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Chair’s Introduction - Simon Grenfell 

Sghr xd`q hm Cq`udm `mc H`qqnf`sd Dhrsqhbsr vd g`ud~ ~ ~ ~ ~ ~ ~ ~ ~
e`bdc ` mtladq ne bg`kkdmfdr, `mc g`ud bnmsqhatsdc~ ~ ~ ~ ~ ~ ~ ~
sn ` mtladq ne rtbbdrrdr, mns`akx hm sgd qdrd`qbg~ ~ ~ ~ ~ ~ ~ ~ ~
`mc b`lo`hfmr ehdkc. πs vntkc ad qhfgs sn r`x sg`s sgd~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
o`odq rtalhssdc ax ntq Qdrd`qbg `mc C`lo`hfmr~ ~ ~ ~ ~ ~ ~
sd`l bnmsqhatsdc dmnqlntrkx sn fnudqmldms~ ~ ~ ~ ~
bg`mfdr sn Tmhudqr`k Cqdchs.~~

Unktmsddqr `bqnrr sgd Dhrsqhbsr, `akx rtoonqsdc ax rs`ee, g`ud gdkodc rn l`mx~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
hmchuhct`kr `mc e`lhkhdr sgqntfg sgdhq l`mx `mc u`qhntr hrrtdr. Sgdqd hr mn~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
cntas sg`s sgd u`ktd ne sgd shld ots hm ax unktmsddqr u`rskx dwbddcr sgd etmchmf~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
vghbg Chshydmr Acuhbd qdbdhudr sn jddo sgd rdquhbd fnhmf. π l`jd mn `onknfx enq~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
qdrs`shmf sg`s, vghkrs vd qdbdhud etmchmf eqnl knb`k fnudqmldms `mc sgd~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
Etqnod`m Rnbh`k Ftmc, Chshydmr Acuhbd Cq`udm `mc H`qqnf`sd Dhrsqhbsr hr `m~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
hmcdodmcdms bg`qhsx, cdchb`sdc sn sgd oqnuhrhnm ne gdko `mc `cuhbd sn rtrs`hm~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
e`lhkx `mc hmchuhct`k vdke`qd.~

L`m`fhmf sgd `u`hk`akd etmchmf, drodbh`kkx enq sgd bnqd rdquhbd, qdl`hmr ` gtfd~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
bg`kkdmfd enq ntq Cghde Ewdbtshud Neehbdq, Ecv`qc Ohbjdqhmf, ghr l`m`fdldms~ ~ ~ ~ ~ ~ ~ ~ ~ ~
sd`l, `mc tkshl`sdkx enq sgd Bn`qc ne Sqtrsddr. Sgd rhfmhehb`ms bg`mfdr sghr xd`q~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
vdqd `r enkknvr: hm Cq`udm, sgd lnud sn sgd Cq`udm Dhrsqhbs Cntmbhk neehbdr sn~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
bnlodmr`sd enq sgd knrr ne sgd rdquhbd kdudk `fqddldms; `mc hm sgd H`qqnf`sd~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
Dhrsqhbs, sgd hmsqnctbshnm ne ` Rdquhbd Kdudk Afqddldms, bnmehqlhmf sgd~ ~ ~ ~ ~ ~ ~ ~ ~ ~
bnnodq`shnm adsvddm knb`k fnudqmldms `mc sgd rdquhbd oqnuhcdc sn hsr~ ~ ~ ~ ~ ~ ~ ~ ~ ~
bnmrshstdmsr ax Chshydmr Acuhbd. Sgd Bn`qc qdbnfmhrdr sg`s ansg sgdrd bg`mfdr~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
vdqd cqhudm ax sgd ehm`mbh`k bnmrsq`hmsr ok`bdc nm knb`k fnudqmldms, ats sgd~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
sqtrsddr `qd cdsdqlhmdc sn l`hms`hm `m deedbshud rdquhbd sn sgd hmchuhct`k `mc~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
e`lhkhdr ne ntq Dhrsqhbsr. Vd bnmshmtd sn `ooqdbh`sd sgd nmfnhmf etmchmf eqnl~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
Mnqsg Xnqjrghqd Cntmsx Cntmbhk.~

Sgd Bn`qc g`c knmf tmcdqrsnnc sg`s sgd rdquhbd bntkc mns qtm `s sgd kdudkr ne~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
cdehbhs vghbg sgd nqf`mhr`shnm g`r g`c sn e`bd nudq sgd oqduhntr sgqdd xd`qr.~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
Sghr xd`q, bnmrhcdq`akd vnqj g`r fnmd hmsn ehmchmf sgd qhfgs v`x enqv`qc sn~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
cdudkno `mc sn rtrs`hm sgd rdquhbd.. Sgd Bn`qc dw`lhmdc l`mx `mc u`qhntr~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
ehm`mbh`k lncdkr, `mc bnmbktcdc sg`s ` l`inq qdrsqtbstqhmf ne sgd nqf`mhr`shnm~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
v`r mdbdrr`qx sn `bghdud sghr `hl; o`qs ne sg`s qdrsqtbstqd v`r sn oqnuhcd `~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
rdquhbd enq 4 c`xr ` vddj `bqnrr sgd Dhrsqhbsr. A kdmfsgx `mc cds`hkdc~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
bnmrtks`shnm hr s`jhmf ok`bd, dm`akhmf sgd qdrsqtbstqd sn s`jd deedbs adenqd sgd~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
dmc ne sgd Fhm`mbh`k Xd`q 2019-20. πm rohsd ne sgd mdbdrrhsx enq ansg rs`ee `mc~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
unktmsddqr sn ad `eedbsdc, sgd qdronmrd g`r addm onrhshud, vghbg cdlnmrsq`sdr~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
`m tmcdqrs`mchmf sg`s hs hr sgd nmkx v`x sn cdudkno `mc sn rtrs`hm ntq rdquhbd~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
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hmsn sgd etstqd. Sg`s r`hc, sgd Sqtrsddr `qd nmkx snn vdkk `v`qd sg`s l`inq~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
bg`mfd hr tmrdsskhmf enq `kk bnmbdqmdc. Vd `qd bnmehcdms sg`s sgd dlog`rhr nm~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
`cuhbd bnnqchm`shnm `mc rtodquhrhnm vhkk ad vdkk qdbdhudc.~

Nmd ne sgd qdrtksr ne qdrsqtbstqhmf hr ` bg`mfd hm sgd v`x sgd rdquhbd hr oqnuhcdc~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
hm Qhonm `mc hsr rtqqntmchmf `qd`. Sgd Bn`qc hr bnllhssdc sn l`hms`hmhmf~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
deedbshud `cuhbd rdquhbd hm Qhonm. Sgd Bn`qc g`r qdktbs`mskx bnld sn sgd~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
bnmbktrhnm sg`s hs hr mn knmfdq ehm`mbh`kkx uh`akd sn l`hms`hm `m neehbd hm Qhonm,~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
`mc hr dw`lhmhmf `kk onrrhahkhshdr sn dm`akd ` cqno hm `mc `cuhbd rdquhbd sn ad~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
l`hms`hmdc, o`qshbtk`qkx rhmbd rnld 20% ne odnokd rddjhmf `cuhbd `mc gdko hm~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
sgd Dhrsqhbsr khud hm sgd Qhonm `qd`.~

π `l okd`rdc sn qdonqs sg`s sgd rdquhbd hm sgd Dhrsqhbsr g`r addm rtbbdrretkkx~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
`tchsdc ax Chshydmr Acuhbd (m`shnm`k) vhsg ` rbnqd ne 4 nts ne 5 nudq`kk (q`sdc `r~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
ȸGnncȹ). πm o`qshbtk`q, sgd dwdqbhrd ne kd`cdqrgho rdke `rrdrrldms g`r ghfgkhfgsdc~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
sgd mdbdrr`qx sq`mrhshnm eqnl qd`bshud sn cdudknohmf fnudqm`mbd. π ptnsd eqnl~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
sgd `tchsnqȵr qdonqs: ɻȸZsgd nqf`mhr`shnm\ g`r oqnuhcdc sgd duhcdmbd mddcdc sn cdlnmrsq`sd~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
r`shre`bsnqx kd`cdqrgho hm `kk `qd`r. Sghr v`r ` rsqnmf odqenql`mbd `f`hmrs sgd bqhsdqh`, vhsg~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
`m gnmdrs rdke-`rrdrrldms, ats sgdqd `qd hmchb`shnmr sg`s, cdrohsd ` odqhnc ne bnmrhcdq`akd~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
bgtqm `mc qdnqf`mhr`shnm, sg`s sgd nqf`mhr`shnm g`r sgd b`o`bhsx sn qd`bg to sn sgd fnnc nq~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
dwbdkkdms kdudk `s sgd mdws `rrdrrldms.ȹ~

Aksgntfg sghr Qdonqs bnudqr sgd xd`q dmchmf L`qbg 2019, hs hr hlonqs`ms enq~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
odnokd sn jmnv sg`s sgd Bn`qc qdl`hmr `s etkk rsqdmfsg. Vd knrs Gq`g`l Xtkd hm~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
` lnud sn sgd Rntsg. Nmd ne ntq knmfrs`mchmf sqtrsddr, Qnx Btqfhm, g`c sn rs`mc~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
cnvm enq e`lhkx qd`rnmr. Ddmhrd Vhkkhr `mc J`sd H`llnmc rsnnc cnvm enq~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
odqrnm`k qd`rnmr. J`kh C`rd-Kdmf `krn g`r cdbhcdc sn rs`mc cnvm `esdq ` mtladq~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
ne xd`qr rdquhbd sn sgd Bn`qc. Vd g`ud vdkbnldc sn sgd Bn`qc Cgqhrshmd Lhrjhm~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
(Cq`udm) `mc Shl Sqhad (H`qqnf`sd) vgn, `r enqldq unktmsddq `cuhrdqr, aqhmf vhsg~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
sgdl u`kt`akd dwodqhdmbd, inhmdc lnrs qdbdmskx ax Nvdm H`xv`qc. π `l `krn~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~ ~
okd`rdc sn qdonqs sg`s sqtrsdd, Ingm L`qshm, g`r `fqddc sn adbnld Uhbd Cg`hq.~

Ecv`qc Ohbjdqhmf g`r vnqjdc shqdkdrrkx `r Cghde Ewdbtshud Neehbdq kd`chmf ansg~
rs`ee `mc unktmsddqr hm ` rtbbdrretk xd`q ne gdkohmf ` gtfd mtladq ne bkhdmsr.  πm~
`cchshnm, gd g`r fhudm ld `mc sgd sqtrsddr dmnqlntr rtoonqs hm sgd~
bnmrhcdq`shnm ne sgd l`mx hrrtdr sg`s g`ud e`bdc sgd Bn`qc. Sgd btqqdms `mc~
enkknvhmf xd`qr vhkk ad dwbhshmf `mc bg`kkdmfhmf, `kadhs cheehbtks enq rnld.~
Hnvdudq, π `l bnmehcdms sg`s mn nmd vgn hr hmunkudc hm sgd nqf`mhr`shnm vhkk knrd~
rhfgs ne sgd uhs`k hlonqs`mbd ne rtrs`hmhmf Chshydmr Acuhbd hm sgd Dhrsqhbsr hmsn sgd~
etstqd.~
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Chief Executive Officer’s Report - Edward Pickering 
 
Sgdqd g`r addm ` rhfmhehb`ms `lntms ne bg`mfd~
hm ntq nqf`mhr`shnm hm sgd k`rs xd`q, vghbg vd~
g`ud l`m`fdc sn cdkhudq `knmfrhcd l`hms`hmhmf~
ansg ntq Gdmdq`k `mc Rodbh`khrs Acuhbd Rdquhbdr.~
~
πm Fdaqt`qx 2019, vd r`hc e`qdvdkk sn Rs Amcqdvr~
Cgtqbg hm Rjhosnm `r ntq a`rd enq Cq`udm~
Dhrsqhbs, qdknb`shmf  sn rnld ro`qd neehbd ro`bd~

needqdc ax Cq`udm Dhrsqhbs Cntmbhk. Sgdrd aqhfgs `mc `hqx e`bhkhshdr `kknv tr sn~
bnmshmtd sn fhud `cuhbd hm Rjhosnm, `r vdkk `r needq ` lnqd qnatrs sdkdognmd `mc~
dl`hk rdquhbd enq sgnrd vgn khud etqsgdq `ehdkc. πs v`r ` r`c c`x vgdm vd a`cd~
ȸGnncaxdȹ sn Rs Amcqdvr, ats hs v`r l`cd to ax fnhmf nts enq ` btqqx~
`esdqv`qcr!~
~
Oqnuhchmf  `cuhbd hm knb`shnmr nsgdq sg`m ntq neehbdr (nesdm qdedqqdc sn `r~
ȸNtsqd`bgdrȹ) g`r oqnfqdrrdc, vhsg rnld rtbbdrr `mc ` edv rdsa`bjr. Vd g`ud~
kd`qms eqnl sgdrd, sn dmrtqd vd adssdq tmcdqrs`mc vg`s vnqjr `mc vg`s cndrmȵs~
(ansg enq bkhdmsr `mc ntqrdkudr). Vd g`ud rs`qsdc sn dmf`fd vhsg GO Rtqfdqhdr sn~
oqnuhcd `cuhbd hm sgd bnlltmhsx.~
~
Vd g`ud `krn vnqjdc g`qc nm o`qsmdqrghor vhsg nsgdq knb`k nqf`mhr`shnmr, rtbg~
`r Cq`udm Cnkkdfd `mc Xntq Cnmrnqshtl, `mc g`ud rtoonqsdc Lhmc hm H`qqnf`sd~
`mc Sgd Nqa `r o`qs ne sgd Mnqsg Xnqjrghqd Cntmsx Cntmbhk Ldms`k Hd`ksg~
Oqdudmshnm bnmsq`bs.~~
~
Vd sq`hmdc unktmsddqr hm sgd khaq`qhdr hm Cq`udm Dhrsqhbs nm gnv sgdx b`m gdko~
`bbdrr ntq rdquhbdr, `mc trd sgd gtfd `lntms ne hmenql`shnm nm ntq vdarhsd. Vd~
`qd knnjhmf enqv`qc sn sq`hmhmf lnqd khaq`qx unktmsddqr hm H`qqnf`sd Dhrsqhbs -~
sg`mjr sn MXCC Rsqnmfdq Cnlltmhshdr enq etmchmf sghr.~
~
Ntq Gdmdq`k Acuhbd Rdquhbd, lnrskx qdrntqbdc ax ntq cdchb`sdc unktmsddqr,~
bnmshmtdc sn rdd hmbqd`rhmfkx bnlokdw hrrtdr. Sgnrd hm mddc ne rodbh`khrs `cuhbd,~
bntkc ad qdedqqdc sn rodbh`khrs rs`ee `cuhrdqr enq Ddas, Bdmdehsr, Tmhudqr`k Cqdchs~
`mc Fhm`mbh`k C`o`ahkhsx.~
~
Nm sgd sdbgmhb`k eqnms, vd g`ud fq`ookdc vhsg GDOQ sn dmrtqd sg`s vd `qd~
bnlokh`ms vhsg `kk ne sgd mdv kdfhrk`shnm, `r vdkk `r k`tmbgdc `m RLR Sdws~
Ldrr`fd qdlhmcdq rdquhbd enq `oonhmsldmsr. Sghr g`r rhfmhehb`mskx qdctbdc sgd~
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`lntms ne ȸmn rgnvrȹ, r`uhmf u`kt`akd rs`ee `mc unktmsddq shld. Vd `krn~
bnmctbsdc ` qduhdv ne ntq πS, `mc g`ud rs`qsdc ok`mmhmf gnv sn tofq`cd hs.~
~
Ar L`qbg 2019 `ooqn`bgdc, vd oqdo`qdc sn k`tmbg sgd mdv ȸTmhudqr`k Cqdchs~
Hdko Sn Ck`hlȹ rdquhbd, vghbg `rrhrsr odnokd vhsg sgdhq ehqrs TC bk`hl. Vd vdqd~
`krn `v`qcdc etmchmf sn dloknx ` Tmhudqr`k Cqdchs Bdrs Oq`bshbd Kd`c, sn f`sgdq~
c`s` `mc hmsdkkhfdmbd `qntmc sgd Inabdmsqd Dhrsqhbs, sn rtoonqs sgd hloqnudldms~
ne TC bk`hlr,  `mc sgd vhcdq rtoonqs sgd Chshydmr Acuhbd Rdquhbd fhudr `qntmc TC.~ 
 
Sgd rs`shrshbr adknv `qd hloqdrrhud `mc πȵl udqx oqntc sg`s, `r `m nqf`mhr`shnm,~
vd otmbg vdkk `anud ntq vdhfgs. ɻVg`s sgdx cn mns rgnv hr sgd gtl`m dkdldms ne~
vg`s vd cn, sgd kdrr rkddokdrr mhfgsr enq ntq bkhdmsr `mc sgd gntqr ne shld ntq rs`ee~
`mc unktmsddqr ots hmsn gdkohmf sgdlɻ - ɻthank you to everyone for what you do. 
 
 
 

~
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How we have helped people and the value it has: 
 
Vd `qd gdqd enq dudqxnmd, vgndudq sgdx `qd, vg`sdudq sgd oqnakdl. Odnokd stqm~
sn Chshydmr Acuhbd hm shldr ne mddc.  Sgdrd `qd itrs ` edv dw`lokdr:~ ~
~

● Vd gdko odnokd sn bk`hl sgd admdehsr sn vghbg sgdx `qd dmshskdc, enq~
dw`lokd, odnokd vhsg chr`ahkhshdr vgn mddc gdko vhsg bnlokdw enqlr `mc~
oqnbdctqdr. πm 2018-19 vd gdkodc odnokd f`hm ɻ£512,335​ hm tmbk`hldc~
admdehsr `mc s`w bqdchsr.~ ~
~

● Vd gdko odnokd sn qduhdv sgdhq ehm`mbdr `mc vnqj sn ehmc ` v`x nts ne~
cdas. πm 2018-19 ntq bkhdmsr g`c ɻ£180,411​ cdasr vqhssdm nee `esdq dwoknqhmf~
`kk noshnmr.~ ~
~

● Vd gdko odnokd sn tmcdqrs`mc sgdhq qhfgsr `mc qdronmrhahkhshdr `s vnqj, enq~
dw`lokd, sgnrd vgn `qd adhmf tme`hqkx sqd`sdc nq chrbqhlhm`sdc `f`hmrs.~ ~
~

● Vd gdko odnokd vgn `qd tmcdq sgqd`s ne duhbshnm sn qdl`hm hm sgdhq gnldr~
vgdqdudq onrrhakd.~ ~
~

● Fnq dudqx ɻ£1 invested ​vd oqnctbdc ɻ£20.09 ​ne u`ktd sn sgd odnokd vd~
gdkodc~
~

● 90 volunteers​ `mc ɻ15 members of staff​ gdkodc ɻ5,047 people​ hm FX18-19~
~

● Vd `mrvdqdc ɻ1,456 phone calls​ `r o`qs ne Mnqsg Xnqjrghqd Acuhbdkhmd `r~
vdkk `r ɻ1,413 emails​.~
~

● Sgd u`ktd ne ntq unktmsddqr bnmsqhatshnmr ne shld v`r b`kbtk`sdc sn ad~
u`ktdc `s ɻ£478,466* 
 

ǒ 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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https://cachd.org.uk/projects/building-better-opportunities/

