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For everyone, for 80 years
Life can be tough for everyone at times
and the need for free, conﬁdential, independent
advice in the years ahead will be more
important than ever. 2019 is proving to be a
year of uncertainty, complexity and change.
Managing money, family and health worries and
understanding consumer and legal rights are just some
of the issues that many people face on a daily basis. And
it’s likely that these will be made even more complicated
by the challenging political and economic times we’re
experiencing.
As well as a year of uncertainty, 2019 is also a year of
celebration for Citizens Advice as we mark the 80th
anniversary of our service.
Since the very beginning, Citizens Advice has been at the
forefront of providing free, conﬁdential, independent
advice. We started giving advice in over 200 locations on
4 September 1939, the day after World War Two started.
But these services didn’t wait for people to ﬁnd them instead they ventured out into some of the areas worst
aﬀected by the Blitz to ﬁnd those in need. They gave
advice to whoever needed it on a range of issues
including evacuation, what to do if they’d lost their home
and how to get a new ration book.
And while thankfully the nation isn’t experiencing the
same immediate physical danger as it was in wartime
Britain, we’re still reaching those in need of help 80 years
on. We’re still oﬀering face to face advice for anyone who
needs it but today we’re increasingly reaching people in
new ways too, whether that’s through our website,
through webchat or over the phone.
Facing complicated or intimidating problems isn’t new.
Beneﬁts, debt and housing are areas we have worked on
throughout our 80-year history and it’s likely they will
always be central to what we do. We’ve helped people
like Sarah, who following the breakdown of her marriage
was worried that she and her children would become
homeless as she could no longer aﬀord the bills. But with
a bit of help from us she was able to get a handle on her
ﬁnances, which she says has improved her sleep and
meant she’s now a calmer person and a better parent.
But we’re increasingly working on very diﬀerent kinds of
problems too.
We help people understand their consumer rights and
pension choices, deal with energy suppliers and act as a
witness in court. We’ve helped people like Gail, who after
speaking to us wrote to her energy company for wrongly
charging for oversupplying her with more gas than she’d
paid for in advance. And we’ve helped people like Jenny,
who after the company she worked for was taken over,
suﬀered years of verbal abuse and illegal practices from
her new employer.

After leaving her job with our help she took her case to
an employment tribunal, where she was awarded
damages to be paid by her ex-employer of over
£100,000. Whether it’s Universal Credit, delayed ﬂights,
unmanageable debt or issues renting a home, 7 in 10 of
the people who came to us last year said we helped solve
their problem.
And we don’t stop there. Now more than ever we are
using our unique insight into the issues people are facing
today to show big organisations and the government
how they can make things better for people. We
challenge prejudices and assumptions in order to solve
problems and make people’s lives easier. Our campaigns
have contributed to real improvements in millions of
people’s lives — from changes to Universal Credit and a
price cap on rent-to-own products, to more rights for
renters and a better deal for energy consumers.
As we mark 80 years of Citizens Advice we are more
determined than ever to provide the advice and support
that people will need over the next 80 years and beyond.
Because that’s why we’re here. To give people the
knowledge and the conﬁdence they need to ﬁnd their
way forward - whoever they are, and whatever their
problem.
For everyone, for 80 years.
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Chair’s message
2018/19 has been a year of change and renewal for the trustee board with new trustees
joining the board and others leaving or stepping down. After serving her ﬁve year term
as Chair, Jean Rhind stood down, thankfully she has agreed to continue to support our
work as Vice Chair.

Jean took on the role of Chair at a time of crisis for the
organisation with a signiﬁcant threat to our funding, a
number of complex staﬃng issues to deal with, as well as
trustees resigning and the departure of a long serving
CEO. Throughout her time as Chair Jean has used her
considerable knowledge and experience, gained from her
career with the National Citizens Advice service to steer
both the board and the organisation, with calmness and
wisdom. She steps down with the organisation in a good
place. We are seeing more clients each year than ever
before, we have excellent relationships with all our key
stakeholders and a strong trustee board who have a clear
vision for our future direction. As incoming Chair, I’d like
to take this opportunity to thank Jean for her great
leadership and I look forward to working with her as Vice
Chair going forward.
Last year we also lost our long serving Council
representative, Cllr Brian Steele. Cllr Steele has served as
an observer, sharing his insight and considerable
experience, both as a local councillor and also as a Trade
Union leader, enabling us to make better informed
decisions. I would like to thank Brian for his signiﬁcant
contribution over many years and wish him all the best in
his future career as a local councillor. Hopefully he will
ﬁnd more time to spend with his family and enjoy his
allotment, now that he has retired from work.
I’d also like to thank all my fellow trustees for the time
and commitment they have given to the service this last
year, your contributions make a diﬀerence and are
appreciated.
Last year we started the year with only ﬁve trustees and
the board made it our priority to recruit some new
members to help us take the organisation forward.
Thanks to a lot of work by Rachel Daley, our Partnership
& Development Manager, we were able to select ﬁve
excellent new trustees, from a wide diversity of
backgrounds. As a consequence we have been joined by
Sarah Dean who works in young peoples services, Mike
Taylor a HR manager with the Co-op, Dave Taylor an
experienced Operations/Project Manager who is now
working in the Fire Service, Ruby Smith who has held a
number of senior roles in the Voluntary sector and now
works with the Prince’s Trust and Julie Hollingworth a
marketeer by background who successfully ran her own
business for a number of years. I’m sure they will each
bring a lot of new energy and experience to the board
and I look forward to working with them all as we take
Citizens Advice Rotherham forward into the next decade.

One of our key priorities over the last few years has been
to build a much more sustainable ﬁnancial position to
ensure we can continue to provide our key services to the
people of Rotherham and District. Last year, under the
careful management of Melanie Mitchell our Finance &
Resource Manager, we were able to signiﬁcantly increase
our reserve fund. This increase has come about through
some successful fundraising by our CEO Nick Bussey, also
through our staﬀ team hitting and often exceeding
project targets and through a year of careful spending
decisions. We look forward to another year of careful
ﬁnancial management as we focus on reaching our goal
of three months unrestricted reserves.
Do take time to read all the diﬀerent articles in this year’s
Annual Report, it’s been another great year and we have
achieved so much, as this reports highlights. We have an
amazing team of staﬀ and volunteers, who together help
deliver such an important advice service to our
community. On behalf of the trustees I’d like to say how
much we value you all, and I hope you will continue to
enjoy working with Citizens Advice Rotherham for a long
time to come.
Finally, I’d like to take this opportunity to thank
Rotherham Council for their continued support and all
our other partners and funders for helping us to make
such a diﬀerence in the lives of local Rotherham people.

Nick Kitchen
Chair
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A word from our CEO
Following two years of signiﬁcant change the last twelve months has seen a period of
stability within the organisation that has allowed us to focus on improving our service
oﬀer, developing new services and rebuilding our somewhat depleted reserves. It is no
surprise that this coincides with the ﬁrst year of a three year grant agreement from
Rotherham Council.
Not only did they agree to roll forward our previous
funding, they increased our funding to allow us to recruit
a two days per week Immigration Advisor, who is now
operating at OISC Level 2. We are very grateful to the
council for their continued support.
Another aspect of our funding from the council was that
we now hold the lead contract for advice in Rotherham,
with Kiverton Park Independent Advice Centre receiving
£27,000 from our new contract with the council. This has
been beneﬁcial insomuch it has ensured greater
collaboration in service design, resulting in improved
access to advice for clients, as we have worked closely
together to align our service oﬀer, meeting growing
advice needs across the borough.
We have also seen a lot of positive changes in terms of
our service oﬀer. The new Initial Check system has
resulted in the service seeing higher numbers of
vulnerable local people and those people are having to
wait less time before they are seen. You can read more
about our Initial Check service oﬀer in article from
Gemma Fells later in the annual report. As a consequence
of our Initial Check system we have seen our waiting
times for appointments reduce from 10 weeks down to 3
weeks and the Debt Team are now able to see clients the
following week following changes to how they are
delivering their service. These changes have resulted in a
signiﬁcant drop-oﬀ in clients who were not turning up to
their appointment and means we have been able to help
more people.
This year has also seen the introduction of a number of
new projects and services. I have already mentioned the
Immigration Service, we recruited Emma Kyﬃn to the
post of Immigration Adviser in June 2018. Emma has
quickly built our reputation as the go to immigration
advice agency in the Rotherham voluntary sector and we
are now helping 100’s of people with complex
immigration advice needs each year. You can read more
about our immigration service and the impact Emma has
been having on the lives of her clients in her article later
in the report.
Another new project that we were successful in bringing
on board is the Cancer Advocacy Service. This is a
partnership with Macmillan who are funding the service
through their Living With and Beyond Cancer fund,
awarded to the Rotherham Clinical Commission Group. In
July 2018 we recruited Julie Cox as Project Manager and
Kirsty Fields as Development Oﬃcer, together they have

set-up the service, recruited 12 volunteer advocates and
promoted the service to a wide range of statutory,
voluntary and commercial partners. Kirsty has also
helped to roll out a new online referral tool called
REFERNET, this is designed to take the stress out of clients
being signposted all over the place, allowing agencies to
seamlessly refer clients from one service to another.
Initial take-up has been steady and we hope REFERNET
use will continue to grow, making it easier for clients to
access a wide range of advice and information services
across the borough. To ﬁnd out more about about this
service and the impact it has been having on the lives of
cancer patients and their families Julie Cox has shared a
case study later in the annual report.
Taking a step away from the traditional project
development model, Rachel Daley has established a new
partnership with a local business who were interested in
paying us to deliver in house advice and information
service to all their employees. Emma Kyﬃn took on the
adviser role and invested a day a week visiting the
company, meeting staﬀ and helping them address any
problems they may have. Feedback has been excellent, so
much so that we are now developing this service oﬀer to
two other companies in their group, with a view to
bringing in additional staﬀ time to help deliver the
service. The project launched in June 2019, after many
months of discussions and you can read a little more
about it later in the report.
It feels like it has been a successful year for Citizens
Advice Rotherham, not only have we developed a number
of new projects and services, we have helped more
people, while putting £56,000 back in to our reserves. All
of this would not have happened without the support and
enthusiasm of our fantastic team of staﬀ and volunteers
who always go the extra mile. Their commitment and
positivity has underpinned all our successes and ensure
that we go into 2019/20 looking to build the service even
further, as we seek to deliver a gold standard local advice
service to the people of Rotherham and District.

Nick Bussey
CEO
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Immigration
Since June 2018, we have been delivering our Immigration Advice Service. The impact
of this service has been further enhanced this year by our successful registration with
the Oﬃce of the Immigration Services Commissioner at level 2. This means we are now
able oﬀer advice to the most vulnerable and take on complex casework for those who
most need it.
Since legal aid was abolished for most immigration
matters, there is high demand for quality advice that is
accessible to all.
In 2019, successes for our clients have included obtaining
leave to remain for partners of British citizens and securing
the rights of children born in the UK to foreign parents by
registering them as British citizens.
Additionally, with Brexit weighing heavily on the minds of
many of our European clients, we have strived to raise
awareness of the need to secure rights under the new EU
Settlement Scheme and have helped many to
gain status. European clients have been
impacted adversely by many incorrect
decisions in recent months by the DWP
refusing access to Universal Credit on
the basis that they lack a “right to reside”
in law. Refusals on this basis are diﬃcult
for a client to challenge without specialist
help.
We have been able to combine our
specialist immigration and welfare
beneﬁts expertise to provide essential
cross cutting advice to clients to overturn
wrongful refusals. We have also
provided bespoke immigration training
to our Help to Claim team in order to
identify claims where residence issues
are likely to arise and to prevent
wrongful refusals at an early stage,
avoiding the inevitable hardship caused
to European clients who are in need of
this vital subsistence beneﬁt.

“We have strived

to raise

awareness

I have felt

totally
supported

of the need to

secure
rights”

throughout my

volunteering
journey

Nick Bussey
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Case study
In March, we saw a client who had been refused Universal Credit and was in desperate
need. She was a Polish single mother, unable to work due to ill health and without income
for 4 months.
Unable to pay her rent, she was facing eviction and
harassment from her landlord. She was reliant on food
banks, had no money to pay her bills and was unable to
take her 10 year old daughter to school because she
could not aﬀord the bus fare.

The emotional and ﬁnancial toll on this client was
devastating. We were able to establish that the client
had a complex right of residence and took on the case.
A simple appeal would have succeeded but would have
taken months and the client was facing destitution.

“Within two
weeks the
client had
received

over

£4000
in backdated
payments”

Instead, we sent an urgent pre-action letter to the DWP
Legal Team setting out the client’s right of residence
under immigration law and threatening an action for
judicial review.
Within two weeks, the client had received over £4,000 in
backdated payments and the decision had been
overturned.

Emma Kyﬃn
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PMS
June 2019 saw the start of our new Employee Advice Service project in collaboration
with PMS Diecasting Ltd.

This outreach project aims to improve staﬀ
wellbeing by having an adviser on site one
day each week, providing advice and
support to staﬀ on a broad range of issues.
The feedback from staﬀ has been excellent
and the high demand for the service has led
to the project being extended.
We have been able to secure favourable
outcomes for clients on a range of issues
from consumer through to immigration,
relieving a great deal of stress and anxiety.
The outreach service has also undoubtedly,
empowered many clients to take action who
were previously unaware of their rights. We
have helped them to enforce rights they did
not know they had before they stepped
into our outreach oﬃce.

Emma Kyﬃn

“This
outreach
project
aims to

improve
staﬀ

wellbeing”
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Initial check
As an Initial Checker, it is my role to see every client that comes to our oﬃce to help
establish how we can help and support them with their situation.

I ensure excellent customer service is provided at all times to
ensure that as an organisation we deliver the best service we can
for our clients. A key expectation of Citizens Advice and myself is
that clients coming through our doors are seen in-house rather
than signposted elsewhere.
As ﬁrst point of contact in a client’s advice journey, it is
essential that I gather as much information as possible
during the initial check regarding the clients issue to
ensure the client is seen by the correct advisor going
forward, this is usually a quick and simple interaction
with the client to fact ﬁnd all relevant information,
and to establish how we can best support the client.
I identify any speciﬁc needs the client may have
such as language barriers, hearing loss,
vulnerability etc. I feel it is essential that I make
the client feel at ease and ensure they know it
is conﬁdential so they feel they can disclose
all relevant information relating to their
issue.
Often seeing how anxious clients can be
when they ﬁrst come to the oﬃce, I ﬁnd it
incredibly satisfying knowing I have played
a part in supporting them deal with their
problem, and help relieve them of some
of their worries.

Gemma Fells

“Excellent
customer
service
is provided
at all times”
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Cancer Advocacy Project
‘W’ was referred into the Advocacy Service by a Citizens Advice Debt Advisor.
W’s wife had terminal cancer, and was in and out of
Rotherham Hospital because of her illness and although
she would soon be stable enough to go home W was
worried that the hospital would not discharge her as the
boiler at their home was broken and they didn’t have hot
water.
In addition to oﬀering W emotional support, we referred
the family to Rotherham Stay Put Service at Yorkshire
Housing who installed a new boiler for the family free of
charge. We also made a referral to the Macmillan
Beneﬁts team for a special rules PIP application.
Less than a month later W contacted the advocacy service
to thank us for organising the boiler, but also to raise
concerns that the DWP had not yet made a decision on
his wife’s PIP Claim. An advocate contacted the DWP on
his behalf and discovered that they had the
wrong information about the claimant and
that correspondence had been sent to
the wrong address.

We were able to provide the correct information and
contact details and an award of the top rate for personal
care and mobility was agreed and back-dated to the
date of the original claim. Sadly, W contacted the service
again at Easter to let us know that his wife had passed
away. We assisted him in making an application to the
DWP for funeral costs and the Help to Claim team
assisted him in making a universal credit claim (a
prerequisite for help with funeral costs). His Debt
adviser was able to negotiate the cancellation of all
debts owed by W’s wife.

Julie Cox

“The
top rate

for personal care
and mobility was

agreed”
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Volunteering with
Citizens Advice Rotherham
I applied to become a volunteer as I had ﬁnished 4 years at University, but felt like
there was something missing from my experience.

Although I had learnt about issues aﬀecting society, I hadn’t
interacted with the people that are feeling the impacts, and this is
something that is needed in order to create any kind of move
towards progress in societal issues. As a volunteer I am able to use
the skills and knowledge that I have learnt at university but also
build new skills that will help me progress in later life.
The thing I enjoy most about volunteering for Citizens Advice is
empowering clients to be able to take control of the issues in their life
that are burdening them. Not everyone in society feels like they have
a voice or know the options that are available to them and so making
resources and information accessible to clients and opening up
solutions to their issues that were previously closed oﬀ to them is
what the job is all about.
Overall I’ve found my experience as a volunteer both
challenging and exciting. Every day is diﬀerent and the
issues that clients present are always changing and
that is what makes me love my role. In addition to
improving my knowledge of general advice, I believe
that through being a volunteer I have experienced a
lot of personal growth; it has boosted my conﬁdence
in problem solving, advice giving and my ability to
engage with other people.

Shannon Court

“The thing I enjoy

most about volunteering
is

empowering

clients”
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Making a diﬀerence in
Rotherham - 2018/19 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

£1,466,921

Debt written oﬀ

Clients

8,816

Client
contacts

19,847

£761,900

Enquiries

21,628
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Making a diﬀerence
in Rotherham
Vision 2022
For
everyone,
for 80
years

Free,
conﬁdential advice.
For everyone.
We’re here to give youthe knowledge and conﬁdence
you need to ﬁnd your way forward.Whoever you are,
and whatever your problem.
Visit citizensadvice.org.uk for free online advice or
you can get in touch with your local Citizens Advice.

As part of a national service we have
collaborated with other local Citizens
Advice services and the national
Citizens Advice, to develop our Vision
for 2022 document (see below). This
lays out our aspirations for developing
the delivery of advice nationally and
locally and at Citizens Advice
Rotherham will be working hard to
deliver on our vision in the coming
years.

Age of clients
<25
25-29
30-34
35-39

Channel

40-44

140

45-49

595

50-54

1,354

55-59
60-64
65-69

6,727

70-74
75+
Face to face

Adviceline

Webchat

Home visit

1% 2% 3% 4% 5% 6% 7% 8% 9% 10%
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2018/19 client enquiries
by category
The following table gives you a breakdown of our 2018/19 enquiries. As always, our two biggest
areas of work remain debt and welfare beneﬁts. We have seen a big take-up of immigration
advice since appointing a part time level 2 immigration advisor. The roll out of Universal Credit
is beginning to see an increase in welfare enquires and other changes to the beneﬁt system are
also impacting on demand for advice. Looking forward, as we invest more staﬀ time on the
adviceline we expect that will result in higher numbers of client contacts, but with a more
diverse range of issues.

Issues
Debt

13,402

Beneﬁts

6,191

Housing

734

Employment

604

Immigration

538

Legal

437

Consumer

435

Other

4,727

Ethnicity
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White British

82%

White other

5%

Asian

6%

Black

3%

Mixed race

1%

Other

3%

Accounts summary
Statement of ﬁnancial activities for the year ended 31 March 2019.

Income &
endowments from
Donations and legacies

Unrestricted
funds
£

Restricted
funds
£

Total funds
2019
£

Total funds
2018
£

13,564

9,900

23,464

30,204

200,000

455,244

655,244

539,761

3,757

-

3,757

1,802

-

-

217,321

465,144

682,465

571,767

1,853

2,829

4,682

4,144

Charitable activities
Charitable
Other trading activities
Investment income
Total

-

-

Expenditure on
Charitable activities
Support costs
Management costs

30,814

29,176

59,990

73,864

Charitable

140,542

423,178

563,720

510,782

Total

173,209

455,183

628,392

588,790

Net income/(expenditure)

44,112

9,961

54,073

(17,023)

Transfer between funds

6,641

(6,641)

-

-

Net movement in funds

50,753

3,320

54,073

(17,023)

61,626

3,900

65,526

82,549

112,379

7,220

119,599

65,526

Reconciliation of funds
Total funds brought forward

Total funds carried forward
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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
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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