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Chair’'s Introduction - Simon Grenfell

Sghr~xd " g-hm~Cq~udm-~"mc~H " qqn¥ "~ sd~Dhrsghbsr~vd-~g " ud-
e bdc-"~mt B adg-ne-bg ~kdmFdr,~~mc-g “ud-bnmsghatsdc-
sn~ "~mt B adg- ne- rtbbdrrdr,~mns™ akx-hm-sgd-~qdrd " gbg-
“mc~b” 0o hfmr-ehdkc.-1ssvntkc-ad-ghfgs-sn-r - x-sg "~ s-sgd-
0 odg- rta Bhssdc~ ax- ntg- Qdrd gbg- "mc-C~ B o hfmr-
sd™ B~ bnmsghatsdc~ dmng B ntrkx- sn~ fnudgm B dms-
bg mfdr sn Tmhudqr "k Cqdchs.~~

Unktmsddqr~ ~bgnrr~sgd- Dhrsghbsr,- ~akx~ rtoongsdc- ax- rs " ee,~g " ud~gdkodc-rn- B ~mx-
hmchuhct ™ kr~ "mc- e~ Bikhdr~ sggntfg- sgdhg- B “mx~ "mc~u gntr-hrrtdr.- Sgdgd-hr-mn-
cntas-sg s-sgd-uktd-ne-sgd-sh I d~ots-im~ax-unktmsddgr~u" rskx-dwbddcr-sgd-etmcim¥-
vghbg- Chshydmr~Acuhbd-gdbdhudr~sn-~ jddo-sgd-rdquibd-fnim¥.~r~ B ~ yd~-mn~" onknfx-eng-
gdrs shimf- sg~s,~ vgfkrs- vd-~ gdbdhud- etmchmf- eqn B~ knb~k- Ffnudgm B dms- “mc-~ sgd-
Etgnod ™ m- Rnbh"k- Ftmc,- Chshydmr- Acuhbd- Cq~udm-~ “mc~ H ™ qgqnT~sd-~ Dhrsghbsr- hr~ ~m-
imcdodmcdms- bg ™ ghsx,~ cdchb ™ sdc-~ sn~sgd-~ ognuhrinm-~ ne~ gdko~ “mc- ~ cuhbd-~sn~rtrs hm-
e~ Bhkx “mc tmchuhct k vdke qd.~

L "m™ fimf-sgd- "u"hk" akd-etmchmf,-drodbh” kkx~eng~sgd-bnqd-rdquhbd,~qd B ~tmr~"~gtfd-
bg “kkdm¥d- eng- ntg~ Cghde~ Ewdbtshud-~ Neefbdg,~ Ecv ~qc- OtbydghmT,~ ghr- B "m™fd B dms-
sd™ 0 ,~"mc-tksh B ~sdkx-eng-sgd-Bn ~qc~-ne-Sqtrsddr.~-Sgd-rhifmheib ~ms-bg ~mFdr-sghr-xd " g-
vdqd- " r~enkknwvr:-hm- Cq~udm,~sgd~ B nud-sn-~sgd- Cq ™~ udm-~ Dhrsgibs- Cnitmbhk- neetbdr-sn-
bn B odmr ~sd-~eng- sgd-~knrr~ ne~ sgd- rdquhbd- kdudk- ~ fqdd B dms;- ~“mc~tm-~sgd-~H ~qgqnf " sd-
Dhrsghbs,~ sgd~ tmsqgnctbshnm- ne- "~ Rdquibd- Kdudk- Afgdd B dms,~ bnmehq B hmf- sgd-
bnnodg shinm~ adsvddm-~ knb~k fnudgm Bdms- “mc~ sgd- rdquibd~ ognuhcdc- sn~ hsr-
bnmrsistdmsr-ax- Chshydmr-Acuhbd.- Sgd-Bn~qc-gdbnfmhrdr~sg ~s~-ansg-~sgdrd-~bg mfdr-
vdqd- cgiudm- ax~ sgd-ehm~mbh k- bnmrsg~tmsr~ ok~ bdc- nm-knb~k fnudgm B dms,~ ats- sgd-
sqtrsddr~ ~qd- cdsdg B hmdc-sn~ B ~hms ™ hm~ ~m-~deedbshud- rdquhbd-~sn-~sgd-imchuhct "k ~mc-
e~ Bhkhdr~ ne~- ntg- Dhrsghbsr.~ \Vd-~ bnmshimtd- sn~ ~ ooqdbh~ sd~sgd-nmFnimf-etmchmf-eqn B -
Mngsg Xngjrghgd Cntmsx Cntmbfk.~

Sgd-Bn qc-g " c-knmf-tmecdgrsnnc-sg " s~sgd- rdquhbd- bntkc-mns-qtm-~ ~s~sgd-~kdudkr- ne-~
cdehbhs~ vghbg- sgd- ngf~mir ~shnm~g~r-g " c-sn-e " bd~ nudg~ sgd- ogduntr-sgqdd-~xd ~qr.-
Sgir- xd~q,~ bnmrhicdq "~ akd~ vngj-~ g r- fnmd- imsn~ eimchmf- sgd-~ ghfgs- v~ x-engv ~gc- sn-
cdudkno-~ “mc- sn~ rtrs hm~sgd- rdquibd..- Sgd~-Bn qc-~dw” Bimdc~ B "mx- "mc-u ghntr-
ehm~mbh~k- B ncdkr,- " mc~-bnmbktcdc~sg s~ "~ B ~ing-gdrsqtbstgmf-ne-sgd~-ngf mhr~shnm-
v r-mdbdrrgx- sn- ~bghdud- sgir- “h I ;~0 " gs~ ne~-sg " s-qdrsqtbstqd- v " r-sn-ognuhcd- "~
rdquibd- eng~ 4~ ¢ xr- ~~ vddj~ “bgnrr- sgd- Dhrsghbsr.- A~ kdmfsgx- “mc~ cds hkdc-
bnmrtks™shnm-~hr-s” jim¥~ ok~ bd,~ dm~akmf- sgd-qdrsqtbstqd-sn-s” jd~deedbs- adenqd-sgd-
dmc- ne~ sgd- Fim ™~ mbh~k- Xd ~ g~ 2019-20.~ 1m~ rohsd-~ ne~sgd-~mdbdrrhsx-eng-ansg-rs ee- - mc-
unktmsddgr~sn~ad- ~eedbsdc,~-sgd~qdronmrd-g " r~addm~onrhshud,~vghbg~cd B nmrsq "~ sdr-
“m-tmedgrs meimf-sg s-hs-hr-sgd-nmkx- v~ x-sn~cdudkno~ “mc-sn~rtrs” hm~ntg- rdquhbd-
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hmsn~ sgd-~ etstqd.~ Sg s r hc,~ sgd- Sqtrsddr~ ~qd~ nmkx- snn- vdkk- ~v qd~sg s~ B Ting-
bg ~mfd-hr~tmrdsskimf-eng- ~k-bnmbdgmdc.~\Vd- ~qd-bnmehcdms~sg ~s-sgd-d B og~ rhr~nm-
~cuhbd bnngchm ™ sinm ~“mc rtodquirinm wvhkk ad vdkk gdbdhudc.-

Nmd-~ne~sgd-~qdrtksr~ne-qdrsqtbstgmf-hr-~~bg ~m¥d-im-sgd-v ~x-sgd~rdquhbd-hr~ognuhcdc-
hm~ Qilonm~ ~mc- hsr- rtggntmchmf- ~qd .- Sgd- Bn "gqc- ir~ bn B Bhssdc-sn~ B ~hms ™ hmhm¥-
deedbshud-~ ~cuhbd~ rdquhbd~ tm~ Qionm.~ Sgd~ Bn~qc~ g r~ qdkths mskx~ bn B d~ sn~ sgd-
bnmbktrinm-sg ~s~hs-hr- mn~knm¥dg-~ehm ™ mbh ~kkx~uh ™ akd-sn~ B ~hms~hm~~m-~neehbd-im~Qhonm,-
“me~hr~-dw™ Bhmm®~ k- onrrhatkhshdr- sn~dm™ akd- "~ cgno~hm- “mc- " cutbd- rdquhbd- sn~ad-
I “hms~hmdc,- o ~qgshbtk ™ gkx~ rimbd- rn B d- 20%- ne~odnokd-~ rdd jim¥- ~ cuhbd- ~mc~gdko~hm-~
sgd Dhrsghbsr kiud hm sgd Qhonm “gd " .~

-~ B~ okd™ rdc-sn-qdongs-sg " s-sgd-~ rdquhbd- hm- sgd-~ Dhrsghbsr~ g~ r- addm-~ rtbbdrretkkx-
~tchsde~ax~Chshydmr~Acutbd- (m ™ shnm k)~ wvhsg- ~-rbngd-~ne-4~nts-ne~-5-nudq kk-(q~sdc~"r-
tGnncp).~ Tm~0 " gshbtk ™ g,~sgd~dwdgbhrd-ne-kd ~ cdgrgho-rdke-~ rrdrr I dms-g " r-ghfgkifgsdc-
sgd-mdbdrr~gx-~sq”mrhsinm~eqn B ~qd " bshud-sn~cdudknotmf~fnudgm ™~ mbd.-1~ptnsd-eqn B ~
sgd- " tchsnair-gdongs:~ §Zsgd-ngf ™ mir~shnm\-g ~ r-ognuhcdc-sgd-duhcdmbd-mddcdc-sn-cd B nmrsq ™ sd-
r~shre~bsngx-kd ™~ cdgrgho-~tm-~"k-~qd " r.~-Sghr~v " r~"~rsgnmf-odgeng B ~mbd-~ " f~ hmrs~sgd-bghsdah ™ ,~\whsg-~
“m~-gnmdrs-rdke-~ rrdrr B dms,~ ats-sgdqd- ~qd~tmchb ~shinmr-sg ~s,~ cdrohsd~ "~ odghnc- ne-bnmrhcdg ™ akd-
bgtgm- "mc~gdngf " mhr ~shnm,~sg ~s~sgd~ngf ~mhr ~shnm-g " r-sgd-b~ 0 ~bhsx~sn-qd " bg~to-~sn-sgd~fnnc-ng-
dwbdkkdms kdudk ~s sgd mdws ~rrdrr B dms.g~

Aksgntfg- sghr~ Qdongs~ bnudgqr- sgd-~ xd " g- dmchmf~ L.~ gbg~ 2019,~hs- hr-h B ongs ™ ms- eng-
odnokd-sn~-ymnwv-sg ~s-sgd~-Bnqc-qd B “imr~"s-etk-rsqgdmfsg.~- Vd+nrs-Gqg g~ B-Xtkd-hm-~
~~ I nud-sn-sgd-Rntsg.-Nmd-ne-ntg+nmfrs” mchmf-sqtrsddr,-Qnx-Btgfim,-g " c~sn-rs mc-
cnvm-~eng- e~ Bhkx- qd~ rnmr.~ Ddmird- Vhkhr~ "mec-J " sd~ H™ B B nmc- rsnnc~ cnvm- eng-
odgrnmk-gd~ rnmr.-J " ki-C "~ rd-Kdmf-"krn-g " r~cdbhcdc-sn-rs”mc~cnvm-"esdg-"~mt B adg-
ne-xd " qr~rdquhbd-sn-sgd-Bn " qc.~\VVd-g " ud-vdkbn B dc-sn~sgd-Bn " qc-~Cgahrshmd-~ L_hr jhm-~
(Cq~udm)~ "mc-Sh B -Sghad~(H " qgnT " sd)~vgn,~" r-eng B dg-unktmsddg-~"~ cuhrdqgr,-agimf-vhsg-
sgd B -u "kt akd- dwodghdmbd,~ intmdc~ B nrs-qdbdmskx- ax~ Nvdm-H xv qc.~1- =~ B~ “krn-
okd~rdc sn qdongs sg s sqtrsdd, Ingm L."gstm, g " r ~fgddc sn adbn B d Utbd Cg "hq.-

Ecv gc OhbjdgmT g r vngjdc shqdkdrrkx ~r Cghde Ewdbtshud Neehbdq kd ™ chmf ansg-
rs ee “mc unktmsddgr hm = rtbbdrretk xd " q ne gdkoimf = gtfd mt B adq ne bkhdmsr. m-
“cchshinm, gd g r fiudm Bd “mc sgd sqtrsddr dmng B ntr rtoongs hm sgd-

bnmrhcdg sinm ne sgd B “mx hrrtdr sg~s g ud e bdc sgd Bn~qc. Sgd btggdms “mc-
enkknwvhmT xd ~qr wvhkk ad dwbhsimf “mc bg ~kdmFimF, “kadhs cheehbtks eng rn B d.-
Hnwvdudg, 1 = B bnmehcdms sg~s mn nmd vgn hr imunkudc m sgd ngf™ mhr ~shnm wikk knrd-
rifgs ne sgd uhs k h B ongs mbd ne rtrs hmim¥ Chshydmr Acuhbd hm sgd Dhrsghbsr imsn sgd-
etstqd.-
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Chief Executive Officer’'s Report - Edward Pickering

| Sgdgd g~ r addm ~ rhfmhetb~ms ~ B ntms ne bg~mfd-

tm ntq ng® ™ mhr~shnm hm sgd k™ rs xd " q, vghbg vd-

g ud B "m fdc sn cdkudg “knmfricd B ~“hmshmhm#-
ansg ntg Gdmdq k “mc Rodbh~kirs Acuhbd Rdquhbdr .~

m Fdagt "gqx 2019, vd r hc e qdwvdk sn Rs Amcqdwvr-
Cgtgbg im Rjhosnm “r ntg a rd eng Cq udm-
Dhrsghbs, gdknb~stmf sn rn B d ro qd neehbd ro ~bd-
needgqdc ax Cq~udm Dhrsgibs Cntmbfk. Sgdrd aghfgs “mc “hgx e~ bikhshdr ~knw tr sn-
bnmstmtd sn fiud ~cuhbd hm Rjhosnm, ~r vdkk “r needq = B ngd gnatrs sdkdognmd ~mc-
d B "tk rdguhbd eng sgnrd vgn khud etgsgdg “edkc.1svr T r c ¢ x vgdm vd a” cd-
tGnncaxdp sn Rs Amcgdvr, atshs v r B " cd to ax fnimf ntsenqg ~ btqgx-

“esdqv “qer!-

Ognuhchm® ~cuhbd hm knb~shtnmr nsgdq sg™m ntq neehbdr (nesdm gdedggdc sn “r-

®Ntsgd “bgdrg) g r ognfadrrdc, visg rn B d rtbbdrr "mc ~ edv rdsa bjr. \Vd g ud-
kd~gms eqn B sgdrd, sn dmrtgd vd adssdq tmcdgrs mc vg s vngjr “mc vg s cndrmis-
(ansg eng bkidmsr “mc ntqrdkudr). VVd g "ud rs"gsdc sn dmf” fd vhsg GO Rtgfdaghdr sn-
ognuhcd ~cuhbd tm sgd bn B B tmhsx.~

Vd g ud “krn vngjdc g qc nm o gsmdqgrghor vhsg nsgdg knb~k ngf ™ mhr ~shnmr, rtbg-
“r Cq udm Cnkkdfd “mc Xntg Cnmrngsit B, "mc g ud rtoongsdc L.hmc hm H™ggn¥ " sd-
“mc Sgd Nga “r o "gs ne sgd Mngsg Xngjrghqd Cntmsx Cntmbhk L.dms ™k Hd ~ksg-~
Ogdudmshnm bnmsg ™ bs.~

Vd sq hmdc unktmsddgr hm sgd khaq ™ ghdr im Cq~ udm Dhrsghbs nm gnwv sgdx b™m gdko-~
“bbdrr ntq rdquibdr, “mc trd sgd gtfd - B ntms ne hmeng B “shnm nm ntq vdarfsd. \VVd-
“qd knnghmT engv " gc sn sq hmim¥ B ngd khag gx unktmsddqr hm H™ qgn¥ " sd Dhrsghbs -
sg mjr sn MXCC Rsqgnmfdg Cn I B tmhshdr eng etmehm¥ sghr .~

Ntq Gdmdq k Acuhbd Rdquhbd, B nrskx gdrntgbdc ax ntg cdchb~sdc unktmsddqr,-
bnmstmtdc sn rdd hmbgd ™ rimfkx bn B okdw hrrtdr. Sgnrd im mddc ne rodbh™kirs ~cuhbd,-
bntkc ad gqdedqgdc sn rodbhkirs rs~ee ~cuhrdqr enq Ddas, Bdmdehsr, Tmhudqr ~k Cgdcts-
“mc Fim mbhk C™ o~ afkisx.~

Nm sgd sdbgmhb ~k eqgnms, vd g~ ud fq~ ookdc whsg GDOQ sn dmrtqd sg s vd ~qd-

bn B okh~ms vhsg ~kk ne sgd mdwv kdfhrk™shnm, “r vdkk " rk”tmbgdc “m RLR Sdws-
Ldrr fd qd Btmcdq rdquhbd eng ~oonfims B dmsr. Sghr g~ r rifmhehb ~mskx gdctbdc sgd-
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~ I ntms ne ¢mn rgnvry, ruimf u ke akd rs”ee “mc unktmsddg shld. \VVd “krn-
bnmcthsdc ~ gduhdv ne ntq 1S, "mc g ud rs gsdc ok mmimT gnv sn tofq cd hs.-

Ar L."gbg 2019 "oogn bgdc, vd ogdo “gdc sn k™ tmbg sgd mdv ¢ Tmhudqr "k Cqdchs-
Hdko Sn Ck™h B rdquibd, vghbg ~rrhrsr odnokd vhsg sgdhq ehqrs TC bk™h . \vVd vdgd-
“krn v qcdc etmeimf sn d B oknx ~ Tmhudqr ~k Cadchs Bdrs Oqg ™ bshbd Kd ™ ¢, sn £~ sgdg-
c's° ~mc hmsdkifdmbd ~gntmc sgd Inabdmsqd Dhrsgibs, sn rtoongs sgd h B ognud B dms-
ne TC bk hlBr, “mc sgd vhcdg rtoongs sgd Chshydmr Acuhbd Rdquhbd fhudr ~“gntmc TC.-

Sgd rs shrshbr adknv ~gd h B ogdrriud “mc m B udgx ogntc sg™s, " r “m ngf mhr shnm,-
vd otmbg vdkk “anud ntq vdifgs. ¥g s sgdx cn mns rgnv hr sgd gt B ~m dkd B dms ne-
Vg s vd cn, sgd kdrr rkddokdrr mifgsr enq ntq bkhdmsr “mec sgd gntqr ne shlld ntq rs”ee-

“mc unktmsddgr ots hmsn gdkohmf sgd I - thank you to everyone for what you do.

Key Statistics

Summary Issues Age
[ o
Clients 5,047 Benefits & tax credits 3,290 1,381 2024
Benefits Universal Credit 1,217 644 2520 [
Quick client contacts 479 L OeRE] god & services - i 334 I
oett a3 s 2520
Issues 12,252 Discrimination & Hate & GVA 130 84 40-44 _
Educalion & A 4520 [
Activities 16252  Erebmai itn g s0-54 [
Financial services & capability 453 233 55-50 _
Cases 51010 Health & community care 212 135 50-64 _
Housing 953 601 e _
Immigration & asylum 142 103
Income gain £512,335 Other 254 164 75-79 [
T Relationships & famiy 900 558 co-c4 [
e-imbursements, services, loans £3.730
Tax 120 a2 8539 [l
Dbl wrillon o iadd Travel & transport 138 100 90-04 |l
Siouimants reschediicd £00 Utilities & communicatiens 242 127 95-99
Not recorded/not applicable £14,524 Grand Total 12,252 1% 2% 3% 4% 5% 6% 7% 8% 9% 10%
Channel Top benefit issues Gender
21 Personal independence payment [NIEEEGEGGE
_ 01 Initial claim ]
99 Other benefits issues | ] )
= 07 Housing Benefit ] H Female W Prefer different ..
04 Disability elements B B Male
23 Council tax reduction
el L R 10 Working & Child Tax Credits = Disability / Long-term health
03 Pension Credit | ]
03 Housing element [ |
0 500 1000
In persen 5,380 35%
. [l Disabled [ Not disabledine health problems
TOp dEbt Issues . Long-term health condition
09 Council tax arrears ]
13 Credit, store & charge card debts [ Ethnlczty
Admin 3,902 26% o Othar e —
14 Unsecured personal loan debts ]
04 Fuel debts | ]
Il Admin 7 web chat 12 Bank & building society overdrafts [ NN
M In person W Email 16 Water supply & sewerage debts N W White M Black [l Other
Phone B other 07 Rent arrears - housing associations [N Asian W Mixed
B Letier 17 Unpaid parking penalty & cong. ch.. I
0 100 200
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How we have helped people and the value it has:

Vd “qd gdqd eng dudgxnmd, vgndudq sgdx ~qd, vg sdudg sgd ognakd B . Odnokd stgm-
sn Chshydmr Acuhbd hm sh B dr ne mddc. Sgdrd “qd itrs =~ edv dw™ B okdr:~ ~

Vd gdko odnokd sn bk™h B sgd admdehsr sn vghbg sgdx ~qd dmshskdc, eng-

dw™ B okd, odnokd vhsg chr afkishdr vgn mddc gdko wisg bn B okdw eng B r “mc-
ognbdctqdr. tm 2018-19 vd gdkodc odnokd £ im £512,335 im tmbk h B dc-
admdehtsr “mc s~ w bgdchsr.~ ~

Vd gdko odnokd sn qduhdv sgdhq eim“mbdr “mc vngj sn eimc ~ v~ X nts ne-
cdas. 1m 2018-19 ntq bkhdmsr g~ c £180,411 cdasr vqissdm nee ~esdq dwoknghmf-

“kk noshnmr .~ ~

Vd gdko odnokd sn tmcdqrs mc sgdhg ghfgsr ~mc gdronmrhahkishdr ~s vnqj, eng-
dw™ B okd, sgnrd vgn ~qd adimf tme “hgkx sqd ~sdc nq chrbgh Btm~sdc ~F hmrs.- ~

Vd gdko odnokd vgn ~qd tmcdq sggd s ne duhbshinm sn qd B ~tm hm sgdhq gn B dr-
vgdqdudg onrrhakd.- ~

Fng dudgx £1 invested vd ognctbdc £20.09 ne u”ktd sn sgd odnokd vd-
gdkodc-

90 volunteers “mc 15 members of staff gdkodc 5,047 people im FX18-19-

Vd “mrvdgdc 1,456 phone calls “r 0™ gs ne Mngsg Xngj rghqd Acuhbdkimd ~r-
vdik “r 1,413 emails.-

Sgd uktd ne ntg unktmsddgr bnmsghatshtnmr ne shlld v r b kbtk sdc sn ad-
u“ktdc "s £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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https://cachd.org.uk/projects/building-better-opportunities/

