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Chair’s message
In this my last year as Chair of Citizens Advice Rotherham I thought I would take the
opportunity to not only reﬂect on the challenges of the last 12 months, but also to
reﬂect on the journey that got us to here over my 6 years as Chair of the Trustee
Board.

The past twelve months has seen considerable
progress as we seek to establish Citizens Advice
Rotherham on a secure footing in terms of service
delivery, external relations, reputation and ﬁnances
going forward. At our away day in January the
board took time out to reﬂect on what had been
achieved over the past 14 months and it was clear
that the direction of travel agreed in Oct 2016 was
on track with a lot of progress already achieved. Our
big vision was for Citizens Advice Rotherham to
become the focus of advice in Rotherham, where
clients were seen quickly and where we resolve over
80% of their advice needs without the need to refer
the client away from Citizens Advice.
We then laid out our vision for the next twelve
months, with two primary objectives, secure current
and new funding and diversify our funding base
with a view to increasing our reserves. Secondly,
to build our volunteer team up so that we could
support more vulnerable local people, while ensuring
we provide a fast and eﬀective service. Once again
I am conﬁdent that we are progressing well towards
our current objectives, the volunteer numbers are
increasing, we have secured a 3 year grant agreement
with Rotherham Council and the Senior Management
Team are doing various bids. Furthermore, we have
secured three years of funding from Macmillan to
run a new Cancer Support Advocacy service for
people in Rotherham.
I am as always very grateful to the many volunteers,
both Trustees and in the varied service volunteers
roles, who give of their time, energy and wisdom to
help deliver such an amazing service to vulnerable

people in Rotherham.
I would also like to
thank Rotherham
Borough Council
for their continued
support of our
service, which
is needed more
than ever
before.
Finally, when I
reﬂect on the
journey to get
here the biggest
diﬀerence has been
the move away from
crisis management
and being able to focus
on the detail of improving
our service. In the ﬁrst few
years I felt like we were dealing
with the seemingly constant threat
of funding cuts, staﬃng issues and the impact of low
staﬀ morale resulting in a poor service oﬀer. It has
been a challenging few years for us all, but I’ve well
supported in my role a Chair by some excellent,
dedicated trustees. Going forward, even though I am
stepping down as Chair, I plan to continue to see through
the transition of our service by serving a term as Vice
Chair and in that role I look forward to continuing to
help lead Citizens Advice Rotherham in the coming years.

Jean Rhind
Chair
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A word from our CEO
I am looking forward to autumn and what lays in store for Citizens Advice Rotherham
in the coming months. I feel a sense of pride in what we have achieved this past year
and excitement about what lies ahead in the coming months. Last year’s major
achievement was in securing a three year grant from Rotherham Borough Council.

Last year, we worked in partnership with the Council
and other advice agencies to lay down the ﬁrst draft of
an Advice in Rotherham vision, with the focus on
improving access to all our service, widening the routes
into advice and improving inter agency referrals.
As part of the co-design work we will be doing some
user and non-user engagement to seek to understand
what we are doing well and which areas we can
improve on. We will also be rolling out a new online
inter-agency referral tool called ReferNet, which is
designed to make referrals between organisations
simpler and less stressful for the client. The co-design
work also resulted in CARD entering into a contractual
relationship with Kiveton Park Independent Advice
Centre, who’s funding is now tied in with ours,
ensuring the two advice agencies work more closely
together.

As part of that recruitment drive we want to grow our
adviceline capacity, already we have a dedicated team
staﬃng the adviceline on a Tuesday and it is my hope
that every day of the week will see us with 3 to 5 people
taking calls, helping people with great advice over the
phone. We are going to spend some time reviewing our
Target Operating Model and understanding the client
journey between teams, we intend to help more people
at their ﬁrst point of contact with our service, which we
hope will result in the general and debt appointment
waiting times coming down to no
more than two weeks.

We will also be doing more
fundraising for new projects
next year, there are a number
of opportunities and we have
some ideas we’d like to
develop, but it is a hard and
The past twelve months has seen a number of staﬀ
a very competitive funding
leaving the service and many new ones joining, we
environment. Having
have also increased our volunteer numbers and the
said that, I am really
combination of so many new faces has made a big
excited about the year
diﬀerence to our service delivery and to staﬀ moral.
ahead, we have strong
We have launched a new advice model for face to
leadership, great
face advice, enabling usto see more people, cutting
volunteers and staﬀ
down waiting times and reducing the need for booked
and the resources
appointments. Having said that, the impact of
to make a diﬀerence.
Universal Credit, an increase in community awareness
We intend to bring
of our service and lots of marketing, have resulted in
in further funding
a marked increase in demand.
to help us do more,
and I am conﬁdent
The Cancer Advocacy service, funded by Macmillan, is
that whatever happens
now underway and will begin recruiting volunteer
we will continue to
advocates to help deliver a much need support service
meet increasing
to local people newly diagnosed with cancer. We have
demand, and grow
also been running a pilot project with Yorkshire water to
our service and
help our vulnerable clients access their hardship services, reputation as the
thereby reducing their water bills. We delivered more
go-to place for advice
Energy Best Deal advice, helping many clients switch
and information in
and save on their energy costs.
Rotherham.

Could this
be you?

We are aiming
to continue to
strengthen our

amazing
volunteer
team

Looking forward to next year’s plans we are aiming
to continue to strengthen our amazing volunteer team,
they are absolutely key to our ability to help so many
vulnerable local people.

Nick Bussey
CEO
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Nick Bussey

A volunteer’s story
I joined Citizens Advice Rotherham in May of this year and this really came about
because I was bored at work and looking for a new challenge. One day I was browsing
the Citizens Advice Rotherham website and what caught my eye was the tagline
“Volunteer with Citizens Advice Rotherham, learn new skills”, so I applied.

At the interview I felt relaxed and welcomed and I couldn’t wait to become
part of a team working for the community, whilst gaining new and valuable
skills. As a new volunteer I was given full and in-depth training from
Jeanette, who continues to support me throughout my initial training. The
training covers all aspects of the advice role, including the skills needed to
help people deal with their problems and an understanding of how to ﬁnd
the information the client needs from our extensive database,
resource library and of course the rest of the advice team.
As part of my training I have spent time volunteering with
the Food Bank at Hope Church, and again felt a warm
welcome from the staﬀ there too. This has helped to
give me a more complete insight to the support the
people get when we refer them there with a food
voucher, as I understand how the process works for
the clients and can explain it better to them.

I have felt

Every day that I volunteer at Citizens Advice I feel
I am learning something new, I’m now gaining
experience on giving face to face advice, as well
as helping to deliver the Adviceline phone service.
What’s great is there is always someone on hand
willing to help guide me through any challenges,
ensuring I am able to do the best possible
job for the client.
So to sum it up, Citizens Advice Rotherham
is a great place to volunteer. You get lots of
great training, plenty of support and this all
helps to develop your interpersonal skills,
knowledge and conﬁdence. I have felt totally
supported throughout my volunteering
journey so far and I look forward to
continuing to help make a diﬀerence in
the lives of our clients.

totally
supported

throughout my

volunteering

Sally Jordan

journey

Volunteer Adviser

Nick Bussey
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Becoming an ASS as a
volunteer
It was very much of a surprise when I was asked whether
I would take up the role of an Advice Session Supervisor
(ASS). I have now been a volunteer at Rotherham Citizens
Advice for over 10 years, initially as a trustee, and for the
last 3 years as an Adviser.

One important aspect of the role of adviser is that there is always support
around you, from the excellent CA websites, the reference books, but mainly
from the Advice Session Supervisor who is there to check the accuracy,
relevance and quality of your advice to clients. An ASS is, in fact,
managing the session, ensuring that clients have the best
possible quality of service, and supporting the advisers in
what is often a challenging and demanding role.
I had assumed that such a person must have years of
experience, the conﬁdence that goes with this and the
resilience of concrete! Hence I was taken aback when
I was oﬀered the opportunity to take on this role for
one day of the two for which I volunteer.
Once I rid myself of the notion that the ASS had to be
an all-knowing super-adviser, I was glad to take on this
responsibility. If the concept of ‘lifelong learning’ is an
essential part of one’s life, this was a further opportunity
to experience new challenges, improve one’s own skills
and knowledge whilst being part of an organization
providing a ﬁrst class service to the people of Rotherham.
The challenges facing an adviser are wide and varied,
some requiring a simple signposting, others needing a
holistic approach to complex problems, and the ASS has
for a session, an overarching view of what are the issues
of the day. All advisers are encouraged to consult or keep the
ASS informed of the issues they are being faced with.
Sometimes it will be a routine matter but other times it may
need another pair of eyes to try to envisage a way to help,
in this way learning is taking place every day for the beneﬁt
of advisers and their clients.

Could this
be you?

The challenges

The challenges faced day to day are never ending. The
number of clients seen continues to increase, the
complexities of the beneﬁt system feeds this increased ﬂow,
the needs of people facing a complex world are ﬂagged up
widely in the news and the necessity for skilled and
conﬁdent advisers has to grow alongside these demands.
I wonder how many other charitable organisations put
such trust in its voluntary workers? It is to the credit of
Citizens Advice and the Rotherham Management Team
that they are willing to trust their training and development
practices to such an extent that a part-time volunteer can
take on such a demanding and rewarding role.

Greg Long

Volunteer Adviser
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are wide

and varied

A recent Money Advice
client’s experience
The client had been signposted to Rotherham Citizens Advice by their tenancy
support oﬃcer and was already subject to a suspended warrant of eviction due
to their level of rent arrears. In addition, the client had several outstanding
Council Tax debts, Magistrates' Fines, beneﬁt overpayments, water arrears and
various historic credit debts.

The client explained that after a run of bad luck and
redundancy, their ﬁnancial situation had taken a
downturn that they unfortunately had not been able
to recover from. This consequently severely impacted
on their emotional and mental well-being over the
years. This had aﬀected relationships with family,
friends and their ability to hold down employment.

We also arranged for the client to attend a ﬁnes
review hearing at The Magistrates Court as the
ﬁnes could not be included in the Debt Relief
Order. This resulted in the consolidated balance
being reduced from over £4,000.00 to just under
£900.00. This ensured the penalties were
proportionate to the client's ability to pay and
drastically shortened the repayment term.

With hefty deductions from their current Universal
Credit claim, it was clear the client was in ﬁnancial
hardship, making daily decisions whether to forego
food at the expense of topping up their utility meters
along with the added pressure of bailiﬀs knocking
and creditor letters continually dropping through
their door.

The client returned two months later to let us know
how they were getting on and admitted that they
had considered themselves 'a lost cause' prior to
receiving advice. However, since the fresh start
their Debt Relief Order had allowed, they have felt
much better, and due to the improvement in their
conﬁdence and self-esteem, have been able to
secure full-time employment.

“I want to say thank you for
all the help you have given
me. I ﬁnally feel like I am
getting somewhere. It also
feels good to have the weight
lifted oﬀ my shoulders a little
and for that I am truly
grateful.” The happy client
With our help, the client successfully
applied for a Debt Relief Order. This
was a long-term resolution to just
under £18,000.00 of debt and
by the same measure served
to stop bailiﬀ visits and ceased
recovery of some of the
debt from their beneﬁt.
This in turn gave the
client more money to
live on, which enabled
them to turn a corner in
keeping up with bills, have
adequate nutrition and not
having to sleep fully clothed to
try to keep warm.
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Making a diﬀerence in
Rotherham - 2017/18 stats
Last year saw a small increase in demand from our clients across all areas of our service.
This year our focus has been on improving our client's experience at their ﬁrst point of
contact. To achieve this we have moved to a new model of assessing client needs at our
drop-in, reducing waiting times, enabling us to solve more problems and signpost more
eﬀectively. Our focus for the next 12 months will be on building our call centre capacity.

Income gain

£1,532,900
£610,540

Debt written oﬀ

Clients

8,627

Client
contacts

18,297

Debt under management

£4,568,450
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Enquiries

20,384

Making a diﬀerence
in Rotherham
Summary
Quick client
contacts

1,071

Issues

20,384

Activities

18,297

Cases
5k

10k

3,687

Existing
clients

8,627
0k

New
clients

15k

20k

Outcomes

25k

2,269
0k

5k

Age of clients
<25
25-29
30-34

Income
Gain

Reimbursements, Income
Services &
Gain
Loans

Income
Gain

£536,583

£6,201

£1,152

£689,369

35-39
40-44
45-49
50-54

Channel
Face to face

55-59
60-64

Telephone
Adviceline

65-69

Webchat

Telephone

18% 3,252
Face to face

30% 5,547

70-74

Email
Home visit

75+

Letter/mail
Other

1% 2% 3% 4% 5% 6% 7% 8% 9% 10%

Admin
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2016/17 client enquiries
by category
The following table gives you a breakdown of our 2017/18 enquiry statistics. Our two biggest
areas of enquiry remain debt and welfare beneﬁts. After various delays Universal Credit ﬁnally
began to roll out to Rotherham residents in July 2018. We therefore expect beneﬁt enquiries
to increase during the next reporting year. We’re continuing to see complex issues with clients
bringing multiple problems. We are also working hard to recruit and train more volunteers, to
ensure we are able to continually support local people in need of advice.

Issues
Beneﬁts & tax credits

Issues

Clients

4,439

2,031

Beneﬁts Universal Credit

100

72

Consumer goods & services

446

223

Debt

9,932

2,246

Discrimination

17

12

Education

29

23

Employment

621

435

1,702

415

Health & community care

70

52

Housing

488

339

Immigration & asylum

74

47

Legal

301

188

Financial services & capability

Other

1,157

565

Relationships & family

432

296

Tax

54

42

Travel & transport

93

77

Utilities & communications

429

202

Grand Total

Gender
46%

Female

54%

Male

Disability/Long-term Health
Disabled

53%

Long-term health
condition
Not disabled/
No health problems

36%
11%

Ethnicity

White
Asian
Black

88%

Mixed
Other

20,384

Top Beneﬁt Issues

Top Debt Issues

Personal independence payment

1,239

Council tax arrears

Employment Support Allowance

1,014

Debt Relief Order

934

Credit, store & charge card debts

801

Other beneﬁts issues

706

1,750

Jobseekers Allowance

189

Unsecured personal loan debts

724

Disability Living Allowance

174

Other

659

Rent arrears - LAs or ALMOs

582

Working & Child Tax Credits

165

Attendance Allowance

139

Water supply & sewerage debts

Housing Beneﬁt

134

Mag. Cts. - ﬁnes & comp.ord. arrears

Carers Allowance

108

Mobile phone debt

Council tax reduction

65

Fuel debts

9

465
409
385
354

Accounts summary
Statement of ﬁnancial activities for the year ended 31 March 2018.

Income &
endowments from
Donations and legacies

Unrestricted
funds
£

Restricted
funds
£

Total funds
2018
£

Total funds
2017
£

2,495

27,709

30,204

26,646

203,000

336,761

539,761

524,676

1,802

-

1,802

2,945

-

45

571,767

554,312

Charitable activities
Charitable
Other trading activities
Investment income
Total

207,297

364,470

Expenditure on
Charitable activities
Support costs

848

3,296

4,144

3,918

Management costs

32,090

41,774

73,864

76,617

Charitable

198,770

312,012

510,782

522,516

Total

231,708

357,082

588,790

603,051

Net income/(expenditure)

(24,411)

7,388

(17,023)

(48,739)

Transfer between funds

3,488

(3,488)

-

-

Net movement in funds

(20,923)

3,900

(17,023)

(48,739)

Reconciliation of funds
Total funds brought forward

82,549

-

82,549

131,288

Total funds carried forward

61,626

3,900

65,526

82,549
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Rotherham in pictures
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Free, conﬁdential advice.
Whoever you are.
We help people ﬁnd a way forward with their problems
and campaign on big issues when their voices need to
be heard.
We value diversity, champion equality and challenge
discrimination and harassment. We’re here for everyone.

To get help and advice you can drop-in on our open door session:
Monday to Friday 9am to 5pm
Thursday late opening till 7pm
You can ﬁnd us at the RAIN Building, Eastwood Lane, S65 1EQ.
(behind the open market and opposite Rotherham College)
Alternatively ring any weekday between 9am and 4pm on the advice line:

0344 411 1444
Or go online at:

citizensadvicerotherham.org.uk
and follow the link to send us an enquiry form
For online information go to:

citizensadvice.org.uk
Or to webchat with an adviser go to:

goo.gl/4Vr95U
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