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Our Aims

The Citizens Advice service provides free, independent, confidential and
impartial advice to everyone on their rights and responsibilities. It values
diversity, promotes equality and challenges discrimination.

The service aims:

To provide the advice people need for the problems they face

To improve the policies and practices that affect people’s lives

Our Mission Statement
Citizens Advice Trafford will deliver to the people of Trafford a high quality
advice and information service which will be achieved by:

Offering a service accessible to everyone, making full use of advances
in technology

Ensuring that our service reflects the changing needs of the diverse
communities it serves

Working with other organisations and groups within the community in
addressing issues of hardship, discrimination and social exclusion
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Chair’'s Report

The last twelve months have been
marked by significant progress by Citizen
Advice Trafford in developing the services
we offer to people living in the borough
although there have also been some
difficult times.

The most difficult decision made by the
Board was to restructure the staffing
structure of our general advice service
which was necessary to reduce our
employment costs. If this decision was
difficult for the Board, its impact on our
staff was very much more difficult. I'd like
to thank them not only for working hard
and maintaining bureau services during
this time, but also for helping to develop
the new structure which I think has
undoubtedly strengthened the
organisation for the future.

Much more positively, Citizen Advice
Trafford achieved some notable
successes over the year. Most exciting
was our success in leading the
consortium of Trafford organisations,
which included Trafford Law Centre, Age
Concern Trafford, Trafford Carers Centre,
VCAT and 2 local solicitors with legal help
contracts in a bid that has gained over
£320,000 in Lottery funding to open up
new advice services Trafford. For CAT
this means we will be able to deliver
advice sessions in more areas of the
borough, such as the Broomwood estate
in Timperley and Sale Moor and also to
develop our telephone advice service. In
addition we have also been awarded
contracts to deliver financial capability
training which is designed to give people
the skills they need to avoid or manage
debt. This is a new area of work for us
and one which we believe will
complement our other advice services.

Within the bureaux, we have begun to
introduce the ‘Gateway’ system, which
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means that anyone who comes into a
bureau will be seen quickly by a worker
who can diagnose their problem and
either make an appointment for the
person or, if their problem is relatively
straightforward, give them some
information that they can take away. If
you came to our last AGM you will have
heard how well this system has worked in
St Helens and it is already beginning to
bear fruit in Trafford, enabling us to help
more people while also reducing the
length of time that people have to wait.

As always, the Trustee Board would like
to thank our paid staff and volunteers for
all their hard work in making these
developments possible while also
maintaining the everyday work of the
bureaux.

The Trustee Board has seen some
change this year. We welcomed Terry
Crewe and Nora Griffin, who were voted
on to the Board at the last AGM, as well
as Kathryn Aspray who was co-opted on
to the Board and will be standing for
election at this AGM. They have all
brought important skills to the Board and
contributed hugely to our discussions. I'd
also like to thank Jenny Egarr who is
standing down from the Board at this
AGM - she has been a Trustee since the
beginnings of Citizen Advice Trafford and
her knowledge and skills has been
invaluable to its development.

| hope that you will be able to come to our
AGM this year, but if not, | hope that you
will enjoy reading this Annual Report,
which will give you a full flavour of all that
has been achieved by Citizens Advice
Trafford throughout the year.
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District Manager’'s Report

| am delighted to present this report in a
year that has seen many developments
within Citizens Advice Trafford.

This year has seen huge success in our
aim to maintain funding and secure new
funding streams, even beyond our own
expectations. We have been able to set
up new projects to address financial
training to residents and frontline workers,
provide outreach sessions to housing
association tenants, support debt clients
further and to maintain and enhance our
training department to recruit and train
volunteers as advisers, receptionists and
administration assistants.

Our greatest funding achievement came
in September when we heard the
fantastic news that the consortium
application we had submitted to the BIG
Lottery Fund with our colleagues at
Trafford Carers Centre, Age Concern
Trafford, Trafford Law Centre, VCAT,
Dobsons Solicitors and Keoghs had been
successful and we were given the go
ahead to develop outreach services and
additional telephone support to people of
Trafford. We are now at the business
planning part of the process and hope to
start the advice work in summer 2009.

Internally it has been a turbulent year for
our staff. After analysing our financial
situation it became clear that we had to
re-consider our staffing structure as the
current model wasn’t sustainable and was
resulting in a deficit budget. We set
about completing a re-structuring
exercise in consultation with staff,
volunteers and north area CAB
personnel. Words cannot describe how
difficult this time was especially for the
core staff team; but throughout, the staff
worked closer than ever together to
formulate a proposal to reduce their hours
collectively, halting any redundancies. In
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December 2008, the process was finally
completed with the new structure in
place.

It is amazing then that whilst all this was
going on, we were audited by National
Association of Citizens Advice Bureaux
(NACAB) and achieved a staggering 72%
for our quality of advice. At this time, the
score was the highest in the Greater
Manchester area. We were also
commended for our office and
management practices.

This year has been all about networking
and partnership building with our
stakeholders in the public, private and
voluntary sector. | am, and always will
be, totally committed to working with
other organisations and playing a key role
in various forums in order to improve
access and enhance services for Trafford
residents.

As we turn our attention to the next year,
we aim to build on our successful
foundations and develop more services,
particularly to support clients who are
experiencing the effects of the current
economic downturn. We need to modify
our working practices to make it more
effective for clients to see us in our
bureaux through a ‘triage’ system and to
provide fast and appropriate referrals to
specialist services, whether this is by our
own staff or with specialist provision from
other local stakeholders.

Without such a dedicated, hard working
team of staff and volunteers, this
organisation simply wouldn’t exist. The
pressures are huge and the demand
forever increases. | would like to say a
huge thank you to each and every one of
you for your support and commitment.
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Our work this Year

In 2008/2009 we supported people with 5,985 enquiries, dealing with 14,773 issues.

Enquiry Types 2008-9
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Debt enquiries rose to over 36% of our total enquiries in Trafford this year.

We opened new money advice surgeries in conjunction with Irwell Valley Housing
Association, Age Concern Trafford and Trafford General Hospital.

We were awarded an excellent 72% in our Quality of Advice Audit across the Borough.
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Summary of achievements 2008-9
a Supported clients with 5,985 enquiries in the last 12 months.

a Generated almost £0.5 million of additional income for people in Trafford from
unclaimed benefits.

a  Prevented around 30 families from becoming homeless due to our intervention in
conjunction with Trafford Housing Trust and Trafford Courthouse.

a Opened advice outlets in Old Trafford & Sale West in 2008 and increased opening
days in Stretford & Altrincham. Now offering advice from 10 sites across Trafford,
including an evening debt service at Sale.

a  Achieved 72% in 2008 quality of advice audit - highest CAB result in Gtr
Manchester.

a  Developed joint projects with Irwell Valley Housing Association, Age Concern
Trafford, HMRC, Old Trafford neighbourhood forum, Trafford Housing Options &
Trafford Healthcare Trust.

a Supported local people to highlight & address 151 social policy issues which
affected their lives — successes include LA overpayment letters and Code of
Conduct of bailiffs.

@ Increased our specialist team of debt and welfare benefits caseworkers from 3.2 full
time equivalent to 5.0 full time equivalent, enabling us to manage an average of 100
debt/welfare benefits cases per month, rescheduling some £3 million in debt and
writing off around £500,000 per annum for clients.

a8 Trained 38 additional local volunteers in 2008 to work as generalist advisers,
receptionists and administration staff.

a Secured our own sustainability by increasing our funding base from 4 to 17 projects
and increased annual income from around £350k to £500Kk.

a Streamlined our infrastructure to create a more efficient organisation.

a8 Recruited 3 additional local Trustees to our Board with a breadth of relevant
expertise and experience.

a  Played a key role in Local Authority/Voluntary Sector partnership forums including:
Re-writing the Compact, BME service improvement plan, Trafford Training
Consortium and the Legal Services Partnership group.

a Secured a major funding stream from BIG Lottery Fund and became the lead
partner in a large consortium project with Trafford Law Centre, Age Concern,
Trafford Carers Centre, VCAT and 2 private legal firms to develop advice services
in Trafford over the next 3 years.
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View from the bureaux

In June 2008 we were able to introduce
weekly outreach sessions at the Age
Concern Day Centre, Harry Lord House
in Old Trafford. This has been a
successful venture in an area of Trafford
with little CAB coverage. The volunteers
who staffed the service did so in addition
to their work elsewhere in the District, and
gained a new perspective on advice work
as we piloted a new way of working,
using the ‘Gateway ‘approach; using
diagnostic interviews to determine
whether or not clients needed a full
advice interview or could be helped in
other ways.

The organisational restructuring process
over the summer and early autumn
caused bureau workers to feel unsettled,
but the structure that resulted has
provided more supervision for advisers,
particularly those who are less
experienced. This has meant that
advisers feel more supported and more
confident during the advice sessions.

The bureaux have been as busy as ever,
with the downturn in the economy
resulting in a noticeable increase in the
number of people seeking our help. This
is especially true with queries to do with
debt, housing and employment. The
introduction of the new sickness benefit,
Employment and Support Allowance, has
also triggered queries by clients.

We have noticed that some clients are
approaching Trafford CAB for help earlier.
It has long been a problem that clients
come to see us at the very end of the
process, when there may be little we can
do to help to resolve their issues. The
fact that people are coming to see us
earlier in the process, means that we can
give them information and help to stop
things getting worse. There have even
been some cases where people approach
us in anticipation of a situation occurring,
rather than when they are in the middle of
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it. This has been especially true of
people enquiring about the schemes that
the government has put in place to help
owner-occupiers from losing their homes,
presumably because of the large amount
of media coverage.

In the main, however, the enquiries are
ever more complicated and clients are
returning more often for further help. This
means that bureaux are put under
pressure to see more and more people.

Another challenge has been the
sometimes unrealistic expectations of our
service. A common misconception is that
we are part of the local authority, rather
than a charity relying on grants and
funding or that we are legally trained and
will replace a solicitor. We would love to
be able to help everyone who comes to
see us with whatever problem they come
about, but we sometimes have to tell
people that we just can’t do what they
want us to do.

We have had an influx of new trainees
over the last year who have helped with
reception duties and graduated to
advising clients. We also started extra
advice sessions at the end of February
due to Citizens Advice Additional Hours
of Advice funding. The result is that the
bureaux are open for extra days, so we
can see more clients, and we have
support for training new advisers to staff
the sessions.

Overall, although the workload and stress
levels have increased in bureaux, the
volunteers and paid staff have risen to the
challenge and remained cheerful and
committed to providing the best possible
service for the community.
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Do we make a difference to our clients’ lives?

Which way do you preferto get our services?

By telephone

By

By drop-in appointment

How happy are you about our opening times?

Very happy

Fairly
unhappy

Fairly happy
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Do we make a difference to our clients’ lives?

What did you expect CAB to do for you?

100.00

90.00

80.00 -

70,00 -

50.00 -

50,00 -

%

40.00 4

30,00 +

20,00 A
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Giveme information  Tellmewhat | could do Take action for me

How useful was the advice you received?

Not very
useful

Fairly useful

Very useful
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Social Policy Report

Social policy work is any action that CAB
takes to prevent problems that a number
of people may face in contrast to advice
work that focuses on solving problems,
mainly for individual clients. It is about
preventing injustice, not simply dealing
with the consequences

Evidence

A total of 151 Evidence forms were
submitted this year. Debt took the lead
this year. Unfair collection practices
continue to pose problems for clients for
example unnecessary issuing of statutory
demands. We continue to see problems
with bailiffs’ conduct in the collection of
council tax for Trafford Council and
continue to press Trafford with the
support of Beverley Hughes MP in this

area.
UTTING
i L-%Es‘e ;

N THE SPOT

As the Government introduces new
benefits to the system they continue to
reduce the numbers of civil servants to
support and facilitate the benefit claiming
process. This has created additional
problems for clients accessing the
benefits system. We are already seeing
huge delays in benefit claims including
those considered ‘easy’ benefits to claim
like Child Benefit.

An eBEF created in Altrincham was used
in Citizens Advice Evidence Briefing: Life
in Debt which was circulated to MP’s and
statutory organisations.

Local Action

To mark the first anniversary of Tenancy
Deposit Protection (TDP) legislation, we
conducted a monitoring exercise to gauge
the impact of the new legislation. The
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reason for this was that the main TDP
issue arising from CAB evidence over the
last year has been that many tenants
have not benefited because their landlord
did not comply with the legislation and the
tenant was unaware of their rights. Itis
therefore clear that there is a real need to
raise the profile of this issue.

During the months of June and July 2008
we conducted our exercise. We displayed
posters in waiting rooms to catch the eye
of private tenants and encourage people
to seek advice. We issued a press
release to the local media. Bureaux were
provided with monitoring forms to
complete with every private tenant that
contacted us either face to face or on the
advice line.

During the period we were contacted by
29 private tenants. 18 monitoring forms
were completed. Over half of those
surveyed either did not know or were
unsure about the scheme.

The results made it clear we need to raise
public awareness of the scheme, in
addition to raising awareness of the
protection scheme to landlords and letting
agents in their legal obligations to provide
tenants with this protection.

Campaigns

We patrticipated in four national
campaigns during the year, Bailiffs,
Backdating benefits, Employment
Support Allowance and Retaliatory
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Eviction. Letters were written to MP'’s,
evidence gathered and submitted.

We were selected by Citizens Advice to
submit our experience of dealing with
creditors and clients going through the
self help debt experience. Demand for
debt advice is growing, but not everyone
wants or needs an advice agency to deal
directly with creditors.

We submitted
evidence of
creditors refusing
to negotiate
directly with clients
insisting that CAB
become involved
and took part in a 20 minute Q and A with
Citizens Advice’ Creditor liaison officer.

We also made several formal complaints
to creditors who insisted that self help
debt clients visited a CAB office in
person.

Our evidence showed that inconsistent
practice by creditors maybe adding to the
problem faced by debtors but also
highlighted good practices in the advice
sector and some areas of the credit
industry.

In Bureau

To increase social policy work in CAB
and promote positive engagement we
introduced a CAT notice board. This
highlights local issues that advisers need
to be aware of and submit evidence for.
Social Policy is also encouraged as an
agenda item at team meetings.

Quick bureau evidence forms have been
introduced to ensure that vital evidence is
not lost through a lack of time to complete
an e-BEF. Itis predicted that Q-BEFs will
have a great impact on the output of
evidence, thus maintaining our status in
the top 20 CAB in the North West
producing evidence.
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Working with our MP’s

We continue to inform and promote social
policy work to our three MP’s. Over the
year we have written 5 letters to each of
our MPs raising campaign issues and
requesting their support.

Graham Brady MP signed an Early Day
Motion on Retaliatory Eviction in support
of CAB’s campaign.

EDM’s are formal motions submitted for
debate in the House of Commons. Very
few EDMs are actually debated. Instead,
they are used for reasons such as
publicising views of individual MPs,
drawing attention to specific events or
campaigns, and demonstrating the extent
of parliamentary support for a particular
cause or point of view and are therefore a
useful mechanism for CAB.

In all instances of contact with our MP’s
they have been supportive by contacting
relevant departments and Ministers to
raise our concerns and issues.

Complaints

We made several complaints over the
year. Nearly all were in regard to the
content of standard letters issued by
Housing Associations, the Local Authority
and Bailiffs.

Trafford Councils overpayments
department issued standard letters to

12



clients that we felt were incorrect and did
not encourage clients in debt to seek
help. After negotiation with senior officers

citizens

Trafford agreed to amend the letters to a
mutually agreed statement encouraging
clients to contact CAB or the council for
advice. This is an excellent example of
partnership working to improve client
experience.

E-befs
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Recruitment & Training

Over the course of the year we have
developed our training to be more flexible
and have adapted it to the personal
circumstances of the people who wish to
volunteer with us.

We acknowledge that some volunteers
have caring responsibilities, additional
work and volunteer commitments as well
as each person being unigue in the way
that they learn.

The generalist training is made up of
subject packs, e-learning and some group
sessions which enable the trainee to
learn at the pace and using the methods
which suit them best.

We have recruited and trained 17
volunteers to become generalist advisers
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in 2008-9 and they have been very
welcome across our 6 bureaux.

In addition, we have focused quite heavily
on promoting the other volunteer roles
which are vital in our organisation and
have recruited several receptionists at the
bureaux, administration assistants at
District Office and also an I.T volunteer to
support the vast technology aspect within
Citizens Advice Trafford.

As we introduce the ‘Gateway’ model into
our bureaux, it will become even more
vital to introduce additional reception staff
to the bureaux and we are in the process
of developing a bespoke training course
for them rather than use parts of the
existing adviser content.

Our District Manager has been a key
player in the moves to develop a
volunteering strategy for the Borough of
Trafford alongside our colleagues at
VCAT, CVS, TMBC and others. As one
of the leading organisations to use
volunteer staff, this is an issue which we
are committed to, both to ensure that
volunteers are recruited, trained and used
effectively, and to highlight to
organisations what an invaluable
resource volunteers are.
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Where do we go from here?

Over the forthcoming 12 months our main objectives will be to:-

a Develop further programmes of financial capability training to frontline workers of
other organisations whose staff support clients who may be experiencing financial

difficulties.

a Introduce ‘Gateway’ diagnostic and triage model across all bureaux over the year,

monitor effectiveness and enhance accordingly.

a Continue to develop relationships with other voluntary sector partners, the Local
Authority and Healthcare organisations in Trafford to identify key priorities and to

work collaboratively to achieve.

a Challenge and support change to local practices which are brought to our attention

on behalf of our clients, using media and local Councillor interaction as appropriate.

a Continue to seek additional funding for training and to identify additional no-cost

training to enable more volunteer workers to access training.

a Work with the Local Authority to determine models of service delivery which best

meet demand within funding and accommodation constraints.

a Increase the profile of Citizens Advice Trafford through internal and external media

opportunities. Create and launch new website and develop intranet facility for staff.

a  Celebrate the 70" anniversary of the Citizens Advice Bureau with new figures
showing that what started out as an emergency service in wartime is needed now
more than ever, as people turn to the CAB in record numbers for help with

recession-related problems.
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Funding Contributions

Our work would not be possible without the support we receive from the following
stakeholders:

Trafford MBC continues to be our major source of income. It
provides funding for our core bureau services which also
allows us to attract additional funding.

e Funding from Department for Business, Innovation & Skills for
, ‘face to face’ debt advice has enabled us to provide additional
- specialist services to people across the Borough, helping to

bt adic® tackle the growing problem of debt issues.

Our contract with the Legal Service Commission enables us to
provide specialist debt and benefit advice to our clients across
the Borough.

The BIG Lottery Fund has enabled us to instigate a consortium
approach to legal advice with our advice giving partners across
the Borough both face to face and via the telephone.

The final stages of our previous BIG Lottery project enabled us to
maintain training to new and experienced advisers within the
organisation.

HMRevenue We were able to deliver financial literacy training to frontline
&Customs workers who support vulnerable people in our Borough.

OFFICE OF FAR TRADING Funding from OFT enabled us to support people with the
| A impact of Christmas spending.

|r ” A dedicated money advice surgery was set up on Sale West

we : )9

Va“e estate to §gpport Irvvlelll Va]ley Housing Association tenants
‘,/ with enquiries and difficulties.
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This is a project funded from BIS and distributed by National
Association of Citizens Advice. It enables us to increase our
bureau opening hours for one year to address the economic
downturn and gives us temporary funding to train volunteers
through to generalist advisers.

This funding from Carers services enabled us to specifically
support unpaid carers to deal with their difficulties around
debt and benefits.

This Cash for Action grant enabled us to deliver financial

capability sessions to people who live or work in Old Trafford.

This funding has enabled us to employ a temporary trainer to
recruit volunteer staff and support them to become advisers,
receptionists and administration assistants within Citizens
Advice Trafford.

Thanks to the Learning & Skills Council and distributed via
GMCVO, we were successful in receiving a Towpath grant to
enable us to support people who are unemployed and
support them through a confidence building and general
training programme to become volunteers or gain paid
employment.

We would also like to thank the individuals, businesses and groups who have made a
donation this year. We apologise for not being able to name them individually.
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Trustee Board and Contacts

Citizens Advice Trafford-Trustee Board Members 2008 /2009

Chair Maggie Barker
Vice Chair Joan Ball
Treasurer Michael Braid
Elected Trustees Jonathan Betts

Jenny Egarr
Michael Hyman

Terry Crewe

Nora Griffin
Co-opted Trustee Kathryn Aspray
Advisory Member Dave Nunns- Voluntary and Community Action Trafford
Council Representative Councillor David Higgins

Contact Details

Altrincham CAB - The Library, 20 Stamford New Rd, Altrincham, WA14 1EJ

Partington CAB- The Community Centre, Central Rd, Partington, M31 4FE

Sale CAB- 73 Chapel Rd, Sale, M33 7EG

Stretford CAB- Stretford Library, Kingsway, M32 8SG

Urmston CAB- 9d Crofts Bank Rd, Urmston, M41 OLL

Old Trafford CAB - Age Concern Day Centre, Harry Lord House, Humphrey Rd, M16 9DF

Citizens Advice Trafford Telephone Advice Line: 0844 499 4103
Website: www.traffordcab.org.uk

Citizens Advice is a registered company limited by guarantee and is a registered Charity.
Registered Company Number: 5027375
Charity Number: 1102003

Company’s Registered Address: 73 Chapel Rd, Sale, M33 7EG
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