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Our service is invaluable to our  

local community and without our  

volunteers we would not have a  

service to offer.  

 

Even though the volunteers role can be very  

demanding and at times stressful. 

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. 
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Need advice? 

 

Whoever you are…whatever the problem. 

Visit us 

Bognor Regis Advice Centre 
 

Town Hall 
Clarence Road 
Bognor Regis 

PO21 1LD 
 
 

Opening  Times 
 

Monday—Friday  
10:00am - 4:30pm 

Chichester Advice Centre 

East Pallant House 
1 East Pallant 

Chichester 
PO19 1TY 

 
 

Opening Times 
 

Monday—Friday 
10.00am - 4:30pm 

Littlehampton  Hub 

Littlehampton Library 
Maltravers Road 

Littlehampton 
BN17 5NA 

 
 
 

Opening  Times 
 

Wednesday & Friday 

Advice by phone 

Website: www.arunchichestercab.org.uk  

Littlehampton  Hub 

Chilgrove House Community  
Centre 

Chilgrove House, Kimberry 
Wick, Littlehampton 

BN17 7JD 
 
 

Opening  Times 
 

Tuesday & Thursday 

Administration Line: 01243 866233 

Due to the pandemic, we are currently not offering a face to face service—please 

use our  phone lines below , webchat or visit our website. 

http://www.arunchichestercab.org.uk
https://www.citizensadvice.org.uk/about-us/contact-us/contact-us/web-chat-service/
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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 deal with a wide range of matters including 

debt, benefit issues, employment, consumer, 

housing, immigration and relationship break-

down.   

Trained volunteers assess the clients’ needs 

and provide initial information and advice. We 

might arrange further telephone appointments  

if the issue is more complex.  

  

During 2019-2020 Arun and Chichester Citizens 

Advice saw 9804 clients with 23,925 issues.  

Advice options 
Although face-to-face advice has always been the 

cornerstone of our service, due to the pandemic, 

we are currently not  

offering a face to face service.    

 

Advice by Telephone/Email/Webchat 

To make sure that people can still  

receive advice during these difficult times we have  

a dedicated team of staff and volunteers 

who man our Telephone Advice Line and, also,  

provide email and webchat advice. Our staff and  

volunteers can provide information,  

general advice, casework and even  

specialist advice through these channels.   

 

Citizens Advice website 

The Citizens Advice online guide  

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

comprehensive source of advice, available to  

anyone at anytime, offering practical and reliable 

information.  

 

https://www.citizensadvice.org.uk/
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Chairman’s message  

 This report coincides with the end of my term as Chair 
although I will continue to serve as a trustee. I would like 
to add my personal thanks to everyone I have worked 
with over the past 6 years and I look forward to continu-
ing to be part of this wonderful organisation which pro-
vides such a critical service to the local community. The 
trustees have elected Hugh Finlay, an experienced board 
member with outstanding credentials, as the new Chair 
and I am confident that the organization will continue to 
thrive and further develop with Hugh in this role. 

 

 

Geoff Palmer 

Chairman 

For many years, Citizens Advice has been a constant source of 
advice and reassurance for the thousands of residents in Arun 
and Chichester who come to us for help each year. Whether 
dealing with a single issue or a more complex set of circum-
stances, we have always been there to provide free, confiden-
tial, impartial and independent advice to those who need it. 
Over time, we have evolved our original model of providing 
face-to-face advice in high street  
locations to include advice by telephone, e-mail and  
webchat and we have expanded our reach into the  
community so that we can help people in locations closer to 
where they live, including a home visiting service for the most 
vulnerable who cannot access our services any other way. We 
have combined the insights we have gained through dealing 
with real-life issues with additional research in the community 
to influence policy-making at local and national level which has 
had a real impact.  We are a pillar of the local community and 
are proud of our record. 
 
Looking back over 2019-20, the first 11 months went  
according to plan. Under our CEO’s leadership, we  
expanded our range of services by securing additional  
project funding to supplement our core services, for  
example helping people manage Universal Credit through 
“Help to Claim” and expanding our energy advice and  
community outreach services. We also implemented a  
major re-organization of service delivery in Littlehampton to 
increase our reach to people in the community who need our 
services while reducing our costs.  A key responsibility for the 
trustee board is financial solvency and I am pleased to report 
once again that we achieved our financial goals in 2019-20 and 
that we retain a healthy financial position. Further details are 
in the Finance Manager’s report. 
 
In the second half of March 2020, everything changed for the 
people in our community as the implications of the  
coronavirus pandemic became clear. We needed to shut down 
our face-to-face service overnight but, thanks to a sterling 
work by our CEO and his team, we were able, without inter-
ruption, to continue to deal with a substantial increase in de-
mand with reduced staffing, with some of our staff and volun-
teers  
needing to self-isolate or provide care for others.  
 
The fact that we have been able to meet that challenge and 
provided the critical help to our local communities in these 
times is a major achievement and a huge credit to everyone 
involved. Luca, our CEO, his leadership team, and our amazing 
staff and volunteers have all gone above and beyond in dealing 
with circumstances which no one fully anticipated. This truly 
has been a team effort with outstanding support from our 
funders in the county and district councils along with and the 
other community organizations and Citizens Advice colleagues 
that we work with. The trustees and I would like to thank  
everyone who has supported us  through this period and for 
continuing to support us in the many difficult months ahead.  
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Like our work? 
Why not get  

involved? 

See page 12             

to find out about 

volunteering 
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CEO’s message  

The learning gained and finances secured through 2018-2019 
allowed us to start the year in a very strong position.  

Thanks to the Westcourt Medical Centre pilot and 
the relationship developed with health professionals and the 
CCG, in July 2019, we were able to start delivering a social pre-
scribing service at GPs surgeries within the Rustington, East 
Preston, Angmering and Littlehampton (R.E.A.L.) area.   

At Citizens Advice we are very aware of the benefit our advice 
service is to the wellbeing of the individual receiving it. Client 
wellbeing is at the heart of everything we do, and we 
are therefore very proud to be delivering the social prescribing 
service, enabling us to provide this extra level of support.  

Due to the Anchor Springs lease ending in 2019, we took the 
opportunity to consider how we could restructure and develop 
our current service to be more efficient for the residents 
of the Littlehampton community.  

We consulted our clients, our stakeholders, used findings from 
previous pilots and undertook surveys and concluded that we 
would be more financially sustainable and provide an im-
proved service by reaching out to the community through a 
variety of different locations instead of waiting for clients to 
come to us.  

With the support of Arun District Council and West Sussex 
County Council we set up drop-in hubs at the Chilgrove House 
Community Centre and at the Littlehampton Library. Access to 
our service was also still available through our adviceline and 
webchat platform.   

If clients needed more in-depth face to face advice, we 
booked them an appointment at one of the out-
reach venues nearer to them. These were strategically  
positioned to cover the whole Littlehampton area and to reach 
the most vulnerable.  
 
We set up outreaches at East Preston Parish Council, Rusting-
ton Parish Council, Littlehampton Job Centre, Amber House 
Domestic Abuse Refuge, Littlehampton Baptist Church (then 
also housing the local foodbank), Wickbourne Children and 
Family Centre and Yapton and Ford Village Hall.  

In order to deliver this effectively we centralised our admin 
team, invested in a new telephony system and 
learned to deliver remote supervision.  

The knowledge gained through delivering this 
new Littlehampton service gave us a very good starting point in 
being able to plan our COVID19 response.   

Thanks to the funding secured from the National Lottery we 
were also able to start delivering, in January 2020, an expand-
ed home visiting advice service to disabled persons and/or 
their carers.   

 

 

 

We also started a Dementia Support Advice   

outreach service at Sage House and a service  

focused on improving Children’s wellbeing through  

providing advice to their families at  

Chichester Children and Family Centre. 

 

Thanks to Chichester in Partnership we have also been able  

to look at addressing digital exclusion and 

together with Chichester District Council, the Richmond  

Fellowship and others, we have been part of the  

Technology Doesn’t Byte service and provided digital  

money coach sessions to some of the many  

digitally excluded people in our area. This is an area that will 

need further finance and focus if we all want to effectively  

be able to deal with any future spike in coronavirus  

infections or any other similar threat.  

 

The centralisation of our admin team also  

provided further opportunities and, thanks to Your Energy  

Sussex and the support from West Sussex County Council,  

East Sussex County Council and Brighton and Hove City  

Council, in January 2020, we were able start to deliver, in  

partnership with all Citizens Advice in Sussex, a Sussex 

wide fuel voucher scheme.  

 

Due to the numerous projects we have been delivering 

we restructured our management team and appointed  

Charlie Young as a Projects Manager. 

She, like many of our staff, was initially a  

volunteer who developed within the organisation.  

 

Unfortunately, due to the coronavirus pandemic and the  

social distancing guidance, with the support of all our  

funders, on the 19th March 2020 we stopped delivering 

our face to face project funded services and outreaches and, 

on the 23rd March 2020, the rest of our face to face service. 

That evening the Prime Minister informed the nation of 

the need to lockdown.   

 

By then we already had stopped our face to face   

service, implemented a COVID-19 response team and had a  

plan on how to deliver a working from home service. 

  

Due to personal circumstances, many of our volunteers were 

unable to continue to provide a service from their home  

while in lockdown. We started the 

home working service with just paid members of 

staff and by week two with the support of the  

remaining volunteers (34 out of 119).  
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Due to the immense dedication of our staff and volunteers and 

the ability to quickly adapt we, without a day of interruption, 

have been able to deal with a very high level 

of demand. During the month of April we were advising and 

assisting more than 400 clients a week 

when previously, on average, we helped around 200.  

Thanks to the funding received by the Sussex Community 

Foundation we were able to employ a FTE COVID19 Support 

Worker to support our staff and volunteers in dealing with the 

demand.  

Between 23rd March and 22nd September 2020, we 

helped 6,327 people with 11,989 enquiries and our clients 

gained a financial outcome of £1,461,372.  

Our organisation has shown extreme resilience and I 

am immensely proud of all that our staff and volunteers have 

achieved and of the level of support from our chair and other 

board members.  

Danni, our Operational Manager, will say more on how we 
operationally managed to achieve such great results, what we 
have done to support our staff and volunteers and how  

thankful we are.  

We are still here for our clients, we are still strong as 

an organisation and we continue to grow for the benefit of the 

communities we serve.  

During lockdown the government put measures in place, such 

as suspending possession proceedings or debt recovery, to 

protect people from suffering severe hardship. 

Measures which are now being lifted.   

This, together with the likelyhood of some people losing their 

job due to the furlough scheme being replaced by a less gener-

ous Job Retention Scheme, is likely to lead to some households 

in our community suffering severe financial hardship 

and needing our services more than ever.  

In order to deal with a recession during a pandemic we 

all must work closely together to minimise the impact caused 

by matters such as food and fuel poverty, digital exclusion and 

social isolation.  

Together we are much stronger.   

 

Luca Badioli 

Chief Executive 
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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 Experience survey 2019-20 

  

Summary - April 2018 to March 2019 

 

Positive Responses 

  

How easy or difficult did you find it to access the service? 80.4% 

  

To what extent did the service help you to find a way for-

ward? 

83.9% 

  

To what extent is your problem now resolved? 77.6% 

  

How likely would you be to recommend the service? 88.9% 



11 

Finance Manager’s message 

We are pleased that we have been able to report a surplus 
for the second year  
running, despite the challenges faced in obtaining addition-
al funding to support our core service. 
 
As mentioned in last years report, we used some of our re-
serves to work with local GP’s to provide a Social Prescrib-
ing service. As a result of this successful project we have 
secured further funding for it to  
continue. 
 
A successful National Lottery funding bid allowed us to ex-

pand our long running Home Visiting project which was  

previously funded by a private donor. This increased capaci-

ty has allowed us to reach many more vulnerable people 

who are  

unable to visit us in our centres. 

 

There have been many changes to the way our back office 

runs too, with the centralisation of our administration team, 

who now all work from one centre using our new telephone 

system which we invested in during September 2020. Whilst 

this has helped us to make some savings on our costs, the 

service to our clients has improved as we are able to  

provide administrative support from 9am – 5pm every day 

which we did not have the capacity to do previously.  

 

We also moved premises in Littlehampton and now have a 

smaller back office but with more outreach locations in the 

local area enabling us to reach more clients but at the same 

time reducing our costs.  

By reducing our overheads, we can then use our reserves 

to expand our services by investing in additional IT  

services and equipment so that we can provide advice 

from more outreach locations, and also remotely via 

telephone, webchat, and email. These remote services 

were successfully put to the test towards the end of 

March 2020 when we had to temporarily stop face to 

face advice due to the Coronavirus pandemic.  

 

We have learnt that we can adapt to change very quickly 

and at the time were able to use some of our reserves to 

provide IT equipment and mobile phones so that our 

paid staff and volunteers could continue to provide a 

reliable service from home. 

 

As always, we are grateful to all our volunteers and paid 

staff for the support and dedication, they give us and the 

local community. None of the success over the past year 

and the transition to home working during the pandemic 

would have been possible without them. 

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  

120 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 first started volunteering for the Research and Campaigns team at Arun and Chichester in 
June this year. Because of lockdown, the training was done remotely, but I was lucky to 
have friendly and supportive colleagues to guide me through it, even if I only saw them on 
camera!  
  
Since then, I have enjoyed the variety of the research I have been a part of - from specific 
policy issues to wide-reaching enquiries into how access to healthcare services has been 
affected by the pandemic.   
  
I wanted to volunteer for R&C because I strongly believe in the dual aim of Citizens Advice 
to provide advice as well as campaign for change. I was also pleased to be able to  
contribute in a way that suited my skill set.   
  
Working with the other R&C volunteers and members of staff at Arun and Chichester has 
been the highlight of my time so far. When researching difficult topics, it helps to have a 
friendly face nearby.  
  
My role as a volunteer also led me to apply for a part-time paid role in Citizens Advice, and 

I'm now enjoying working on a separate project in tandem with R&C volunteering.   
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Operation Manager’s message - Danni Colclough 

2019 brought many changes for us operationally, starting with the centralisation of our administration team.  This has meant 

that we were able to offer our team admin support 9am –4.30pm rather than just  

mornings  and provided a more consistent administration line for our clients to contact us on. By using our recording  

system to allow tasks to be sent centrally to the admin team, it has also meant our contact with third parties has become 

more uniform, which makes our processes quicker and allows us to spend more time with clients. In order to centralise our 

admin team we had look at technology to allow our offices to be better connected, so we invested in a telephone up-grade 

and moved over to a VOIP system, allowing the transfer of calls not only between our centres but also to our out-

reach locations . This  meant we could start looking to expand our services to other more remote locations with ease. We 

also upgraded our IT system and moved to a cloud based one, meaning improved accessibility  across our centres  and out-

reaches. Change is never easy, but our teams have supported these changes and continue to help us develop further pro-

cesses that allow us to continuously improve.  

 

When we expanded the service, moving out of Anchor Springs and into other locations that we felt would benefit our   cli-

ents, the new challenge of remote supervision and support came. Again, we had much to learn and continue to do so, but 

our Littlehampton team have provided much feedback allowing us to improve the volunteering experience and       provide 

an even better service to our clients, we particularly thank our volunteer champions who helped us roll out  the changes. We 

would also like to thank our teams in our other centres for supporting the  necessary  changes  too.   

 

As the country entered the very different world of Covid, and restrictions were imposed, the changes we made allowed us to 

very quickly to move all our staff and volunteers into a remote world. This meant working from our makeshift offices at 

home, the VOIP system meant our phones were extremely easy to use remotely, and our admin teams  centralisation meant 

procedures didn’t need changing to allow for admin tasks. The lessons we had learnt from our remote supervision has 

meant we have been able to deliver a much-needed service to our clients. We have learnt about new ways of working that 

will allow us to again develop further as an organisation, and the daily catch up via video call using Microsoft teams has been 

invaluable. All of this just would not have been possible without the staff and volunteers who have been able to continue to 

work from home, despite personal challenges. To all of our Home Working  team, we thank you for continuing to 

be supportive and committed to the service.   

Danni Colclough 

Operations Manager 
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Project Manager’s Message 

This year saw me join the management team as Projects Manager; a role that just a few years ago would not have been 

needed but demonstrates the ever-changing world in which we operate. The projects are now a huge part of what we do 

and have allowed us to fill the gaps left in client services, build relationships with other organisations and strengthen and 

develop our workforce. 

Having tested a pilot service of “Help to Claim” during 2018 – 2019 (or “Universal Support”, as it was originally known), 

we started delivery of the service that became a national contract across Citizens Advice. We were pleased to see that 

our ideas of how the service works were used, including our training materials, client contract and calculation sheets. 

These were adopted and edited by other LCAs (Local Citizens Advice) and the national team to share across the network. 

Unlike many LCAs, our delivery under the new contract started immediately, covering face-to-face, telephones and  

webchat to full advice. We worked closely with our Best Practice Leads to highlight the issues that both clients advisers 

were facing and raised evidence forms to advance our research and campaigns work around Universal Credit. 

Our Social Prescribing service started delivery in July 2019 for those living in Rustington, Angmering, East Preston and 

Littlehampton. This service involves us taking referrals directly from GP surgeries for clients that have underlying non-

medical needs that affect their wellbeing. The team regularly receive positive feedback from their clients about their 

completely person-centred approach, allowing the clients to set their own goals and helping them on the journey to 

those goals. The team work flexibly with clients, communicating through text, email, phone calls, informal meet ups in 

community locations and much more. We have seen some fantastic outcomes, including clients being supported to  

engage with their medical support, mental health support, support from our advisory service, develop new hobbies and 

connect with people. 

 

We were delighted to receive funding from the Community Fund for our new expanded Home Visiting service, which now 

offers 2 full time equivalent staff delivering advice in every subject to anyone with a disability, long-term health condition 

or caring commitments that would make it difficult for them to come to us. This service followed the success of our  

previous home visiting services and projects that tested the need for home visits for people of different ages and with 

issues other than benefits. We started taking referrals in January 2020 and immediately developed strong links with other 

organisations who had clients to refer to the service. 

 

Other projects of note within the year include our pilot outreach at the Chichester Children and Family Centre, our finan-

cial capability support for those affected by domestic abuse and our energy projects, the Big Energy Saving Network and 

the Energy Advice Programme. 

It’s certainly been a busy year for the projects which has seen us to expand our provision to the most in-need clients, 

work in new ways and welcome new members to our team. With the challenges 2020 has already thrown at us, this year 

looks set to be another busy one, but we feel confident that we can both build and develop on last year’s successes and 

continue to find new opportunities to support clients through these difficult times. 

Charlie Young  

Projects Manager 
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One of our Projects 

Chichester Children and Family Centre Outreach Pilot Project  

May-October 2019  

Introduction and purpose  

The project began on 1st May 2019.  

The aim of the project was to set up an outreach service within the Chichester Children and Family Centre and see the value 

of supporting people who would be unlikely to access our main centre in Chichester, clarify the resources required for an 

ongoing service with a view to gathering data that could be used to support future bids for a similar service.  

It was anticipated that some clients would not be able to access our main centre due possible difficulties in waiting with chil-

dren present. As there is a nursery at the same location Children and Family Centre and a primary school situated next door, 

it was thought that this would make it easier for parents to get advice.  

What the service looked like  

The funding allowed for 1 member of staff to work 1 day per week throughout the 6-month period. Only 2 sessions did not 

run due to annual leave.  

As it was anticipated that there may have been some clients who attended on multiple occasions, an appointment slot was 

available first thing and, in the afternoon, (timed with school drop offs and pick-ups) with a drop-in service available in  

between.  

The adviser was able to offer full advice in all subject areas to a range of different clients. Some clients also brought along a 

support worker. Some clients had dropped their children off to school or nursery and some brought their children with them 

and they were able to be part of the groups or play in the open area whilst their parents received advice.  

The service was open to anyone who needed advice.  

Some referrals were received by WSCC workers who in some cases, attended alongside their clients.  

Clients were asked to complete a survey following their visit to understand if they were happy with the service, if they 

thought it would benefit them/their family and if they would have accessed our services had we not been at the Children 

and Family Centre.  

Summary 

• 63  unique clients were helped by this project 

• 176 issues in 16 advice areas  

• 86% of clients would not have accessed our services 

had we not been at the Children and Family Centre  

• 71% felt the advice/service benefitted their family/

children financially  

• 100% felt the advice/service improved their wellbeing  

• 100% felt the advice/service benefitted their family/

children’s overall wellbeing  
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Projects 

Chichester Children and Family Centre Outreach Pilot Project  cont… 

Who did we help? 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

In the pilot, 86% of clients were female in contrast to 

the 57% of clients that accessed our core service in 

the same period. 

Clients ranged from 20-69 with the 

largest client group being 25-29 

year olds. In the same period, the 

client group helped most by our 

core service was 50-54 year olds. 

This demonstrates that by being in a 

different location, we are able 

to assist a different client  

demographic. 

41 of the 63 clients helped allowed to record 

health information. Of those, 52% did not have 

either a disability or long-term health condition. 

This matches very closely with our core service. 

This suggests that a health condition may not 

be the only barrier to people accessing our ser-

vice in our main centres. 
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Projects 

Chichester Children and Family Centre Outreach Pilot Project  cont… 

Our advice took a variety of forms but included:  

Benefits / Universal Credit – 36%  

• Checking entitlement  

• Helping with initial applications including online, telephone or paper forms   

• Mandatory Reconsiderations   

• Appeals   

• Submissions to tribunals   

• Improving digital skills through claiming Universal Credit   

 

Housing – 16%  

Understanding rights to stay in accommodation  

• Checking tenancy agreements  

• Eligibility for social housing  

• Working out bedroom entitlement  

• Liaising with local authority  

 

Debt – 13%  

Maximising income  

• Reducing expenditure  

• Dealing with bailiffs and debt collectors  

• Getting debts written off  

• Negotiating payment terms  

• Putting debts on hold  

 

Generally, the advice areas follow the 

pattern of our core service.  

However, there were twice the 

amount of education and  

discrimination/domestic abuse  

queries under the project compared 

to our core service. 
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Projects 

Chichester Children and Family Centre Outreach Pilot Project  cont… 

Relationships and family—9% 

• Understanding divorce 

• Receiving child maintenance  

Making arrangements for child contact  

 

Outcomes 

 

 

 

 

Case Study 

Client is a 38-year-old single parent living in a Housing Association property. Client has rent arrears and water arrears; she is 

a survivor of domestic abuse and found finances difficult to handle alone. The client was unable to attend our offices in town 

as she could not afford parking. The client has also struggled to feed her children and was desperate to fund after-school 

clubs for her children. With our support, the client received information about a Social Fund Tariff which will cap her water 

meter to £79.04pa saving her £98pa. We also helped her to apply to the water arrears assistance program. We helped her to 

write to the HA offering payments to clear her arrears, which was a relief for her as she was worried about not having a 

home for her children. We also provided budgeting advice and income maximisation assistance to the client and helped her 

to manage her finances to the point where she has available funds to allow her children to attend after-school clubs.  

Type Amount 

Expected income gain   £52,178   

Re-imbursements, services, loans   £23   

Other expected financial   £5,799   

Other non-financial outcomes   £24   

Total £58,000   

Much of the expected financial gain was achieved through new  

benefit awards and is reflective of one year only. Most of the  

benefit awards will actually be awarded for three years. This is  

important as this will reduce the ongoing risk of poverty for  

individuals and their families and children.  

Some of the non-financial gains included blue badge applications, 

suspending bailiff action, averted homelessness and improved ca-

pacity to manage.  

Comments received in the feedback survey included “excellent  

service, please keep it!”, “I am very grateful for Michelle’s time and 

advice” and “her advice was very useful, and I will definitely go to 

her again in the future”.  

Case 

study   
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Arun and Chichester Citizens Advice 
Key Statistics  2019-20 



21 



22 



23 

 
 

 

What is Research & Campaigns?  

Research & Campaigns (R&C) is the integral part of deliver the twin aim of 

Citizens Advice. Providing advice isn’t where it stops.   

 

Our aim is to speak up and improve the policies and 

practices which affect people's lives, creating a fairer 

society.    

     

Research &  
Campaigns  

As a service we hold a huge amount of insight and data about the problems our clients and their wider 

communities face. And, with 2 million clients; nationally, each year, this evidence is hard to ignore.  

 

How we use data and insight      
When people’s voices need to be heard we come together to campaign on the big issues.   
Arun & Chichester Citizens Advice Research & Campaign Team, has become very  

effective by researching our rich client data and forming partnerships with other agencies and statutory 

bodies for the betterment of our community.  

The R&C team works to positively enhance the reputation of Arun & Chichester Citizens Advice. Any  

evidence gathered is usually used anonymously.  

  

Due to the importance of our research and campaigns work we are happy to inform that we have 

now appointed Paul Davies as a Campaigns & Communication Manager to improve this area of our 

work.  

 We continue to work on matters such as Brexit, Universal Credit, impact of COVID19. If  you want to get 

involved or find out more about our research and campaigns work please email Paul Davies 

at p.davies@arunchichestercab.org.uk.   

We use this insight and data to do several things:  

• To help research issues further  

• To campaign to raise awareness and get decision makers to listen and make changes 
or improvements for those who are may be facing problems due to  
policies and practices.   
• To influence and guide decision makers into investigating and improve/change policies 
and practices that effects people’s lives, every day 

mailto:p.davies@arunchichestercab.org.uk
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Examples of awareness campaigns undertaken  

Scam awareness   
During the 2019 we did various events to raise awareness of Scams with the motto of -  
Don't miss a trick - Be scam aware.   

In partnership with the Arun Patient Group we run a very successful event at the Victoria Institute 
in Arundel where speakers from WSCC Community Safety & Wellbeing team, Natwest Community Bank-
ing, Trading Standards and the Police joined us to raise  
awareness of scams.   
We also had events at local supermarkets where we spoke to over hundreds of people,  

extensive social media coverage through Twitter/Facebook, press articles in the local media, radio 

 interviews and much more.   

At the events we came across people who had fallen victim to a doorstep scams and a  

particular lady that was scammed over £30,000.  We also heard that Tesco staff had managed to stop a 

lady being the victim of an Amazon Voucher Scam which she believed would lead her to a Tax Rebate.   

 

Big Energy Saving Week  

This year we ran  5 events between the 20th and 24th of January 2020.   

We had stands at the following venues:   

1. Our Bognor Regis office reception area   

2. Chichester District Council   

3. Chichester Children and Family Centre   

4. Chilgrove House Community Centre   

5. Littlehampton Library   

 

  

Research &  
Campaigns  

The aim of the week is to get people to Check, Switch and Save. We 

raised awareness of how to switch energy supplier or tariff to get the 

best deal, access discounts and grants, and make homes energy  

efficient.  

Outcomes   

£5,601.73 in energy-related savings (switching tariff/supplier or receiving 

a Warm Home Discount) -    

£17,332 gained overall (annually) through direct contact (inclusive of  

benefit outcomes)    
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     How our service helps clients. 

 

 

How we helped the client.  

Our Social Prescribing team first dealt with this client upon referral from his GP. Client suffers with 

mental health problems and this was being exacerbated because he was struggling with accessing 

benefits as well running into debt with his energy provider. Due to his anxiety he was unable to call 

the people he needed to and could not resolve his problems.  

 

With the help of one of our social prescribers we were able to help the client manage more things 

on his own and our social prescriber also referred him to a member of the home visiting team for 

advice and assistance. 

 

One of our Home Visiting team were able to help the client complete a complaint to the DWP and 

request a mandatory reconsideration for his Personal Independence Payment. He has now been 

awarded the standard rate for care and  mobility which has substantially helped the client’s  

financial position. 

 

They were also able to help the client in contacting National Energy Action. Due to the client’s  

situation he was awarded  a grant which enabled the client to clear his energy debt. 

 

The client  told us that he is very grateful that we have been able to help  him with the all of the 

above. He feels that he is more financially stable and will not get in debt again and with continuing 

help from the social prescribing team he feels more relaxed and able to continue to improve his 

situation. 

 

Case 

study   
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Our Aims and Principles 

Our service aims: 

 

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

• To improve the policies and practices that affect people's lives. 

 

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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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                       Louise Martin - Elected 

 

Trustees                          Claire Armstrong  - (Resigned 31/12/19) 

    Nicola Cutler - Co-opted 12/8/20 

 Hugh Finlay - Elected 

                                          Andrew Hall  - Elected  

                                          Winnie Man  - (Resigned 19/11/19) 

    Ken Porter - Co-opted 1/6/20 

                                          Kate Prager - Elected 

                                          Jack Wheale  - Elected 
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ANNUAL REPORT 2019/2020 

 

Trustees’ Report 

The Trustees present their report together with the         
audited financial statements for the year ended 31 March 
2020. The Trustees have adopted the provisions of the 
Statement of Recommended Practice (SORP) “Accounting 
and Reporting by Charities” (FRS102) in preparing the     
annual report and Financial Statements of the Company.  

The Financial Statements have been prepared in            
accordance with accounting policies set out in the notes to 
the Financial Statements and comply with the Company’s 
governing document, the Charities Act 2011 and            
Accounting and Reporting by Charities: Statement of      
Recommended Practice applicable to charities preparing 
their accounts in accordance with the Financial Reporting 
Standard applicable in the UK and Republic of Ireland     
published on 2 February 2016. 

 

Status and Administration 

The Company is a registered charity (charity number 
1099640) and a company limited by guarantee (company 
number 04787378).The maximum liability of each member 
is limited to £1.  At 31 March 2020 the Bureau had 7     
members.  
 

The Company is governed by its Memorandum and Articles 
of Association issued on incorporation on 4 June 2003 and 
as amended in 2009. The Directors of the Charitable Com-
pany are its Trustees for the purposes of Charity Law.  

 

Decision Making 

The Company is governed by its Board of Trustees who set 
the policy of the charity. Policies are implemented by pass-
ing resolutions at the Annual General Meeting. The Board 
consists of elected Trustees and appointed Trustees.    
Elected Trustees are elected at Annual General Meetings 
and appointed Trustees are appointed at Ordinary       
meetings of the Board. The Board meets at least 6 times a 
year. 
 

Trustee training and Induction 

Potential new Trustees are sent details of the charity and a 
short Charity Commission brochure explaining trustees’ 
responsibilities.  New Trustees are provided with an       
induction pack which includes a fuller Charity Commission 
brochure and details of the charity.  The Board looks to 
recruit Trustees who have skills helpful to the charity and 
offers training as required. 

 

Review of Financial Position 

At 31 March 2020, the Company held reserves of £249,825 
(2019: £230,906) of which £249,825 (2019: £230,906) 
were unrestricted, representing the charities free reserves.                      

ARUN AND CHICHESTER CITIZENS ADVICE BUREAU 
“The Company” 

Unrestricted funds are funds raised, or grants 
awarded, to the charity with no restriction on use 
other than they must be used in furtherance of 
the charity’s objectives and comply with the    
charity’s normal financial management            
requirements. 

 

Unrestricted Reserves Policy 

The Trustees believe that the charity should hold 
financial reserves in order to ensure that the 
charity can continue to operate and meet the 
needs  

of clients in the event of unforeseen and poten-
tially financially damaging circumstances arising. 

The Trustees consider that it would be prudent to 
set aside an amount equivalent to four 
months' (£189,154 as at 31st March 2020)         
operating expenditure. 

 

Restricted reserves 

The funds are restricted by the donor or funder 
and cannot be used for the general purposes of 
the charity. Their existence, and the sums of 
money therein, do not imply that there has been 
an underspend but may result from a variety of 
circumstances including timing differences       
between the charity’s financial year and the    
funding year of the project concerned. 

The reserves policy is monitored and reviewed by 
the Trustees annually. 

 



30 

ARUN AND CHICHESTER CITIZENS AD-
VICE BUREAU 
 

ANNUAL REPORT 2019/2020 

 

Risk Management 

The Trustees assess the major risks to which the 
company may be exposed and include operational, 
financial, regulatory, external and governance risks. 
This involves identifying the types of risk and putting 
systems in place to ensure that significant risks are 
recorded for subsequent monitoring.  The Trustees 
remain satisfied that all insurable risks have been 
identified and adequately dealt with and that the 
company’s exposure to other risks is kept at a mini-
mum by good working practice by the management 
team, paid staff and volunteers. 

 

Public Benefit 

The current activities of the Company are detailed in 
the annual report. The Trustees confirm that they 
have referred to the guidance contained in the Chari-
ty Commission guidance on public benefit when re-
viewing the charity’s aims and objectives in planning 
future activities. 

 

Trustees’ Responsibilities 

The Trustees, who are also the directors of the Com-
pany for the purpose of company law, are responsible 
for preparing the Trustees' Report and the financial 
statements in accordance with applicable law and 
United Kingdom Accounting Standards (United King-
dom Generally Accepted Accounting Practice). 

 

The law applicable to charities requires the Trustees 
to prepare financial statements for each financial year 
which give a true and fair view of the state of affairs 
of the charity and of the incoming resources and ap-
plication of resources, including the income and ex-
penditure, of the charitable company for that year.  

 

In preparing these financial statements, the Trustees 
are required to: 

 

- select suitable accounting policies and then apply 
them consistently; 

 

- observe the methods and principles in the Charities 
SORP 2019 (FRS102); 

 

• make judgements and estimates that are            

• reasonable and prudent;  

 

- state whether applicable UK accounting standards 
have been followed, subject to any material depar-
tures disclosed and explained in the financial state-
ments;  

- prepare the financial statements on the going concern 
basis unless it is inappropriate to presume that the    
company will continue in operation. 

 

The Trustees are responsible for keeping adequate ac-
counting records that disclose with reasonable accuracy 
at any time the financial position of the Company and 
enable them to ensure that the accounts comply with 
the Companies Act 2006. They are also responsible for 
safeguarding the assets of the Company and hence for 
taking  

reasonable steps for the prevention and detection of 
fraud and other irregularities 

 

Salary Policy 

The Company has an internal pay structure for the    
various roles with each salary calculation being based on 
a collection of pay grades per hour relating to the      
specific role and capabilities. The pay structure provides 
a transparent framework for managing employees’    
salary, pay increases and career progression, as well as 
ensuring equal pay. There is an annual pay review but 
this does not guarantee an annual salary increase. If 
appropriate, and funding is available, an annual pay 
award may be made, which can: 

• prevent the gap developing between current pay rates 
and market rates; 

• stay in line (or close to) inflation rates where possible; 
and 

• reward staff in the event of an organisational change. 

 

Disclosure of information to the auditor 

In so far as the Trustees are aware; 

• There is no relevant audit information of which 
the Charitable Company’s auditor is unaware; and 

• The Trustees have taken all steps that they ought 
to have taken to make themselves aware of any 
relevant audit information and to establish that 
the auditor is aware of that information. 

The report of the Trustees has been prepared in           
accordance with the special provisions relating to small 
companies within Part 15 of the Companies Act 2006 
and was approved by the board on  

 20th October 2020  

 

and signed on its behalf by: 

 

 

Geoff Palmer - Chairman 
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ARUN AND CHICHESTER CITIZENS ADVICE BUREAU 

STATEMENT OF FINANCIAL ACTIVITIES 

(including income and expenditure account) 

 

FOR THE YEAR ENDED 31 MARCH 2020 

 

 

 

  Unrestricted 

  Accumulated Restricted 2019/20
 2018/19 

 Note Fund Funds Total Total 

  £ £ £ £ 

Income and endowments from:- 

 2 

Donations and legacies  10,570  - 10,570 4,898  

Charitable activities   354,304 235,626 589,930 533,267 

Investments  1,552 - 1,552 994 

Other Trading Activities  10,328 - 10,328 2,684 
  ────── ────── ────── ────── 

Total Income  376,754 235,626 612,380 541,843
  ────── ────── ══════ ══════ 

Expenditure on 3 

Charitable activities   332,726 260,735 593,461 511,136 

  ────── ────── ────── ────── 

Total Expenditure  332,726 260,735       593,461        511,136
   ══════  ══════     ══════       ══════ 

   

Net Income/(Expenditure)   44,028 (25,109) 18,919 30,707 

 

Transfers between Funds 12  (25,109) 25,109               -                     -  

Net movement in funds          ───── ───── ────── ──────  

Reconciliation of funds  18,919 - 18,919 30,707  

 

Fund Balances brought forward  

At 1 April 2019 10 230,906 - 230,906 200,199
  ────── ───── ────── ────── 

Fund Balances carried forward  

At 31 March 2020  10 249,825  - 249,825 230,906
  ══════ ═════ ══════ ══════ 

 

 

All income and expenditure derive from continuing activities. 

 

The Statement of Financial Activities includes all gains and losses recognised during the year.  
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ARUN AND CHICHESTER CITIZENS ADVICE BUREAU 

Company registration no. 04787378 

 

BALANCE SHEET 

AS AT 31 MARCH 2020 

 

                                                               Notes 2020   2019 

    £  £ 

Current assets 
Debtors and prepayments 8 57,036  20,153 

Cash at bank and in hand  236,584  246,557 

  ─────  ────── 

  293,620  266,710        
Creditors: amounts falling due 

within one year 9 43,795  35,804  
  ─────  ────── 

Net current assets  249,825  230,906 

  ─────  ───── 

Net assets  249,825  230,906 

  ═════  ═════ 

Funds 

Unrestricted accumulated fund   

                 General Fund  249,825  208,406 

                 Designated Funds 15                                                            -                             22,500  
  ─────  ─────                        

Total unrestricted funds                                                                    249,825        230,906         
Restricted funds                       12                                                             -                               -  
                               ─────  ─────  
                     249,825                         230,906    
    ═════  ═════ 

 

These financial statements have been prepared in accordance with the provisions applicable to companies subject 
to the small companies’ regime within Part 15 of the Companies Act 2006. 

 

For the year ending 31 March 2020 the Company was entitled to exemption from audit under section 477 of the 
Companies Act 2006 relating to small companies but as this Company is a charity, a voluntary audit has been     
requested under the Companies Act 2006. 

 

Directors’ responsibilities: 

 

• The members have not required the Company to obtain an audit of its accounts for the year in question in      
accordance with section 476; 

• The Directors acknowledge their responsibilities for complying with the requirements of the Act with respect to 
accounting records and the preparation of accounts. 

 

The financial statements were approved by the board and authorised for issue on 20th October 2020                            
and signed on behalf of the board by: 

 
Geoff Palmer - Trustee 
 
 
Louise Martin - Trustee 
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ARUN AND CHICHESTER CITIZENS ADVICE BUREAU 

Company registration no. 04787378 

 

CASH FLOW STATEMENT 

AS AT 31 MARCH 2020 

 

                            2020                           2019 

                                                                                            £                                   £     

Cash flows from Operating activities (note 1) 
  

Cash flows from financing activities:                                       (11,525)                     26,721 

Bank interest   1,552        994 

                                                                                                  ─────    ───── 

Net cash provided by financing activities.   1,552                         994 

 

Change in cash and cash equivalents in the year                                (9,973)    27,715 

 

Cash and cash equivalents at the beginning of the year                     246,557                            218,842 

                                ─────                   ───── 

Cash and cash equivalents at the end of the year                     236,584                           246,557 

                                                                                                    ═════    ═════ 

 

 

Note 1 – reconciliation of net income to net cash flow from operating activities 

                 

                                                                                                     2020                2019 

       £     £ 

Net Surplus (as per the Statement of Financial Activities)                      18,919                    30,707                                                                                                        
Bank interest                                                                                    (1,552)                            (994) 

(Increase) in debtors                                                                       (36,883)                         (8,354) 

Increase in creditors                                                                           7,991                            5,362 

    ─────                   ─────                             

Net cash provided by operating activities                                           (11,525)                         26,721 

                                                                                                      ═════                         ═════                  

 

 

 

Net Debt note – The change in debtors figure for 2019/2020 relates to a portion of core income funding that is 
now paid in arrears. 
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ARUN AND CHICHESTER CITIZENS ADVICE BUREAU 

NOTES TO THE FINANCIAL STATEMENTS 

FOR THE YEAR ENDED 31 MARCH 2020 

 

1 Accounting Policies 

 Basis of accounting 

 The financial statements have been prepared on a going concern basis under the historical cost convention, and in            
accordance with the Statement of Recommended Practice “Accounting and Reporting by Charities” (SORP FRS102) the     
Financial Reporting Standard applicable in the United Kingdom and the Republic of Ireland (FRS102), the Charities Act 2011, 
the Companies Act 2006 and UK Generally Accepted Accounting Practice as it appears from 1 January 2019. The Financial     
Statements are prepared in sterling which is the functional currency of the charity and rounded to the nearest £.                
The significant accounting policies applied in the preparation of the Financial Statements are set out below. These policies 
have been consistently applied to all years presented unless otherwise stated. 

 
 

Going concern 

     The financial statements have been prepared on a going concern basis. The core funding in 2019/2020 amounted to £310,866 
which is 53% of the charities income. A Core funding contract is in place for the next three years covering until 2022 on a 
1+1+1 basis. This basis means the funder will review annually and confirm the following years funding by the end of each 
calendar year. 

      
     COVID -19 – All funders have been advised how service has changed to remote support via telephones, email, and webchat 

during the pandemic. There has been no indication to date from any funders that this will have a detrimental impact on    
income due. 

 
  

     Income and endowment  

 All incoming funds are included in the Statement of Financial Activities when the Charity is legally entitled to the income and 
the amount can be quantified with reasonable accuracy and it is probable that the income will be received. 

     Grants are recognised in the year in which they are receivable.  
     Other trading activities include the provision of office accommodation at a reduced rent. 
 No amount is included in the financial statements for volunteer time in line with the SORP (FRS102). 
 
 Expenditure   

 All expenditure is accounted for on an accruals basis and has been classified under headings that aggregate all costs related 
to a category. All costs have been allocated on a basis consistent with the use of the resource. 

 

 Expenditure on equipment 

 Expenditure of £2,500 or less on any individual equipment is charged as an expense in the Statement of Financial Activities. 
Computer upgrades and furniture/equipment replacements are written off in the year of purchase. 

 

 Apportionment of expenses and support allocation 

     Expenditure has been apportioned to charitable expenditure on the basis of direct apportionment. Where allowed under the 
terms of the grant, volunteer costs are included as an expense apportioned on a percentage of full-time equivalents. Support 
costs are allocated to each fund based on the full time equivalent of staff working on that fund. This percentage is applied to 
the cost incurred. 

  
     Pension contributions 

 The Company make pension contributions to one employee on a defined contribution basis and the Auto enrolment pension 
scheme (NEST) is provided for all other eligible employees and is charged to the Statement of Financial Activities for the year 
in which they are payable to the scheme. Differences between contributions payable and contributions actually paid are 
shown as either accruals or prepayments at the year-end. 

 
 Taxation 
 The Company is a registered charity and is exempt from taxation (except for Value Added Tax) on its income and capital gains 

applied for charitable purposes. 
 
 Fund accounting 
 Unrestricted funds are available for use at the discretion of the Trustees in furtherance of the general objectives of the      

charity. Restricted funds are used in accordance with specific restrictions imposed by the donors. The purpose of each      
restricted fund is set out in note 12. 

      
     Leasing 

Rentals applicable to operating leases where substantially all of the benefits and the risks of ownership remain with the lessor 
are reflected in the Statement of Financial Activities. 

Deferred Income                                                                                                                                                              
Deferred income represents the amounts receivable for the future periods, as specified by the donors or grant makers, and is 
related to incoming resources in the period for which it has been received. 
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ARUN AND CHICHESTER CITIZENS ADVICE BUREAU 

FOR THE YEAR ENDED 31 MARCH 2020 

Accounting Policies continued 

Deferred Income 

Deferred income represents the amounts receivable for the future periods, as specified by the donors or grant makers, and 
is related to incoming resources in the period for which it has been received. 

 

Debtors and creditors receivable/payable within one year 

Debtors and creditors with no stated interest rate and receivable or payable within one year are recorded at transaction 
price. Any losses arising from this impairment are recognised in expenditure. 

 

Going concern 

The Trustees are pleased to have secured funding for the 2019/20 financial year. However, as with many grant funded      
charities we are reliant on successful tendering for future periods. The Trustees are confident that they will be able to secure 
this funding. 
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