of the vital importance of sustaining Citizens Advice in the Districts into the
future.
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Chief Executive Officer’s Report - Edward Pickering
There has been a significant amount of change
in our organisation in the last year, which we
have managed to deliver alongside maintaining
both our General and Specialist Advice Services.
In February 2019, we said farewell to St Andrews
Church in Skipton as our base for Craven
District, relocating to some spare office space
offered by Craven District Council. These bright and airy facilities allow us to
continue to give advice in Skipton, as well as offer a more robust telephone and
email service for those who live further afield. It was a sad day when we bade
“Goodbye” to St Andrews, but it was made up by going out for a curry
afterwards!
Providing advice in locations other than our offices (often referred to as
“Outreaches”) has progressed, with some success and a few setbacks. We have
learnt from these, to ensure we better understand what works and what doesn’t
(both for clients and ourselves). We have started to engage with GP Surgeries to
provide advice in the community.
We have also worked hard on partnerships with other local organisations, such
as Craven College and Your Consortium, and have supported Mind in Harrogate
and The Orb as part of the North Yorkshire County Council Mental Health
Prevention contract.
We trained volunteers in the libraries in Craven District on how they can help
access our services, and use the huge amount of information on our website. We
are looking forward to training more library volunteers in Harrogate District thanks to NYCC Stronger Communities for funding this.
Our General Advice Service, mostly resourced by our dedicated volunteers,
continued to see increasingly complex issues. Those in need of specialist advice,
could be referred to specialist staff advisers for Debt, Benefits, Universal Credit
and Financial Capability.
On the technical front, we have grappled with GDPR to ensure that we are
compliant with all of the new legislation, as well as launched an SMS Text
Message reminder service for appointments. This has significantly reduced the
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amount of “no shows”, saving valuable staff and volunteer time. We also
conducted a review of our IT, and have started planning how to upgrade it.
As March 2019 approached, we prepared to launch the new “Universal Credit
Help To Claim” service, which assists people with their first UC claim. We were
also awarded funding to employ a Universal Credit Best Practice Lead, to gather
data and intelligence around the Jobcentre District, to support the improvement
of UC claims, and the wider support the Citizens Advice Service gives around UC.
The statistics below are impressive and I’m very proud that, as an organisation,
we punch well above our weight. W
 hat they do not show is the human element of
what we do, the less sleepless nights for our clients and the hours of time our staff
and volunteers put into helping them - thank you to everyone for what you do.
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How we have helped people and the value it has:
We are here for everyone, whoever they are, whatever the problem. People turn
to Citizens Advice in times of need. These are just a few examples:
● We help people to claim the benefits to which they are entitled, for
example, people with disabilities who need help with complex forms and
procedures. In 2018-19 we helped people gain £
 512,335 in unclaimed
benefits and tax credits.
● We help people to review their finances and work to find a way out of
debt. In 2018-19 our clients had £180,411 debts written off after exploring
all options.
● We help people to understand their rights and responsibilities at work, for
example, those who are being unfairly treated or discriminated against.
● We help people who are under threat of eviction to remain in their homes
wherever possible.
● For every £1 invested w
 e produced £
 20.09 o
 f value to the people we
helped
● 90 volunteers and 15 members of staff helped 5,047 people in FY18-19
● We answered 1
 ,456 phone calls as part of North Yorkshire Adviceline as
well as 1,413 emails.
● The value of our volunteers contributions of time was calculated to be
valued at £478,466*
● All of this was achieved on an income of only £377,180

*The method used to calculate volunteer value by Citizens Advice has changed from that used in our previous Annual Reports
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Case Study:
Our Access Towards Inclusion project Intervention Officer recently helped a
client with some complex issues:
A client arrived from Zimbabwe in 2005 together with his 2 small children to join his
wife who was already resident in Harrogate. A very short time later, his wife passed
away very suddenly. His situation was now very difficult, with 2 small children in a
foreign country about which he knew very little. He has told me that he was almost
suicidal and did not know where to turn. Luckily for him, he was told about Citizens
Advice. At the time, he was helped with information on benefits, housing, schooling
for the children, employment and equally importantly, mental support during this
truly terrible time in his life. H
 e emphasised how caring and compassionate the
people at Citizens Advice who helped him were and what a difference they
made to his life.
He turned back to Citizens Advice on a few occasions during the following few years,
particularly as the girls grew up and his situation changed, and always found the
advice and help he was given to be invaluable. More recently, he attended Citizens
Advice in Harrogate as once again, his situation had changed. He was out of work
and not computer literate. He needed help to claim Universal Credit by telephone.
The Supervisor on the day realised that he may be eligible for the Action Towards
Inclusion project, which is funded to break down the barriers that stop people getting
a job. He has now been assisted to claim Universal Credit by phone, together with
good and sound advice regarding other benefits. The project will also seek to assist
him in gaining new employment and this can include training schemes to widen his
horizons.
His girls are now both at university and he feels that he now has time to set up a
charity to assist children back in his native Zimbabwe. I am sure you will all agree,
that this story reminds us all of why Citizens Advice is so important.

More information about our involvement with European Social Fund projects is
available on our website:
https://cachd.org.uk/projects/building-better-opportunities/
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Update from our Research and Campaigns Team:
This year our R&C activities have again been dominated by Universal Credit. We
have continued to monitor how UC is working for our clients through an ongoing
survey and have also talked in more depth to clients experiencing particular
issues in UC. We have used these to try and influence improvements in UC at
both a local and national level.
At a local level we continued to work with the local Jobcentres and with the
regional Partnership Managers on problems raised by our clients and have
responded to requests for interviews and comments from the local papers and
radio station.

At a national level one of our lead Research and Campaigns volunteers gave a
talk to the All Party Parliamentary Group on the impact of UC on our clients, and
we also sent written evidence both to the Work and Pensions Select Committee
inquiry and the Social Security Advisory Committee Inquiry into UC and were
quoted in both reports – r eports that did actually produce some changes.
We have also obtained tangible results from identifying client issues that can be
challenged legally and, if the client is keen to take part, referring the case to
solicitors. Clients from our offices were involved in two separate UC test cases.
Whilst this may not be the final outcome, as they are being appealed, both test
cases were successful in the High Court.

Getting Social:
During the year we have built on our new website and expanded our presence
on Social Media. We now have active Twitter and Facebook accounts.
You can follow us on Twitter @
 CravenHarrogate and like our F
 acebook page or
look at our website: h
 ttps://cachd.org.uk/
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Local Lotto:

If you can, please support us by buying tickets for the Local Lotto. We get 50p
from each £1 ticket and you get a chance to win up to £25,000. We are on track
to raise £1,170.00 over the next 12 months, but could always do with more!
You can buy tickets online here:
https://www.thelocallotto.co.uk/support/citizens-advice-harrogate-district

Support from Local Businesses:

Andrew Gray and his team at T
 ruth Legal have helped us access real-time
translation services to provide advice to Polish speakers for whom English is not
their first language. Without this money we would have struggled to discuss
complex and emotional issues with these clients

John G
 raeme at R
 edline Specialist Cars in Knaresborough, has funded the
setup and running costs of our new Contactless Donation Point, which will give
us a visible way of explaining what it costs to run our service as well taking £3
“taps” to donate and coins and notes!
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Wanted! Local Fundraisers
We’re an independent charity and without the generous support of people like
you, we couldn’t continue to do the work we do. Demand for our services is at its
highest. Yet we face funding challenges, which could affect our ability to provide
them.

We are building a team of volunteers to help get more stability into our income
stream, through donations from local individuals and organisations. Our aim is
to raise awareness in our local communities of the value of the work we do, and
how it supports a strong and fair local society.
We have already made it easy for you to donate - using JustGiving, Facebook or
PayPal. Some of our supporters are already contributing through The Local
Lottery. Joining Amazon Smile results in a contribution to us for everything you
spend with Amazon. See our website for details. h
 ttps://cachd.org.uk/donate/
And we are always looking for new fundraising volunteers - please get in touch if
you would like to help: https://cachd.org.uk/please-can-you-help-us-fundraise/
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Thanks to our 2018-19 funders
North Yorkshire County Council
Harrogate Borough Council
Craven District Council
Ripon City Council
The Access To Justice Foundation
Skipton Building Society
Citizens Advice
Your Consortium
Craven College
Skipton Temperance Hall
The Brelms Trust
The Charles and Elsie Sykes Trust
Harrogate Christmas Market
Redline Specialist Cars, Harrogate
The Local Lotto, Harrogate District
Truth Legal, Harrogate
Allhallowgate Methodist Church, Ripon
Settle Rotary Club
Ripon Rotary Club
Ripon Rowels Rotary Club
Parish Councils in our area, who between them make significant donations to
our operating costs
Individuals who donate and fundraise for us who wish to remain anonymous
Gifts left as legacies from the estates and wills of those who have passed away
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