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Our service is invaluable to our  

local community and without our  

volunteers we would not have a  

service to offer.  

 

The volunteers role can be very  

demanding and at times stressful, but 

each and every person that  

volunteers gives more than is asked.  

 

We would like to take this  

opportunity to thank our  

volunteers for their continued hard work 

and commitment. 



4 

Need advice? 

 

Whoever you are…whatever the problem. 

Visit us 

Bognor Regis Advice Centre 
 

Town Hall 
Clarence Road 
Bognor Regis 

PO21 1LD 
 

Admin Line 01243 866233 
Fax 01243  824981 

 
Opening  Times 

 
Monday—Friday  

10:00am - 4:30pm 
 

Chichester Advice Centre 

East Palllant House 
1 East Pallant 

Chichester 
PO19 1TY 

 
Admin Line  01243 776528 

Fax 01243 538914 
 

Opening Times 
 

Monday—Friday 
10.00am - 4:30pm 

Littlehampton  Advice Centre 

14/16 Anchor Springs 
Littlehampton 

BN17 6BP 
 
 

Admin Line  01903 725960 
Fax 01903 733237 

 
Opening  Times 

 
Tuesday—Friday  

10.00am - 4:30pm 

Outreach Sessions 

Bognor Job Centre  
10:00am—1:00pm 
Every Wednesday 

 
Midhurst  9:30am - 12:00pm 

Every other Thursday  
by appointment 

 

Outreach Sessions 

Selsey 9.30am—12.30pm 
Every Monday 

 
West Wittering  9:30am -11:30am 

First Thursday of each month 
 

Chichester Job Centre 
Every Wednesday 10.00am-1.00pm 

 
 

Outreach Sessions 

Littlehampton Job Centre   
10.00am—1.00pm  
every  Wednesday 

 
Rustington 10:30am—11:30am 

Every Wednesday  
by appointment 

 
Amber House 10.00am—1:00pm 

Every Thursday 
 
 

Advice by phone 

            Advice by email 

Website: www.arunchichestercab.org.uk  

http://www.arunchichestercab.org.uk
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Our core service 

Arun and Chichester Citizens Advice (ACCA) is an 

independent charity and a member of the Na-

tional Association of Citizens Advice.  

We provide independent, impartial and  

confidential advice free of charge to all Arun & 

Chichester citizens. We are dealing with a wide 

range of matters including debt problems,  

benefit issues, employment, consumer, housing, 

immigration and relationship breakdown. 

Our open door 'drop-in' service enables the  

client to get face-to-face advice on the next step 

they need to take. Trained volunteers provide an 

initial assessment of clients’ needs and help with 

some basic information. We might book them an 

appointment if the issue is a bit more complex 

or arrange for the client to see a specialist  

adviser.  

During 2017/2018 Arun and Chichester Citizens 

Advice saw 11,212  clients. 

Advice options 
Although face-to-face advice has  

always been the cornerstone of our  

service, Arun and Chichester Citizens  

Advice also offer alternative methods by 

which people can access advice.  

 

Advice by Telephone/Email/Webchat 

Arun and Chichester Citizens  

Advice have a dedicated team of  

volunteers who staff the  

Telephone Advice Line, deal with  

issues via email and webchat.  This  

provides a first point of contact for callers 

to receive prompt information and also 

acts as a gateway through which clients 

that need full advice and support, can be 

referred to  Advisers in our Centres. 

 

Citizens Advice website 

The Citizens Advice online guide  

https://www.citizensadvice.org.uk/ is a 

comprehensive source of advice available 

to anyone at any time, offering practical 

and reliable information.  

 

https://www.citizensadvice.org.uk/


6 

Chairman’s message  

Citizens Advice in Arun and Chichester has         

continued to play an important role in the local 

community by providing free, independent,        

confidential and impartial advice to more than 

13,000 clients on a broad range of topics. Once 

again, our top four areas of advice in 2017-18     

related to benefits and tax credits, debts, housing 

and employment as it became increasingly clear 

that Universal Credit will place increased demands 

on our service as the rollout gathers pace in the 

coming months and years. While face-to-face      

advice continues to be the cornerstone of our  

service, we saw an increased demand in other 

channels, notably webchat, and we expect this 

trend to continue. 

We have influenced policy-making at a local and 

national level through the exceptional work of our 

Research and Campaigns team which is an              

important complement to our advice service. This 

group is increasingly influential and carried out a 

number of successful campaigns in 2017-18,     

including but by no means restricted to the       

impact of Universal Credit, which are described in 

this Annual Report. 

The Trustee Board approved a deficit budget for 

2017-18 in anticipation of the reduction in income 

following the run-down of the “Pension Wise”   

service in our centres and our decision to invest in 

pilots of new services, including the provision of 

advice from GP surgeries and a domestic abuse 

safe house. Consequently, the accounts show a 

loss for the financial year 2017-18 of £71,975 

which includes the one-off costs for the          

Chichester office relocation. While this is a       

substantial amount, it is not a cause for alarm as 

we had sufficient reserves in place at the start of 

2017-18 to cover this planned loss and we have 

ended the year with a still healthy, albeit lower, 

level of reserves to carry forward into the future. 

During 2017-18, we reduced our cost base and 

achieved a modest increase in income through 

additional projects which will mostly be realised 

in 2018-19. As a result, we have been able to set 

a break-even budget for 2018-19 which we     

expect to achieve following the decision of our 

core funders in the County and District Councils 

to extend our current contract by a further year 

until the end of March 2019. Nevertheless the 

financial climate remains challenging for both 

ourselves and our funders, and the outcome of 

discussions about the new core services         

contract, which are now taking place in earnest 

together with our partner Citizens Advice        

organization in West Sussex, will be key to      

determine the scope of services we will be able 

to provide from 2019-20 onwards. We  

appreciate the strong support of our core  

funders and are optimistic that we will be able 

to come to a mutually agreed outcome which 

will enable us to continue to provide a high level 

of service to the local community. 

I would like to conclude by thanking our funders 

in the local authorities who continue to support 

us in the face of tremendous financial pressures. 

We really value this support and will continue to 

play our role in early interventions by helping 

our clients find a way forward before their     

problem becomes a crisis. I also would like to say 

a massive thank you to our staff and volunteers 

without whom we couldn’t provide the service 

that we do, and certainly at nowhere near the 

level of cost that we’re able to deliver it. It’s    

truly heart-warming that so many people go 

“above and beyond” to help others in their local 

community. Finally, I’d like to thank my fellow 

trustees for continuing to provide sound        

governance to the organization and Luca Badioli, 

our Chief Officer.  
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Chairman’s message  

Luca took over the CEO role from Carol Groves 

in January 2018, following Carol’s retirement, 

and has continued to drive the service forward 

after a seamless transition. Luca has the full 

confidence of the Trustee Board and we owe 

him and his team a huge debt of thanks. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Geoff Palmer 

Chairman 

Like our work? 
Why not get  

involved? 

See Page 12 to 

find out about 

volunteering 
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CEO’s message  

The year 2017 to 2018 has been quite an exciting 

year for me as I was appointed, following Carol 

Groves retirement, as the new C.E.O. The support 

and encouragement from volunteers, members of 

staff and some stakeholders in applying for the  

position has been amazing and has been highly  

appreciated.  I can honestly say that it is an honour 

to be able to lead this organisation. 

During this year Arun and Chichester Citizens Advice 

continued to develop, we tested two new services 

and used our data more constructively and  

effectively as you will see from the rest of the  

report. 

It is important to us that our funders, stakeholders 

and clients are confident in the service we deliver 

and we are therefore pleased to report that we 

have achieved the highest scores possible for  

Financial Health Monitoring, Quality of Advice,  

People Management and Leadership Self-

Assessment. 

Last year Citizens Advice nationally reported that 

there was insufficient data to provide robust  

evidence on  our client’s experience. 

We have therefore undertaken our own yearly  

survey and can report that 99% of clients surveyed 

were either happy or very happy with our overall 

service and that 100% would use our service again. 

The full results are detailed on page 10 of this  

report. 

Times are tough for the charity sector and            

competition for project funding is high. However, 

we continue to look at alternative partnership    

working and funding streams. 

Last year we reported that our trustee board agreed 

to use our reserves to test two possible new  

services. 

These  pilots were  aimed at delivering a  

service to patients of the Westcourt Medical 

Centre and at Amber House (a local domestic 

abuse safe house) in view of giving us a better 

understanding of the links between giving  

advice and improvement of mental health/

wellbeing. 

With both pilots, we used a shortened version 

of the Warwick Edinburgh Mental Wellbeing 

scale to measure our clients wellbeing before 

and after our intervention. 

The data gathered showed that there was a 

clear improvement in our clients’ mental well-

being and the scores that show the two most 

significant impacts were: 

 Our clients better able to make up their         

minds about things; and:    

 Feeling more optimistic about the future. 

After the initial six month pilot we were 

fortunate to obtain some funding to enable 

us to continue to deliver these services and 

we now plan to expand these services to  

other locations.  

 

During 2017-2018 many local authorities and 

charities, including us, were concerned about 

the implementation of the Universal Credit 

Full Service in our area and the increased      

demand on their services. 

We took part in a national campaign to “fix 

Universal Credit” and we highlighted the issue 

by contacting our MPs, writing articles in local 

news-papers and arranging interviews with 

the BBC Sussex radio station. 

We researched data from national Citizens 

Advice, other Citizens Advice where the  

Universal Credit Full Service had already been 

implemented and the Department of Work 

and Pension, and we were able to report to 

the District Councils and the County Council 

on the likely increase in demand on our  

services directly linked to Universal Credit. 
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CEO’s message  

This led to partnership working between local  

authorities and the Department of Work and Pension 

(DWP), and to the District Councils sub-contracting us 

to deliver a Universal Credit Support Service for UC  

claimants that are unable to budget and need digital 

assistance in submitting their on-line claim. 

Going forward we are committed to expanding our 

services, and we will continue to establish strong  

partnership working and to be creative in finding  

alternative sources of funding . 

 

I am also very pleased to report that we finally moved 

to the Chichester District Council premises on the 31st 

July 2017. The move went smoothly and the staff at 

the Chichester office and the staff of Chichester      

District Council are working well in partnership to 

make sure that our service users get the best possible 

service and experience. 

 

We have also continued to improve our service to the 

fuel poor and were able, in partnership with  

Arun District Council (ADC), to pilot a home visiting 

service to the most vulnerable fuel poor residents in 

the Arun and Chichester area. The ADC workers  

provided specialist energy efficiency advice and we 

advised on matters such as debt, welfare benefit and 

financial capability in order to maximise income and 

reduce general levels of poverty to ensure that they 

could pay their fuel bill and stay warm during the  

winter period. 

I would like to finish by thanking our board 

of trustees commitment, our staff and  

volunteers for always doing over and above 

what is expected of them and to all of the 

small and big funders. Without you we 

would not be here! 

 

At Arun and Chichester Citizens Advice we 

care and we are passionate about helping 

people in our community. We look  

forward to providing high-quality advice 

services for many years to come!   

 

 

 

 

 

 

 

 

 

 

Luca Badioli 

Chief Executive 
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Making the difference 

Client satisfaction is part of the Arun and Chichester Citizens  

Advice quality assured standards. The views of people who use our 

services help to shape the planning, delivery and evaluation of our 

services. 

Arun &Chichester Client Satisfaction Survey results 2017-18 

The report covered 79 clients surveyed during March 2018 and the Opening Times and Waiting Time 

totals could be even better. One client put Not Happy against all the questions but then said they 

would use the service again and recommend it to friends, which would suggest that incorrect replies 

were selected. There was a slight issue with Waiting Times. 
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Finance Manager’s message 

As was the case last year, the difficulty in  

obtaining additional project funding to support 

our core service has put a strain on our reserves 

for a second year. 

We have continued constantly to review our  

expenditure including our lease contracts and 

have been successful in negotiating competitive 

rates on some of our contracts that expired  

during the year, for which we should see the  

benefit going forward into 2018/2019. 

In last year’s report you may remember that we 

had put aside designated funds for our premises 

move in Chichester which took place in July 2017. 

Due to the commitment and support of our staff 

and volunteers and the external organisations 

that assisted in the move, we did not use all the 

funds that we put aside and were therefore able 

to transfer this back to our unrestricted funds. 

We are pleased that we took part in the Citizens 

Advice pilot for financial health monitoring in 

2016/2017 as any of the teething problems we 

had were resolved by the time it became  

mandatory in April 2017. The dashboard reports 

we receive from Citizens Advice give clear  

information on how we are performing financially 

and also compares us to other Citizens Advice of a 

similar size which is useful for our Trustee Board.  

Looking ahead into 2018/2019, whilst still hard 

to obtain, there has been some funding  

opportunities that not only enables us to  

support our clients further but also allows us to 

apportion some of our overhead costs  thus 

reducing the impact on our reserves which we 

rely on to invest in the future of the  

organisation. 

Leading on from this, due to the change in the 

way our clients wish to access our service we 

are looking to invest some of our reserves into 

our IT and telephone systems so that we can 

provide a more streamlined service and enable 

our clients to contact us via various channels.  

Tracy Rablin 

Finance Manager 
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Volunteers  

Volunteers account for around 80% of the Citizens 

Advice service. Arun & Chichester Citizens Advice is 

fortunate to have the services of around  

110 volunteers, without whose energy, expertise and 

commitment we could not operate.  

The volunteers help our clients to understand their 

rights and responsibilities and empower them to take 

control of their own situations by giving them the  

advice and information they need in order to make 

informed choices and decisions.  

 

Many of our volunteers go into paid  

employment as a consequence of the training 

and support they receive as a volunteer, and 

some of that employment stays within  

Arun and Chichester Citizens Advice.  

 

If you are interested in being part of our 

team, or want further information, please  

visit our website: 

 

www.arunchichestercab.org.uk/

volunteer/volunteering 

Volunteer story 

I started as a volunteer adviser at Citizens Advice seven years ago after I had finished my 

last permanent job as a finance manager. Since then I have had periods as a volunteer and 

times when I have been away working on short-term contracts. I have now progressed 

more fully into retirement and with more time I am developing as a specialist debt adviser. 

Volunteering for Citizens Advice helped when I was looking for contract work as it kept my 

brain in gear and I could refer to it in my CV to account for how I used my time purposefully 

between jobs. It was particularly helpful for one job, which required experience of web  

information systems. We use several of these when advising clients, such as our own  

Adviceguide website, so I was able to draw on that at the interview and use this experience 

in doing the job. 

 

Having been used to a full work life, my volunteering now helps provide some structure to 

my week that I can plan other interests and family activity around. I enjoy the variety of  

issues that we deal with and the mental challenge in research and problem solving.  I also 

enjoy the contact with our wide range of clients and the other volunteers and paid staff.  

I have always been interested in current affairs and helping with clients’ issues makes me 

much better informed on how society and government policies are operating. 

 

Citizens Advice offers a variety of ways to volunteer. I have found it great for occupying my 

time in a way that I enjoy and is worthwhile. 
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Operation Manager’s message - Danni Colclough 

This year we have continued to develop our  

recruitment process, attracting a record number of 

volunteers for a variety of roles. We have expanded 

the voluntary roles available so that those who do 

not wish to provide advice, or look at the Research 

and Campaigns roles, still have a place within the 

organisation. We are now recruiting for roles such 

as bid writing and fund raisers and looking at the 

skills our volunteers already have as they join us. 

We have developed our taster days further, to  

ensure potential volunteers fully understand the 

commitment required to training and the types of 

scenarios they could deal with in centres. We will 

be looking at target driven recruitment over the 

next year to ensure that the recruitment process 

continues to be diverse and inclusive.  

 

In the next year we will continue to focus on the 

recruitment and training of our volunteers.  We 

want to improve our client’s journey by developing 

the multi-channel services we offer e.g. delivering 

more full advice digitally (via email or webchat) for 

clients who can’t attend a centre. We have              

analysed how our clients use our services and there 

appears to be a preference for an outreach in some 

rural and close-knit communities. We have already 

begun opening new outreaches and developing the 

services available. Over the next year we will 

attempt to strengthen our outreach team and     

expand this for better access.  

 

Securing more outreaches in central places such as 

jobcentres and council offices has helped us to   

further build and open new opportunities for  

working with existing partners.  We will continue 

to strive to ensure our client’s journey for  

seeking free, independent advice will  develop to 

answer the demands of our local community in 

the best way for them. 

With the roll out of Universal Credit imminent 

during the last year we have concentrated on 

ensuring our teams have had training and are 

able to support our clients with UC, and  

deliver budgeting advice to those who will 

need to be supported through periods of non-

payment. We have also provided our teams 

with guidance and training to digitally support 

clients through the new UC online claims  

process. We continue to learn and develop the 

services we provide to help the local  

community transition to Universal Credit.  

 

Last year saw a number of changes, one of our 

centres moving into new premises and  

Universal Credit being implemented. We have 

been very lucky to have a great team of  

volunteers and staff to help us continue 

providing a much needed and necessary  

service. We say it all the time but it just would 

not be possible without them. Thank you.  

Danni Colclough 

Operations Manager 
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Projects 

Domestic Abuse Outreach Project – Amber House 

Amber House is a Community assisted refuge in Littlehampton, run by Safe in Sussex. This refuge is 

based on a Dutch Model, the refuge location is known by everyone and the Community help them out 

by providing donations. 

We ran a 6 month pilot outreach service there every Thursday morning from October 2017 to April 

2018.  We assisted clients with debt, housing and benefit advice resulting in a monetary gain of 

£8520pa with a one off payment of £490, we were also able to assist some clients in  finding  accommo-

dation as well as work, and on a few occasions, we helped them to complete court forms to become 

safer in their own homes.  For one client, we managed to gain a grant so that she could have all her 

window and door locks changed and provide a bed for a child.  

Our data shows a significant rise in the clients’ wellbeing from the start to the end of our intervention 

with them within the pilot. Since the pilot ended, we have run a volunteer service every other Thursday 

morning which is widely needed by the community as so many survivors are not able to access the 

offices.   

  

Using the Office of National Statistics (ONS) Short Warwick Edinburgh Wellbeing Measure 

Scale (SWEBWMS) scoring techniques, we adopted the two-stage approach – measuring the 

clients well being before our advice intervention and after.  
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Projects 

Home Visiting Project  

Since its inception 5 years ago, the home visiting service has provided benefit advice to             

vulnerable, disabled clients who would otherwise be unable to access our service. We provide 

the service throughout Arun and Chichester including rural areas. Our home visitor provides        

practical help in completing benefit forms and benefit checks to the more complex submissions 

to Her Majesty Court and Tribunal Service (HMCTS) to assist clients with benefit appeals.          

The project is funded privately and the benefit to the community 

is clear with an average benefit award of £4,166 per client per an-

num. The home visitor will also check if ancillary benefits such as a 

blue badge can be obtained which ensures improvement of quality 

of life. The project is in  its 5th year and has seen substantial in-

creases every year. The service user’s mental heath also improves 

because of the service we provide.  

This project is funded with £20,000 

per annum from a private donor.  

Over the past 5 years, the total        

conservative estimate of the  

on-going financial value to the local 

community is a staggering 

£5,979,828       
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Team Leader’s messages 

I started with ACCA just over 3 years ago as a 

volunteer following a decline in health which 

meant I was unable to continue in my previous 

role . Since starting, I have covered the Selsey 

outreach and been the classroom trainer as 

well as a supervisor and have gathered           

experience working in other roles for other 

charities. I have always wanted to work           

full-time for ACCA as I find the passion and   

support offered by both volunteers and paid 

staff makes for a great working atmosphere, as 

well as being a workplace that feels like you 

make a difference every day.  

My new role involves leading in training and 

recruitment, as well as some of the outreaches 

and projects. Already, the training team have 

redesigned a new Learning Journal to help    

volunteers and supervisors understand the 

training process more, as well as meaning     

volunteer advisers will be able to work with 

clients sooner and in a way that fits more with 

our local centres’ needs. Additionally, the    

Universal Credit Support project is now fully up 

and running and we are looking at how we can 

best inform and reach the community to       

ensure they utilise this crucial service. 

Charlie Young 

Team Leader 

Cath Naylor 

Team Leader 

I have been with ACCA for 6 years. I started as 

a volunteer when my daughter was in  

primary school and I could give my time 

around school hours. My background was    

operational as an Operations Manager at   

Gatwick Airport and I wanted to keep my 

skills current for returning to work.  I enjoyed 

the work at ACCA so much that when a paid 

role came up I applied and became the Home 

Visitor which enhanced my interest in 

‘Benefits’.  I trained as a  

Supervisor alongside my home visiting role 

and moved into a Supervisor position in 2014.  

Since August I have taken on a Team Leader 

role with my main responsibilities being  

Supervisors and Quality of Advice. I look  

forward to working together with the  

Supervisors to deliver quality advice to  

support our client’s needs.  
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Arun and Chichester Citizens Advice 
Client Profiles 2017-2018 
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Arun and Chichester Citizens Advice 
Vulnerable Client Report 2017-2018 
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Research and Campaigns 

What is Research & Campaigns?                                      
As a service we hold a huge amount of insight and data about the problems our clients and 
their wider communities face. 
With nationally two million clients each year this evidence is hard to ignore. We speak up 
about the policies and services that cause people problems. 
We can use this insight and data to do several things: 
 

 To help us research issues further 
 To influence decision makers to change policies and practices 

 To campaign to get decision makers to change policies and practices. 

 
How we use data and insight     
                                  
Research and campaigns deliver  the twin aim of Citizens Advice to improve the policies 

and practices that affect people’s lives.  When people’s voices need to be heard we come 

together to campaign on the big issues.  ACCA has a small team but has become very  

effective with the support of the whole organisation.   They work on the rich data from our 

clients and in addition form strong partnerships with other agencies and  

statutory bodies for the betterment of our community.  The R&C team works to  

positively enhance the reputation of ACCA. Any evidence gathered is used  

anonymously. 
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Research and Campaigns 

 

Universal Credit 

Universal Credit (UC) is the biggest change to the welfare system since its inception, bringing 

together 6 existing benefits. To claim UC you need to be digitally aware as an application has 

to be done online.  The aim of UC is to incentivise more people to start and progress in work.  

We followed Citizens Advices clear plan of communication with the local press, front page 

headlines.  We wrote to local MPs and local government.  Last October we were highlighting 

the cost of phoning the helpline which is now a Freephone number.  In November the          

government announced £1.68billion investment along with delaying the roll out and bringing 

in multiple  

changes to improve the delivery of UC.  We surveyed clients and raised awareness of the  

services required to support UC in West Sussex through our Digital Inclusion project using the 

output as part of our discussions with funders and the DWP. 

National Consumer week – ran from  

27 November ("Cyber Monday")  

 

#BeforeYouSign 

Focused on subscriptions and subscription 

traps.   This highlighted the issues consumers 

have when they’ve signed up for subscriptions 

unwillingly, and then face problems cancelling 

future payments . 

Big Energy Saving Week  

This year it was held in January rather than  
October.  We ran two events showing clients 
the value of Check – Switch – Save with  
Arun Home Energy Team.  We were able to 
assist one client make a large saving of £550 in 
his energy bill by switching provider . 
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Research and Campaigns 

Change of Address survey 

A new Direction:  How to make mail redirections 

fairer and more affordable for consumers. The  

report was published in July . Recommendations 

are focused around making the redirections service 

more affordable for consumers.  

 Survey on Post Office services for the disabled. 

 

Citizens advice published a report : 

The Customers Journey: disabled access to  

postal services.   

 

This report looks at each stage of a disabled  

customer’s journey to accessing postal services 

and outlines what’s important to disabled  

people at each stage and how well postal  

services are meeting their needs.  

Scams awareness month:  The theme 

was ‘Play your Part, Act on Scams’ 

We ran 3 events with West Sussex  

Trading Standards having ‘popup ‘stands 

in the foyer of local supermarkets.  We 

had excellent press coverage both locally 

and nationally raising the serious issues 

surrounding scams.  The campaign  

focussed on speaking to target groups of 

people who are vulnerable to being 

targeted by scammers.   
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     Helping people with benefit problems 

 

The client was advised to contact the PIP 

helpline to request the form. As the cli-

ent had difficulty getting to a Citizens 

Advice office he was offered a home 

visit for help with completing the form. 

A home visit was duly arranged and 

the client was given a list of paperwork 

to have available on the day of the ap-

pointment – i.e. prescription list, full 

name, address and phone number for his 

GP and any reports concerning his health 

conditions. 

The PIP form was completed and advised 

of the mandatory reconsideration pro-

cess which can be used if he is unhappy 

with the decision, i.e. the award is not 

given or is too low.  The client was also 

given details of the Appeal Tribunal    

process, to be used if the mandatory   

reconsideration decision was still          

unacceptable. 

 

 

How we helped the client.  

Following the client attending a PIP assessment he was awarded the daily living  component at the     

standard rate of £65.55 per week and the mobility component at the standard rate of £22.00 per week. 

The client was unhappy with this decision and decided that he would like to go ahead with the  

Mandatory Reconsideration process, which he did himself over the telephone.  The decision was not  

altered. With the help of a friend, the client attended one of our centres and we helped him complete a 

SSCS1 form (to request an appeal via a Tribunal). The client had been able to obtain additional medical 

evidence from his consultant and this was used to support the appeal.  It was emphasised to the client 

that it was very important that he attend the Tribunal in person and this he did, with the support of a 

family member.  

The client was delighted that the Tribunal decision amended the original award and he received a letter 

confirming he had now been awarded the enhanced rate for daily living, £83.10 per week and the         

enhanced rate for mobility, £58.00 per week.  These amounts will make a great difference to his financial 

situation.  As the client has been awarded the enhanced rate for mobility, he was eligible for the          

Motability scheme, whereby he would be able to lease a suitably adapted vehicle. 

The client can now claim for Housing Benefit and Council Tax Relief . The client will also apply for a Blue 

Badge, for their use and, also, when friends take the client out, so that disabled parking spaces in car 

parks can be used.  

C
a
s

e
 s

tu
d

y
   About the client 

The client contacted Citizens Advice via 

the Adviceline for assistance on possible 

benefits. The client had recently had a 

stroke and this, plus other health prob-

lems, means that they have mobility is-

sues and needs to use a wheelchair 

some of the time. The initial assessment 

of the client’s circumstances appeared 

to suggest that the client could be       

eligible for Personal Independence     

Payment (PIP) and may also qualify for 

Housing Benefit and Council Tax Relief 

depending on their financial circum-
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Our Aims and Principles 

 To provide the advice people need for the problems they face. 

 

 When people’s voices need to be heard, we come together to campaign on big issues. 

 

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. 

Our Vision Statement 

To be the first port of call: support and empowerment for a positive future. 

We seek to: 

 Continue to develop a high quality advice service, which meets the needs of the communities we 

serve. 

 

 Develop and maintain a workforce that is engaged and motivated, through training and support. 

 

 Raise awareness of our social policy work internally and externally, and contribute to researching 

and campaigning in respect of local and national issues. 

 

 Build a strong foundation for the future by continuing to stabilise our financial position. 

 

 Sustain a vision for the future which demonstrates honesty, integrity and a team spirit. 
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Our Aims and Principles 

To be the first port of call: support and empowerment for a positive future. 

We seek to: 

Trustee board 

We are grateful to the Trustees and others who have served on the Trustee Board:  

 

Chair                                Geoff Palmer  Elected 

Vice Chair                       Rodney Clare  Elected 

Treasurer                        David Willis  Elected 

Vice Treasurer               Alice McMillan Elected 

Company Sec.                Ken Poupart Elected 

Trustees                          Claire Armstrong Elected 

    John Galtrey Resigned 6/11/17 

                                          Andrew Hall  Co-opted 8/8/18 

    Alan Laybourn Resigned 31/8/17 

                                          David McTaggart  Elected 

                                          Glenda Sellens Elected 

                                          Jack Wheale Co-opted 12/3/18 
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