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The trustees who are also directors of the charity for the purposes of the Companies Act 2006, present 
their report with the financial statements of the charity for the year ended 31 March 2024. The trustees 
have adopted the provisions of 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 (FRS 102) (effective 1 January 2019). 

 
OBJECTIVES AND ACTIVITIES 
 
This section outlines the key objectives and activities of CAL, focusing on providing accessible, high-
quality advice, advocating for social justice, ensuring organisational sustainability, and supporting staff 
and volunteers. It details CAL's strategies for delivering these objectives through community partnerships, 
targeted fundraising, and continuous development of staff and volunteer skills. Additionally, it highlights 
CAL's commitment to public benefit, volunteer contributions, and initiatives like Advice First Aid to 
strengthen local networks and support services. 
 
CAL provides free, independent, confidential and impartial advice and information to those who live and 
work in Lewisham.  We work in partnership with other advice providers in Lewisham and use data 
collected through our work to highlight social injustice. We do this to build holistic responses with our 
partners and stakeholders and effect change where it is most needed. The Citizens Advice network exists 
to provide free, impartial advice to those who need it and to highlight and champion issues and trends to 
those in power.  As a member of the Citizens Advice network, we actively promote the principles 
underlying the network: 

  
● We are independent, impartial and non-judgemental. 
● Our services are free and confidential. 

● We value diversity, promote equality and challenge discrimination in our service, our workforce 

and our partnerships. 

● We are a learning organisation, using evidence to improve our effectiveness and efficiency. 

 

Our objectives are: 

● Advice   

• Our advice will be accessible across different channels and locations   

• Our advice will support the most vulnerable   

• We will cement our position as the lead for Advice Lewisham  

• Our advice will be high quality and a trusted source of help and information  

● Advocacy  

• We will campaign on issues to inform social policies and to improve people's’ lives  

• We will speak out against discrimination and unfairness in our society   

• We will demonstrate our impact so that we are providers of choice for funders, partners 
and  stakeholders  

• We will work to support our clients in accessing advice appropriate to their language need  

● Sustainability  

• We seek responsible funding that supports our objectives and provides sustainable advice 
services  

• Our work will be valued internally and externally and this reputation will help us to secure 
funding and  partnerships and attract staff and volunteers  

• We will control our finances to ensure we work within our means and get the best value 

for our  clients through considered use of resources  
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● People  

• Our culture will support our people to give of their best where their voices are heard and  
communication is open, honest and respectful of differing views  

• We will provide our people with the right support, training, and skills to help clients 
effectively with  high quality advice  

• We will look out for each other and support our well being at work.  

 

Our objectives are underpinned and enabled through supporting frameworks and plans:  

● Our client and community profile analysis informs our future service provision and strategic  and 

business development plan priorities  

● Our Service Review looks at how best to meet client needs with available resources and outlines  

any new ways of working including use of all channels. It is under-pinned by an equity impact  

assessment to ensure our service remain as inclusive as possible  

● Workforce Development Plan outlines staff and volunteer resources needed to deliver our  

objectives  

● Our Training and Learning Plans show our commitment to learning and development for staff,  

volunteers and trustees to meet advice standards and skills required for business as usual  and 

new services.   

● Our Communication Plan sets out how we will manage relationships with our internal and 

external  stakeholders   

● Our R&C Plan details how we will develop social policy objectives, our campaigns and how we 

can  meet the standards set for this aspect of our work  

● Our Funding Plan sets out how we aim to reduce our funding gap to sustain our core service 

and secure funding to develop new services to support our strategic priorities. 

 
 
Achieving our objectives and aims 
 
We achieve our aims by: 

● Ensuring our training, feedback and accreditation deliver the right skills and knowledge 
● Capturing our client data and ensuring it demonstrates our impact and address wider issues 
● We leverage our relationships with stakeholders to argue for change 
● We hold ourselves accountable to our board to review our performance against objectives 

quarterly 
● We are also held to account annually by National Citizens Advice who assess us against nine 

areas.  
 
Our framework to deliver   

Our advice contributes to building a more inclusive and resilient society as well as  improving general 

wellbeing. We want our service therefore to be accessible, supportive and  inclusive to all clients that 

need our help.   
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Citizens Advice Lewisham supports vulnerable clients, and its policies set out the  principles of how staff 

and volunteers should deal with situations relating to these groups. The aim is  to improve the experience 

and outcome for vulnerable clients regardless of the channels they use to  access our services:  

● We campaign and advocate on behalf of clients who cannot do this for themselves.  

● We encourage the reporting of abuse, discrimination and hate crimes.  

● We review the impact on all communities (Community Needs Analysis) when designing new  
services and when carrying out service reviews.   

● We ensure our staff and volunteers are trained to know how to support all types of clients and  adapt 

their communication styles to make the experience a positive one.  

 

Public Benefit 
 
The Trustees have paid due regard to the Charity Commission’s guidance on public benefit in deciding 
the activities undertaken by CAL during the year. The Trustees are satisfied that the information provided 
in the report and accounts meets the public benefit reporting requirements. 

 

Contribution of Volunteers 
 
The charity receives help and support in the form of voluntary assistance in advising the public and 
administering the charity. We would like to take this opportunity to express our deep gratitude to 
Cosette Reczek, who will step down as Chair at our AGM in November 2024. Cosette has led CAL 
with dedication through significant public crises, including Covid-19 and the Cost of Living crisis, as well 
as a period of internal transformation with interim leadership in 2021-2022. Her leadership has been 
instrumental in guiding us through these challenges. 
 
A number of volunteers who were recruited and trained in 2020-'23 have been retained in key roles of 
Volunteer Telephone Assessors, Information Assistants  and Volunteer Advisers and research and 
campaigns support. Generalist Casework, provided by highly experienced and expert Volunteer 
Advisors is supervised by paid staff. Caseworkers secure additional or new benefits in around 90% of 
the appeals they conduct.  
 
CAL’s Benefits Casework Accreditation attests to the standards achieved and plans are in place for paid 
Advisors to be trained to work alongside volunteers to provide a more supportive and learning 
environment. 
 
Volunteer recruitment is improving  and will run alongside other training and development opportunities 
including internship programmes through the local FE organisations. 

 
Our work with Lewisham and Southwark Law Centre will continue providing essential legal support in 
housing and employment. This is a service many local Citizens Advice offices do not have and it is 
invaluable to our clients. 

 
The above are some of the ways in which volunteers enrich our organisation and substantially contribute 
to our service offer and we are grateful for their dedication and exceptional contribution.  
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Advice First Aid 
 
In partnership with the pan-London Citizens Advice network and thanks to funding by the Greater 
London Authority, during the financial year 2023-2024, we were pleased to deliver four Advice First Aid 
sessions to frontline workers across the Voluntary and Community Sector (VCS) as well to key workers 
in libraries, doctor surgeries, family hubs and adult education organisations. More than thirty key 
Lewisham organisations have so far benefited from our programme.  
 
Advice First Aid is a free introductory course which aims to increase the capacity of faith, community, 
voluntary and statutory partners to identify advice issues, provide accurate and useful information, and 
signposting and to learn how, and when, to refer to specialist advice providers. The sessions raise 
greater awareness across the sector, help us promote local networks, build stronger links with local 
groups and agencies and reduce the risk of residents falling between the cracks in services.   
 
Advice First Aid was introduced and is delivered alongside our established quarterly Advice Lewisham 
Forums which have an attendance list spanning across the Lewisham VCS and support services 
sectors.  
 

 
ACHIEVEMENTS AND PERFORMANCE 
 
This section highlights the key achievements and performance of CAL over the past year, focusing on its 
charitable activities, partnerships, and service delivery. It covers the wide range of projects CAL has 
implemented, including debt advice services, housing support, and outreach programs, emphasising their 
impact on vulnerable residents. This section also details the successful outcomes of these initiatives, 
such as the number of clients served, financial benefits secured, and effective responses to complex 
cases. Furthermore, it discusses how CAL has adapted to changing demands, particularly in response to 
the cost of living crisis, and strengthened its digital and multi-channel support to ensure comprehensive 
access to advice and information for all Lewisham residents. 
 

Charitable Activities 
 
CAL has continued to grow in response to demand while building up its financial resilience. We 
maintained and expanded all our contracts and partnerships. 

 

CAL’s projects 
 

CAL delivers a range of projects including Debt Free London which is funded by the Money and 
Pension Service through Toynbee Hall. CAL has one of the largest contracts in London, with the aim of 
serving 1,900 clients annually. 

 
For many years CAL has delivered Pound Advice for the London and Quadrant (L&Q) Housing 
Association. We have always been the most productive of the delivery partners and generated the 
highest outcomes for clients. The team continue to do complex casework for nearly 400 residents 
addressing rent arrears, making benefit claims and helping people take back control of their lives. 
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At the Green Man in Bellingham, CAL offers outreach services to the tenants of Phoenix Housing 
Association. In a friendly and familiar environment, tenants can seek help about their housing, 
managing their money and looking for ways to optimise their income. Last year CAL served 393 clients. 
This is exceptional given a large number of more complex cases requiring multiple sessions – a common 
trend in money advice as too many clients don’t seek help until their situation becomes desperate. The 
team also delivers training workshops for the Phoenix communities on budgeting. 

 
Help to Claim (HTC) is funded through Citizens Advice. Nationally, take-up was initially slow but CAL’s 
HTC team and manager worked hard to build local referral routes and consistently achieved demanding 
targets. During 2023-2024 CAL supported 4,863 clients in helping to make Universal Credit claims. 
 
The Royal Court of Justice - Cost of Living Crisis Crisis Prevention project funded by the GLA  is 
a strategic partnership between the GLA, London Citizens Advice network, and the London Legal 
Support Trust (LLST), developed in response to the cost of living crisis. Our GLA adviser supports 
Lewisham residents who are facing hardship and crisis. Between April 2023- March 2024, our GLA 
adviser provided 508 full advice appointments.  

 
The Partnership includes Age UK Lewisham and Southwark, Action for Refugees In Lewisham (AFRIL), 
Lewisham MultiLingual Advice Service (LMLAS), Community Action Works, and Lewisham Refugee and 
Migrant Network (LRMN).   

 
CAL leads the Partnership to deliver EnquiryLine, a multi-channel front door to quality information and 
advice. It provides access to appointments to help complete on-line forms, home visits and drop-ins for 
the most vulnerable along with casework on welfare benefits, immigration and housing. Where 
necessary, referral is arranged with a variety of local agencies to provide wrap-around support for those 
that need it, especially those with poor mental health, disabilities and other health/social care needs.  
 
Working in partnership with the Southwark Law Centre (SLC), CAL helped establish Lewisham Law 
Centre service (registered with the Law Centre Network July 2020). This follows a gap of over 10 years 
when access to justice for local residents was limited. Work is focused through the Housing Unit. With 
support from the Legal Aid Agency, SLC appointed a Solicitor and Caseworker. A generous grant from 
the Trust for London funds a paralegal for the service. The Housing Unit dealt with 112 cases, mostly 
possessions orders, challenging evictions and preventing homelessness. Three quarters of the clients 
who received advice and representation had a positive outcome by retaining the roof over their head. 
SLC also won a contract from Lewisham Council to support families with No Recourse to Public Funds. 
Pro bono support from Hogan Lovells and additional funding from the AB Charitable Trust, Indigo, the 
Legal Education Foundation and the Allen & Overy Foundation has helped to secure this service. 
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The Partnership responded to the equivalent of 25,000 contacts in this year. CAL was directly 
responsible for responding to almost 75% of the total contacts. Most clients came through the Freephone 
Advice Line which answered 17,324 calls.  

 
 

Advice Lewisham Partnership Outputs  
CAL 

 
Partners 

 
TOTAL 

Total telephone contacts 15,759 1,565 17,324 

Referrals to Adviceline 412 0 412 

Number of appointments offered 1,019 Generalist 
1,370 Debt Free Advice 
378 Pound Advice 
147 Phoenix 
Total: 2,914 

130 (AGEUK) 

900 (LMLAS) 

281 (LRMN) 

Total: 1,311  

4,225 

Number of home visits N/A 304 

(AGEUK) 

304 

Number of complex casework 96 75 

(LRMN) 

171 

Number of resident queries responded to by 
email 

631 0 631 

Number of residents accessing 

services via drop in 

Diverted drop-in  
resources to 

outreach  

(600 Outreach) 

46 (AGEUK) + 
386 (LMLAS) 

Total: 432 

1032 

Assisted information and signposting 
444 hub (estimate) +  

41,875 self-help webpage 

 444 HUB + 41,875 self-
help webpage 
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Over the 2023-2024 financial year, we have also observed a marked increase in visits to our website 
and to the Self- Help section we have created. 

 
The pandemic and then the cost of living crisis changed the way we provide support moving to mostly 
digital channels. The cost of living crisis has generated demand from more vulnerable clients  and 
more broadly with clients with more complex problems. Research shows that 5.1% of our clients are 
digitally vulnerable and it has become necessary to focus on developing other channels to deliver full 
support. We’ve worked collaboratively with our partners to develop and deliver support that works for 
people being impacted by the crisis. More self-reliant clients can self-help, freeing up Adviceline and 
full advice resources to support those who most need more targeted support. 

 
The CAL website is designed to provide a 24 hour self-help portal to provide online information, tools 
and signposting to users. 

 
This year we have had over 41,000 visits to the self-help section but we are developing webchat and 
more targeted information and advice to increase our online offer. Most who visit our website stay on 
to access some form of information and over 20% of all people visiting the website make use of 
the self-help portal. We continue to upgrade this function to ensure it is relevant and user friendly and 
it continues to be a valuable resource to residents. We know that the top clicked links for self-help 
information are related to Housing and Benefits.  

 
Working with our partners and stakeholders has enabled us to identify our clients and their needs but 
we will continue to update this information to inform our strategy and business planning and so that we 
know our service is guided by client need. 

 
 

Issues 
 
Our aim is to help people deal with difficult situations, identify and tackle the underlying cause of their 
problems and to empower them with the tools and information to deal with the problems they face. We 
are able to provide a holistic service through our work with stakeholders and partners and community 
organisations that share our objectives. Besides our high volume of phone advice, 4,225 clients were 
assessed as in need of additional support and were offered advice and casework appointments.  
 
 
Our clients 
 
One of Citizens Advice Lewisham’s key advice objectives is to support everyone and particularly the 
most vulnerable in our community. The following chart which compares our client demographic data 
against  the 2021 Census data for Lewisham illustrates that we meet this objective by supporting a 
significantly higher percentage of people who have a long term health condition, a higher percentage 
of women and higher percentage of residents.

https://citizensadvicelewisham.org.uk/
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Outcomes 
 

Last year, our advice services secured a total of £9,611,817 of financial benefit for our clients. 

Demand for our Enquiryline service remained consistently high and the service responded to the 

highest volume of calls in October 2023.  

 

 
Our debt projects performed above overall year targets as seen in the chart below: 
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The following stories give a flavour of  our clients’ varied  experiences – and how we were able to help.  
 
Jane’s*1 story: challenging a parking fine 
 
An escalating series of issues after a parking machine wasn’t working saw CAL help with an appeal for 
almost six months.  
 
 
Jane had visited a relative in hospital over two days and parked in the car park. The barrier was up when 
she entered the car park and the machines didn’t appear to be working so she didn’t pay. Jane received 
a parking notice which she appealed. She heard nothing back until she was contacted by a debt collector. 
The parking company told her this was because her appeal had been declined. They said her address 
was missing a house number which is why she hadn’t received the rejection letter, and that they had 
emailed her the decision. They said she could have paid the fee using her phone even if the machines 
were not working. The demand for payment had by this point increased to £150. 
 
The client was willing to pay the original £40 but not the £150 as she hadn’t received a response to her 
appeal so hadn’t been able to respond in a timely way to the decision.   
 
Jane contacted our enquiry line in the summer of 2023 and the assessor  identified she required practical 
support and booked her a telephone appointment for full advice.   
 
We advised her to apply for a subject access request to see the evidence that they had actually sent her 
the decision. In the  information provided there was no evidence that an email of the appeal decision had 
been sent to her.  
 
We wrote back to the parking company, referring them to the parking code of conduct and  advising that 
the client would agree to pay the original £40 but not the £150 costs. No response was ever received to 
this correspondence so the client did not pay the penalty notice or the additional costs.  
 
 
 
 
Duyen’s* story: support for carers 
 
CAL was able to advise on a dispute related to care for the elderly thanks to the help of a partner agency 
 
Duyen emailed for advice but we needed more detail so we made an appointment for her to talk to an 
adviser. Duyen was in her late 50s and disabled but also caring for her elderly mother. Duyen received 
the Carer's Allowance, and her mother also received some care through social services which she was 
not happy with. Duyen wanted to know whether her mother could receive direct payments to organise her 
own care. 
 
We advised on the process for applying for direct payments and of the full time care requirements to 
enable Duyen to make an informed choice on her eligibility to continue to receive the Carers Allowance.  
 
Duyen later reported that independent care was now in place for her mother. However, there was a 
dispute with the local authority over care costs and she wanted help with this. We referred the client to 
our Age UK partners to get help on this aspect of the case.  
 
  

 
1 *all client names are changed 
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FINANCIAL REVIEW 
 

1. Financial Effect of Significant Events: The 2023-2024 financial year has been 
positive, with a notable improvement in the charity's financial position compared to the 
previous year. There were no significant financial events, however, total incoming 
resources increased from £1,603,522 in 2022-2023 to £1,881,090 in 2023-2024. This 
increase primarily resulted from higher income from charitable activities, which rose to 
£1,867,969 from £1,600,197 in 2022-2023. On the expenditure side, the charity saw a 
slight increase in expenses related to charitable activities, from £1,614,824 to 
£1,686,913. 

The financial performance of the charity relies on various grants and contract income 
sources, especially from the London Borough of Lewisham. However, the charity made 
an overall surplus for the year of £181,839 after making a provision for the actuarial 
losses on defined benefit schemes amounted to £12,338. 

2. Investment Policy and Objectives: The charity generated £4,499 in investment 
income during the year, which represents an increase from £2,428 in 2023. The 
investments were primarily deposit-based, and no substantial changes in the investment 
strategy were made. The investment policy aims to ensure funds not immediately 
required for operations are placed in secure, interest-earning accounts, balancing 
liquidity and risk. 

3. Principal Risks and Uncertainties: Trustees have identified a range of risks 
impacting the financial health of the charity, particularly the continued pension liabilities 
arising from the National Association of Citizens Advice Bureaux Pension and Assurance 
Plan. The total pension liability increased to £122,669 from £110,331 in 2023. The 
actuarial valuation carried out revealed that the deficit for this multi-employer scheme 
stands as a significant long-term risk. In response, trustees have implemented financial 
management strategies, including maintaining a stable reserve policy to manage 
potential financial shortfalls. 

4. Factors Likely to Affect Future Financial Performance: In the coming year, 
financial performance may be influenced by changes in grant funding and the broader 
economic conditions affecting both charitable donations and operational costs. The 
uncertainties surrounding pension liabilities and inflationary pressures on service 
delivery could also weigh on financial outcomes. However, the charity’s proactive 

reserve policy and commitment to managing liabilities offer a level of resilience. 

Explanation of the Financial Review 

 
1. Principal Funding Sources: The charity's principal funding sources during 2024 
included grants from the London Borough of Lewisham, which amounted to £650,000 in 
unrestricted funding, and significant contributions from funders like Debt Free London, 
which provided £238,642. Additionally, contracts with Phoenix Community Housing, 
London Borough of Lewisham (crisis funding), and others supported various advice and 
outreach projects. These funding streams directly support the charity's key objectives of 
providing free advice and advocacy for vulnerable populations. 
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2. Pension Liabilities: The charity continues to carry a pension liability linked to its 

participation in the National Association of Citizens Advice Bureaux Pension and 
Assurance Plan. Although the scheme is closed to new accruals, the liability persists and 
has increased slightly from £110,331 in 2023 to £122,669 in 2024. This liability does 
pose a risk to the financial health of the organisation but is being actively managed at 
the national level, limiting direct financial exposure for the charity. 

3. Investment Policy: As required in its Memorandum, in furtherance of its objects, and 
for no other purposes, the charity has the power to invest the monies of the charity not 
immediately required for its purposes in or upon such investments, securities or property 
as may be thought fit, subject nevertheless to such conditions and such consents as may 
for the time being be imposed or required by law. 

 
Reserves Review 

 
1. Total Funds and Restricted/Unrestricted Funds: At the end of March 2024, total 
funds stood at £537,985, an increase from £356,146 in 2023. Unrestricted funds 
comprised £537,985, while restricted funds amounted to £0, no change from £0 in the 
previous year. 

2. Designated or Committed Funds: No specific funds have been designated or 
otherwise committed at the end of the reporting period. The unrestricted funds are readily 
available for general use, and there are no amounts tied up in tangible fixed assets. 

3. Reserves Policy and Target: Trustees have a policy of maintaining three months of 
operating costs in unrestricted reserves. As of March 2024, unrestricted reserves 
reached £537,985, surpassing the target of £403,706. The achievement of our reserves 
target is significant in ensuring that our charity remains financially stable and capable of 
meeting its future obligations.  

In conclusion, the charity has had a financially positive year, with substantial growth in 
both income and reserves. While challenges such as pension liabilities and the ongoing 
need for significant external funding remain, the financial position has improved, and the 
charity is well-prepared for the future. 
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PLANS FOR THE FUTURE 
 
This section outlines CAL’s strategic plans for the future, emphasising both short-term and long-term 
goals to sustain and grow its services. In the first year, CAL aims to maintain and expand current 
contracts, diversify funding sources, and explore corporate and community support. Over the next two to 
three years, the focus will shift to developing partnerships with educational providers, enhancing 
community fundraising, and leveraging pro-bono support. Additionally, CAL plans to target fundraising 
efforts on projects that address specific client needs and explore cost-saving opportunities through 
regional collaborations. These strategies will be incorporated into the updated Business Plan to ensure 
sustainable growth and continued impact. 
 

Forward planning 

Our client and community profile show the value and positive impact of CAL in meeting a high degree of 
demand. The data shows that many clients receive the help they need and that our multi-channel advice 
is enabling access for a wide representative demographic of Lewisham residents.  There continues to be 
a need for face to face advice and we need to ensure that our objectives reflect this.  

Looking at the increase of debt enquiries (p.16) and the challenge to afford essentials evidenced in our 
local COL dashboard (p.18), we consider  money advice to remain a priority for CAL and possibly 
there will be a need to expand CAL's existing money advice service. The nationwide  spike on energy 
enquiries (p.18) suggests that an effort to secure energy advice would be particularly timely. Finally, we 
recognise that the steady nationwide increase in both demand volume and complexity of enquiries, 
renders any effort to single-handedly meet demand unrealistic. To this effect we need to prioritise our 
partnership working, an effort we have started by welcoming AFRIL to the ALP and by organising Advice 
First Aid training for local community and faith organisations to help orchestrate a shared response to the 
crisis.  
 
Our one year strategy is to: 

● Maintain and expand the current contracts  
● Diversify for additional contracts/grants in service areas where we have skills/experience 
(income  maximisation, tenancy support, debt, social prescribing)  
● Look at options to secure funding and support from corporate donors  
● Create a Friends offer to secure smaller monthly contributions.  
● Generate funding applications to trusts and foundations for activities that augment the core 
funding  from the Council  
● Focus on the Pan-London Citizens Advice consortium securing regional/large funding bids  
● Focus on the potential of cost saving, shared functions/supplier contracts through the Pan-
London Citizens Advice consortium. 
● Fundraising plan to focus on unrestricted fundraising and funding locally to support expansion. 

In years 2 and 3 of the business plan, fundraising would develop to include:  
● Partnership development with education/skills providers  
● Community fundraising  
● Pro bono support programme  
● Explore corporate Friends and donors  

We will also focus our fundraising on targeted projects based on identified client need such as:  
● Outreach and co-location especially targeting groups (young people, employment, housing, food 
banks)  
● Training and IAG network development  
● Volunteering/apprenticeship programmes 
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STRUCTURE, GOVERNANCE AND MANAGEMENT  
 
Governing Document 
Lewisham Citizens Advice Bureaux Ltd. is a registered charity and a company limited by guarantee. 
Lewisham Citizens Advice Bureaux Ltd. is known and referred to as Citizens Advice Lewisham (CAL). 
The maximum liability of each member is limited to £1. As of 31st March 2023, the company had 11 
members. Citizens Advice Lewisham is governed by its Memorandum and Articles of Association as 
amended on 7th November 2013 and 1st June 2022 (CitA mass adoption). 

 
CAL was incorporated as a company limited by guarantee on 27th March 1985. The charity commenced 
operations on 27th March 1985 at which date the assets and liabilities of the unincorporated CAL were 
acquired. 

The Trustees who served during the period and up to the date of signing this report are: 

 
Steve Baynes 

Robert Antony Cope    (appointed on 9/9/2024) 
Ife Gidado     (appointed on 9/11/2023, resigned 12/8/2024) 
Dominic Graham Gilchrist  
Jacqueline Graveney (Tregear) 
Susan Hutton (Treasurer)  
Alix Langley     (appointed on 9/11/2023) 
Christine Katharina Mosedale  (resigned on 9/5/2024) 
Sophie Park     (resigned on 9/11/2023) 
Edward Guy Pikett 
Senthooran Ramachandran   (resigned on 9/5/2024) 
Cosette Marie Reczek   (Chair of Trustee Board) 
Aida Shoush 
 
 
Recruitment, Appointment of Trustees 
Our Trustees, who are also directors of the charity, are elected at our Annual General Meeting (AGM). 
Trustees may co-opt up to six people onto the Trustee Board to ensure the Board is broadly 
representative of the community, and to fill any specific vacancy and skills needed to carry out our 
responsibilities effectively (e.g. Treasurer). Co-opted members must stand down at the Annual General 
Meeting following their co-option, but they are eligible to stand for election. One third of the elected 
Trustees (the longest serving since the previous election) stands down at each AGM, and is eligible to 
stand for re-election. We invite nominations for Trustees through our annual mailing to stakeholders and 
local community organisations. Co-opted Trustees are recruited through a variety of methods, including 
direct advertising in the relevant media (e.g. the internet, local newspapers.) 

 
The Board regularly reviews its membership to ensure there is a broad range of relevant skills and 
experiences sufficient to carry out its duties. 

 
A separate process agreed by the Trustee Board is followed for the election of the Chair. The reference 
and administrative details above identify the constituencies that elected each of the current Trustees, 
where applicable. No other persons or bodies external to the charity were entitled to appoint persons to 
the Trustee Board. 
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New Trustees 
 

At the AGM which took place on 9 November 2023 two new trustees were elected (Alix Langley and Ife 

Gidado). On 9 September 2024, Robert Anthony Cope was co-opted to join the board as incoming chair 

who, pending election at our AGM, will assume chair duties once our current chair, Cosette Reczek, steps 

down.  
 

Training of Trustees 
All new Trustees are invited to attend an induction training session at Citizens Advice London office, to 
learn more about the Citizens Advice service nationally and the role of Trustees. They participate in a 
planned induction which includes: 

 
● Access to key governance documents such as the governance manual, financial procedures and 

annual report. 
● Good governance guidance – relevant Charity Commission guides and references to high 

performing boards including Harvard and ICSA reports. 
● Service tour introducing the different aspects of the service and identifying key team members. 

● Introduction to stakeholders and client profile with the CEO. 

● Bi-annual review with the Chair to establish objectives and progress. 

● Workshop with Citizens Advice nationally to understand the member relationship. 
 

All new Trustees receive a Citizens Advice Lewisham email address, access to the Citizens Advice 
intranet and training system (Skillbook) and complete their confidentiality and Declaration of Interests 
forms. DBS checks are carried out according to Citizens Advice guidance. All Trustees are invited to 
visit our office to meet our team, find out more about our work and to observe the service delivery and 
understand the nature of the enquiries presented by clients. Our annual away day brings together 
trustees, paid staff and volunteers to collectively discuss and feedback on the charity’s strategic goals.  

 

Trustees are included in the Training and Development Plan for CAL which includes mandatory training 
in GDPR, Senior Managers and Certification Regime (SMCR) for the FCA, Equity and Diversity and 
Health and Safety obligations. 

 
 

Organisational Structure 
CAL is governed by its Trustee Board which is responsible for setting the strategic direction and policy 
of the charity. The Trustees carry the ultimate responsibility for the conduct of CAL and for ensuring that 
the charity satisfies its legal and contractual obligations. Trustees meet as a minimum quarterly and 
delegate the day-to-day operation of the organisation to senior management. The Trustee Board is 
independent from management. A register of members’ interests is maintained at the registered office, 
and is available to the public. 
 
The Trustee Board delegates some of its duties to its two subcommittees: Finance (FSC) and People 
(PSC) Subcommittees. The terms of board delegation can be seen here.  
 

https://drive.google.com/file/d/1udkxwc1tsy6LPmjMA1ArDOBe4e8Oaioq/view?usp=drive_link
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In more detail: The governance Terms of Reference reflects a clear delegation of tasks across finance, 
people management, and ad-hoc problem-solving, with the CEO responsible for operational execution and 
reporting. 

Matters Reserved for the Board: 

● Approve actions taken by the Chair and address conflict of interests/confidentiality issues. 
● Oversee nominations for all trustees including Chair, Vice-Chair, Treasurer, and other key roles 

including Chief Executive Officer.  
● Set strategic goals and KPIs through a business plan. 
● Monitor organisational performance and approve policies, annual budgets, and reports. 
● Approve financial reporting and manage organisational risks. 
● Maintain a code of conduct. 

Finance Sub-Committee: 

● Recommends the business plan, annual budget, and financial policies for board approval. 
● Appoints auditors/bankers and recommends the annual report and accounts. 
● Evaluates organisational risks, financial performance, and continuity plans. 
● Makes recommendations on reserves policy and reviews quarterly budgets. 

People Sub-Committee: 

● Recommends training and development plans, and reviews performance appraisals and 
remuneration. 

● Monitors volunteer recruitment, retention, and performance. 
● Provides recommendations on non-financial policies and addresses client feedback. 
● Focuses on organisational culture, performance quality, and other action items. 
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CEO Responsibilities: 

● Coordinates agendas, drafts minutes, and reports in collaboration with the Board and Committee 
Chairs. 

● Manages finances, recruitment, and staff/volunteer performance. 
● Provides performance reports to the board and committees. 
● Implements policies and escalates significant risks to the board. 
● Reports to the Chair of Trustees. 

Task & Finish Groups: 

● Conducts ad-hoc reviews of strategic developments, complex issues, or areas that need in-
depth analysis. 

● Supports design and development initiatives. 

 

Related Parties/ Performance Quality Framework 
CAL is a member of Citizens Advice (CitA), the operating name of the National Association of Citizens 
Advice Bureaux, which provides a framework for standards of advice and casework management. CitA 
set and monitor performance through the Performance Quality Framework (PQF) assessed through 
periodic surveys, regular file checking and annual inspection with a three-year full inspection. 
 

Key Management Remuneration 
We have in place national Citizens Advice benchmarking which we used to set up a Pay Framework and 
Pay structure approved last year. The board approved the structure outlined which allows all but CEO 
role annual increments on completion of satisfactory appraisal for 3 years or until the top of the 
benchmarked range is reached. 

CEO pay is set by the board annually based on benchmarking data supplied in 2022.
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In February 2024, a full inspection took place with the CitA Assessor rating CAL’s Leadership Self- 
Assessment against the core areas. The assessment concurred with CAL’s own assessment and 
awarded Excellent/Good ratings across the service. The results are linked here and  summarised below 
with the blue indicating CAL ratings and the yellow the CitA validation. 

 
 

2024 LSA outcome for Lewisham  

Assessment Area Outcome 

Governance All requirements met 

Strategic Business Planning All requirements met 

Risk Management & Compliance All requirements met 

Financial Management All requirements met 

People Management All requirements met 

Operational Performance All requirements met 

Partnership Working All requirements met 

Research & Campaigns All requirements met 

Equity, Diversity & inclusion All requirements met 

 

Operating policies are determined by the Trustee Board of CAL in order to fulfil its charitable objectives 
and comply with the national membership requirements. The Charity also co-operates and liaises with 
a number of other advisory services, local charities and local authority departments on behalf of clients. 
Where one of the Trustees holds the position of trustee/director of another charity or is a decision maker 
within the local authority, they may be involved in discussions regarding that other charity or department 
but not in the ultimate decision-making process. During this period, none of our Trustees work for 
Lewisham Council or hold decision making roles in partner organisations. 

 

 
Major risks 

 

The Trustees recognise that any major risks to which the charity is exposed need to be reviewed and 
systems put in place to mitigate those risks. To that end CAL is regularly monitoring and managing its 
risk, reviewing the corporate risk register and ensuring action plans are in place to mitigate its key risks. 

 
Trustees also review risks relating to our financial strength, to ensure that there are reliable revenue 
streams and a live pipeline for the delivery of new income. The top four risks for the organisation, and 
our current risk management  plans for each, are outlined below:  

 
Fundraising 

Dependency on key funders and reduction to funding levels are key risk factors for CAL. We 
mitigate this by seeking and securing a wide range of funding on other projects. We also build 
relationships with funders and demonstrate our impact and value to ensure we are a partner of 
choice and have invested time in supporting the formation of the London Consortium of CA 
offices to provide regional funding opportunities and shared services and costs. 

https://docs.google.com/document/d/115d87ewRxEXr8Gow1SO8hkBuoDZsBokTh5cveZfFmqw/edit
https://drive.google.com/file/d/1BfZTgo2dvmXoep269U_RY7J4XAZau0gS/view?usp=drive_link
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Staffing 

Our team is committed and trained but our funding and cost constraints mean we operate on 
a very lean basis, often one person deep. We have experienced, like many organisations, 
extended sick leave which we are managing with support and sensitivity but this is an ongoing 
area of concern. Our improved training and feedback ensures we have a pipe line of able staff 
to respond to key vacancies but this requires constant focus and management resources. 

Non compliance 

Accreditation standards are onerous  to ensure we all deliver the right advice to clients and we 
rightly focus a lot of resources on training and feedback to manage this. Of equal importance 
is GDPR and Cyber security compliance which we manage through annual training and lessons 
learnt as well as management horizon scanning for regulatory changes. 

Low Client satisfaction 

The pandemic and subsequent Cost Of Living crisis have raised levels of demand on our 
services to unprecedented levels. Our funding and resources have not been able to keep up 
with this so we face an ongoing challenge with frustrated clients being unable to access our 
service or whose cases are so complex due to the aforementioned issues that impact people 
that our ability to completely resolve matters are also hampered. This means that nationally, 
Citizens Advice are seeing high levels of complaint from clients and CAL is receiving more than 
many because of the high ratio of deprivation in our borough. Where this reflects non optimal 
input from us we are targeting training and feedback to improve advice and we are also working 
to help advisers better manage client expectations. 
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REFERENCE AND ADMINISTRATIVE DETAILS 
 
Reference and Administrative Information 
 
Company Number: 3038147 

Charity Number: 1075040 

 
Trustees/Directors 

 
Steve Baynes 

Robert Antony Cope   (appointed on 9/9/2024) 
Ife Gidado    (appointed 9/11/2023, resigned 12/08/2024) 
Dominic Graham Gilchrist  
Susan Hutton   (Treasurer and Chair of Finance Subcommittee)  
Alix Langley   (Chair of People Subcommittee, appointed 9/11/2023) 
Christine Katharina Mosedale  (resigned 09/05/2024) 
Sophie Park     (former Chair of People Subcommittee, resigned 09/11/2023)    

Edward Guy Pikett 

Senthooran Ramachandran  (resigned 09/5/2024) 

Cosette Marie Reczek    (Chair of Trustee Board) 

Aida Shoush 
Jacqueline Graveney (Tregear) 

 
Chief Executive/Company Secretary: Fiona Derbyshire  
 
Registered Office and Business Address 
Leemore Community Hub, Bonfield Road 
London SE13 5EU 

 
Auditor 
Hartley Fowler LLP 
4th Floor Tuition House 
27/37 St George’s Road 
Wimbledon 
London 
SW19 4EU 
 
 
Bankers 
Co-operative Bank Plc 151 Lewisham High Street London SE13 6AA 

 
CAF Bank 
25 Kings Hill Ave Kings Hill 
West Malling ME19 4JQ 
 
Solicitors 
Your Employment Settlement Service (YESS) Law 
New Wing, Somerset House, Strand, London, WC2R 1LA 
 

 




















































