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We are Citizens Advice South Hams 

 

 

 

As a member of the national Citizens Advice service, we offer 

advice on the phone, face-to-face, via video link, via web chat, 

by WhatsApp and by email. 

Our goal is to help people to find a way forward, whoever 

they are and whatever the problem. We also use our clients’ 

experience, stories and evidence to research and campaign 

for positive change locally and nationally. 

Most of our 82-strong team are trained volunteers, and we 

are supported by local councils, a variety of specialist funders, 

and the public. We serve a population of 87,000 across South 

Hams and handle thousands of enquiries each year.  

  

We can all face problems that seem complicated or 

intimidating. At Citizens Advice South Hams, we believe 

no one should have to face these problems without 

good, quality, independent advice.  
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A welcome from the Chair 
I am pleased to welcome you to the 

Citizens Advice South Hams 2020-

21 annual report. 

During this past year, when the effects of the 

pandemic have hit home, there has been a 

constant need for our advice services. I am 

proud more than ever that we have quickly 

adapted to deliver that advice on a range of 

issues through more channels. Our team of 

volunteers, staff and trustees from the South 

Hams have responded magnificently to the 

change in modus operandi by working from 

home to ensure we can still operate and meet 

the demand. 

With remote working and advice by phone 

becoming the new normal, we’ve invested in 

digital technology to ensure easy access to free, 

quality assured advice wherever our clients are 

located. As part of this we’ve expanded our 

phone and webchat channels and established 

video booths in locations across the South 

Hams so that we can help more people.  

We’ve continued to be a strong local voice on 

issues such as Housing and the Universal Credit 

uplift. Our campaign to raise awareness and 

prevent scams has been particularly effective at 

reaching the most vulnerable. 

In 2020/21, we provided advice to over 4,300 

clients with over 11,200 issues. For these clients 

the charity recorded £2 million of financial 

gains. Unsurprisingly in this period of lockdowns 

the total number of clients, and in particular 

those who need face to face contact, have 

dropped. We anticipate the number of clients 

needing help will escalate at the end of 2021 as 

the furlough support scheme ceases; mortgage 

and debt deferment relief finishes, the £20 per 

week Universal Credit uplift is removed, and 

energy costs increase. As expected, we have had 

a spike in employment issues and a surge in 

housing and energy related issues. The issues 

presented by the fewer clients are complicated 

and often need longer time to access in these 

times of economic turmoil and hardship.  

We are hugely thankful for the grants we receive 

from Devon County Council, South Hams 

I am proud more 

than ever that we 

have quickly 

adapted to deliver 

that advice on a 

range of issues 

through more 

channels.  



 

 

District Council, many of our local Parish and 

Town Councils and donors. This funding enables 

us to deliver an important proportion of our 

primary advice services. We continue to receive 

further grant funding for a range of other 

projects such as benefits and health. We also 

secured extra funding to support the 

technology investments and we plan to resume 

more client faces services within our offices.  

Many thanks to the local solicitor firms that 

have participated in the annual Wills Week 

which raises vital funds to support our local 

advice work.    

Earlier this year we were awarded a grant to 

expand our specialist team that provides advice 

on energy related matters. This is particularly 

significant at a time when energy costs are 

escalating and the demand for advice on energy 

issues is headline news.  

The quality of our independent free advice is 

externally rated and therefore it is satisfying 

that we were given the highest assessment for 

the excellence of advice and client outcome.  

This is further testament to the training and 

delivery of advice by our hard-working 

volunteers. 

Following a successful recruitment for new 

trustees from across the South Hams, we have a 

full board with diverse skills and business 

backgrounds. I thank each of them for their 

time and personal contribution supporting the 

Chief Officer in delivering our business plan 

during a year when we have met rarely face to 

face. It is therefore particularly pleasing that we 

were given the highest rating across all 

categories in our annual Leadership Self-

Assessment audit which independently 

measures our work and management.   

I would like to thank our hard- working 

volunteers, staff, and trustees, without whose 

dedication we would not be able to provide a 

valuable advice service to the people of South 

Hams. We also look forward to more volunteers 

coming forward to increase our capacity to 

meet demand for our services in our 

forthcoming 20th anniversary year. I would 

especially like to thank Janie Moor, our Chief 

Officer, whose continual professionalism, 

dedication, and enthusiasm drives us all along. 

Chris Peach 

Chair 



 

 

Chief Officer’s report 
What more can I say than a huge and 

sincere thank you to everyone who has 

volunteered for, worked for, and supported 

Citizens Advice South Hams through the 

pandemic and beyond. 

The Coronavirus outbreak started to really 

impact all our lives on 20th March 2020 

when we entered a national lockdown for 

the first time, well, ever.  No one knew what 

to expect, how they would cope or what it 

meant for friends, families, or themselves.  

For the first time in our lives, we were told 

to stay at home by government. This meant 

home schooling, many people were unable 

to work, and some had to live in isolation 

for up to 12 weeks. During this incredibly 

difficult time, despite all the personal 

challenges faced, volunteers and paid staff 

of Citizens Advice South Hams set about 

adapting our services to make sure that 

local people could access the information 

and advice they would need to navigate 

these difficult and uncertain times.   

We relocated our workforce, switching from 

office-based working in Totnes to home 

working across South Hams overnight. We 

set up telephone systems and laptops, 

moved to online back-office systems and 

embraced new IT apps. Our aim was to 

ensure every team member could conduct 

their work from a safe and confidential space 

and to provide support they would need to 

continue to meet client needs in the best way 

possible. This was no mean feat, and we owe 

a huge debt of thanks to Teena Barrett, 

Operations Manager, who worked tirelessly 

to oversee the transition to what turned out 

to be a new way of working. 

The numbers demonstrate just how much 

our advice was needed. Local calls to 

Adviceline jumped 34% in just one month 

and enquiries on national website increased 

by 76%.  Over the course of the pandemic the 

topics where advice was needed changed 

rapidly from furlough and redundancy to 

employment rights, to housing issues and 

more recently to debt, financial capability, 

What more can I 

say than a huge 

and sincere thank 

you to everyone 

who has 

volunteered for, 

worked for, and 

supported Citizens 

Advice South Hams 

through the 

pandemic and 

beyond.  

 



 

 

and utility bills. A breakdown of these trends 

can be found on page 10. 

Throughout lockdown and the subsequent 

periods, the morale and vitality of our 

workforce has been sustained in new ways.  

Simple things like a daily online briefing are 

now a regular part of our day and provide a 

way for volunteers and paid staff to catch up 

on a personal level and to keep abreast of 

ongoing operational changes.  We held 

regular team meetings by Zoom – and 

everyone received a handmade gift at the 

virtual online ‘Christmas party’. Again, thanks 

Teena for this very personal touch which I’m 

sure helped demonstrate how much our staff 

and volunteers are valued.   

In February we really wanted to help keep 

alive the sense of team spirit which we 

experience when working together in the 

office. An intrepid group set off to walk from 

Lands’ End to John O’Groats via as many local 

Citizens Advice as we could. This was all done 

virtually of course! As we were in the midst of 

another lockdown individuals were 

encouraged to record and share how many 

miles they were walking each in week.  

Armed with apps and pedometers the team 

achieved an astounding 750 miles/week.  

Meaning that we easily marched the distance 

to John O’Groats in five weeks, and then 

decided to ‘walk’ back again. 

This is just one example of how the team has 

adjusted and responded to the worldwide 

pandemic. It is heartening to see the level of 

commitment and passion for what we do 

remains undiminished. Without the 

dedication of our paid team and the enduring 

commitment of our volunteers we simply 

wouldn’t be here, able to provide the 

information and advice to help the people in 

our communities move forward with the 

problems they face. 

 

Thank you to you all. 

Janie Moor 

Chief Officer 

 

 



 

 

Our organisation will be environmentally and financially sustainable 

for the long term. 

Our vision
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Whilst reflecting on the 

past year is important, we 

have also looked at what 

we want to achieve in the 

future.  
 

Our vision: 

To be the local advice service 

provider of choice.  

To be an effective advocate for 

change in the policies and 

practices that affect people’s 

lives.  

To achieve results that make a 

difference. 

 

Our strategic framework: 

We will be accessible to all 
Everyone in our community will be able to access advice quickly and 

easily through our different partnerships, services and channels.  

We will be a local voice for local people 
Our advocacy arm will be strengthened, allowing us to speak up for 

those experiencing social injustice, inequality, or discrimination. 

We will be a great place to work and volunteer 
Our culture continues to be inclusive, our workforce are well supported 

and our organisation is more diverse. 

We will be efficient and effective 
Our systems will be streamlined, ensuring our service achieves 

quality-assured, meaningful outcomes for our clients. 

We will be a sustainable organisation 



 

 

36% 
people helped via 
email 
 

92 
local people helped 
via webchat 
 

4,358 
people helped  

How we help people 

In response to the pandemic, we expanded the way people could 

contact us.  We introduced WhatsApp and video calls in addition 

to our phone, email and webchat services.  Despite significantly 

reducing face to face contact for clients, we were able to help 

more than 4,000 people advice in a way that works for them.  

Top 5 issues people 

wanted advice on: 

62% 
people helped over 
the phone 

10,594 
Visits to our local website 

Benefits & tax credit 

Universal Credit 

Housing 

Employment 

Debt New 
Advice Via Video launched 



 

 

Advice trends have changed significantly throughout the pandemic. 

The graph below illustrates some of these changes, showing the number of issues experienced by people in South Hams in seven 

advice key areas, taking a snapshot from January 2020 (pre-pandemic), March 2020 and March 2021. 

 Advice trends 
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£221, 044 
in savings to the NHS 

£1.99 million 
Financial gains for our clients 

Our value to society  
 

We help thousands of people every 

year.  

Our holistic approach to our clients means 

we ensure they receive all the help 

necessary and appropriate to their 

circumstances. From energy advice, to 

benefit checks for income maximisation, 

to referrals to other local agencies.   

It’s impossible to put a financial value on 

everything we do - but where we can, we 

have used a Treasury-approved model to 

demonstrate our local financial impact. 

 

During 2020/21 Citizens Advice 

South Hams generated at least: 

 

£125, 844 
in savings to the Local Authority 



 

 

Help to Claim service - helping people to 

apply for and manage Universal Credit. 

Energy Advice – helping people to save 

money on their bills and use energy 

more efficiently. 

Healthwatch – the independent 

consumer champion for health and 

social care across Devon. 

Our projects 

  

We run several specialist-advice projects. These are run in conjunction with 

our core service but give people more expert support and advice on 

certain subject areas.  

Our projects during 2020-21 include: 



 

 

Help to Claim supports clients in the early stages of their 

Universal Credit claim, from the online application, through to 

support with their application before the first payment.  

During 2020-21 the South Hams Help to Claim 

team assisted 334 people with Universal 

Credit issues.   

Due to the impact of the Covid pandemic and 

the resulting measures put in place we 

experienced a spike in clients calling the Help 

to Claim service during the first quarter of the 

year. 

 

These clients were looking for help with 

checking their overall benefit entitlement and 

eligibility and seeking further information 

around how being on furlough would affect 

their existing claims for legacy benefits. 

 

 

 

Help to Claim 

  

334 
people helped with 
Universal Credit 

270 
South Hams 
residents helped 

£362,294 
in client’s financial 
gains 



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Louisa’s story 

When Louisa first came to us, she was 

living alone, out of work and trying to get 

by on Universal Credit. She was paying 

just under £1,000 per month in rent but 

because she was a single person with no 

children or health issues, her award was 

restricted to a single room rate. Because 

housing costs are so high in this part of 

the world the UC payments only covered 

50% of her rental costs.  

Louisa contacted the Help to Claim 

service as she is now pregnant and 

concerned that with the added costs of a 

baby, she would no longer be able to 

manage on her UC income. 

Our Help to Claim adviser explained 

that once her child was born she could 

apply for an additional element of 

Universal Credit – due to needing a 

second bedroom for the baby.  

We calculated that Louisa would have 

an extra £800 per month to support her 

and the baby.   

Louis was very relieved and explained 

that she could now focus on getting 

ready for the arrival of her child without 

worrying so much about her finances.  

  

Louisa came to us for help with 

Universal Credit. 



 

 

Our two-year flagship energy project, Heat 

Well for Less, led by Citizens Advice South 

Hams, was successfully completed. The 

main aim was to reduce fuel poverty across 

Devon by recruiting a team of Energy 

Champions to give specialist energy advice 

to 1,000 people in vulnerable situations. 

Despite the impact of the Covid pandemic, 

and having to adapt quickly to channels of 

interaction, this target was reached with 

associated financial outcomes of £250,000. 

 

We are now leading a new, two-year energy 

project, EmPOWER, where Energy 

Champions across Devon, Torbay and 

Cornwall provide specialist support to 

households in fuel poverty, particularly 

supporting vulnerable families and people 

living in all types of social housing.  

 

Our energy team also coordinated a fuel 

voucher scheme across Devon to support 

some of our most vulnerable clients at risk  
 

of self-disconnection, struggling to afford to 

top up their prepayment meters.  Working 

with community partners and frontline 

volunteers, we issued almost £20,000 to 

over 250 households. We have since been 

involved with other similar schemes, 

providing vital support for over 12 months. 

 

The energy team also supported the 

national Citizens Advice energy projects, 

‘Energy Advice Programme’ and ‘Big Energy 

Saving Network.’ 

 

As we now witness one of the biggest 

shocks to the retail energy market, with 

suppliers going bust weekly, and a dramatic 

rise in energy prices forecast to continue 

for at least the next two years, our 

expanded energy team is more important 

than ever. 

 

Energy  

Our energy team are leading energy advice 

across the Southwest. 



 

 

Diane’s story 

 

  
Diane was spending a lot of money trying to 

heat her home.  

Diane, a pensioner living alone, came to us 

for help with her energy costs. She had a 

relatively low income and was struggling 

with her high energy bills.  

Her home suffered from poor insulation 

and single glazed windows. With a limited 

gas supply to one heater and the hob, 

everything else ran on electricity - including 

expensive electric heaters and an 

immersion tank for hot water. Diane also 

had mixed meter types meaning she was 

paying more for her energy. She had 

repeatedly tried to switch to a credit meter 

but without success. 

Our energy adviser visited her home for an 

energy assessment and quickly put an 

action plan in place. He resolved her meter 

issues and facilitated switching to a 

cheaper tariff, saving her £250 a year. He 

also initiated an application to a local 

authority scheme to install mains gas 

central heating which Diane received in 

November 2020.  

‘What a difference the new heating system 

has made - I can walk from one room to 

another without a bobble hat.’ - Diane 

 



 

 

2020-21 has been a challenging year, navigating 

through the pandemic and with various staff 

changes. Throughout the pandemic the team has 

played a huge part in ensuring people have 

received high quality advice and guidance across 

Devon. We have provided quality training to new 

advisers, who have embraced the project and 

progressed cases resulting in great outcomes.  

 

This year we have adapted to a different way of 

working, taking on clients regardless of where in 

Devon they live. This has proved to be very 

successful and has provided clients with a quick 

turn-around for expert, specialist advice.  

  

Although the pandemic has impacted all local 

Healthwatch statutory functions, the team have 

embraced engagement. Regularly attending 

engagement meetings, which have been integral 

in the set-up of the Healthwatch Assist Network. 

This collective of local community groups and 

organisations aid engagement in addition to 

providing us with information surrounding local 

issues. 
 

Healthwatch Devon have also implemented 

real time feedback in response to social 

media posts regarding specific local GP 

surgeries. This led us to investigating several 

complaints and we are currently working 

with the concerned medical group, the CCG 

and the CQC to implement better services for 

patients.  

 

Healthwatch champions have seen a 

successful year assisting clients with over 

1,200 issues. The cases have ranged from 

dental care billing to reducing care home 

fees for individuals, as well as helping clients 

navigate the complaints process in the NHS 

and health and social care sector. These are 

often long and complex cases. This has been 

achieved by supervision, support, and a 

strong team spirit. 

  

 
 

Healthwatch 

 

 

 

 

 

 

 

 

 

Healthwatch assists clients across Devon with 

a variety of health and social care issues.  

Healthwatch 

champions have 

seen a successful 

year assisting 

clients with over 

1,200 issues. 



 

 

Big Energy Saving Winter 

Over three winter months, November to 

January - the research and campaigns team 

joined forces with our energy team to deliver 

an extended ‘Big Energy Saving Winter’ 

campaign. Due to the pandemic the campaign 

was entirely digital, whereby in previous years 

the team would have been in local community 

spots engaging members of the public this was 

obviously not possible.  

 

To maximise engagement the campaign was 

broken down into three sections; one for each 

month: ‘Check’ in November, advising people to 

check their energy bills. ‘Switch’ in December, 

encouraging people to change their energy 

supplier, and ‘Save’ in January, where we 

relayed energy saving tips and measures.  

 

We also embraced the power of social media 

and delivered three Facebook Live Q&A 

sessions with our resident energy specialist. 

These were well received, and the campaign 

was successful in reaching a larger audience 

and doing preventative advice work.  

 

Our research and campaigns work 

 

 

 

 

 

 

 

 

 

This year our research and campaigns team acquired some new 

members and took part in several local and national campaigns 

despite the difficulties of several lockdowns.  



 

 

Keep the Lifeline Campaign 

In January we wrote to our local MPs, 

Anthony Mangnall and Sir Gary Streeter, as 

part of the national #keepthelifeline 

campaign asking for their support to extend 

the £20 Universal Credit and Working Tax 

uplift that came in at the beginning of the 

pandemic.  

 

We used data from the Department from 

Work and Pensions to demonstrate how 

many people were claiming Universal Credit 

in their respective constituencies, and an 

estimated economic impact in the local 

economy if the uplift were removed. In 

Totnes, 6317 people were claiming UC, 

removing the uplift would take £5.9 million 

from the economy. In South West Devon, 

5172 were claiming UC, removing the uplift 

would take £4.8 million from the local 

economy.  
 

We also posted about the campaign on our 

social media channels.  

 

Scams Awareness Fortnight 

The team continued to take part in the 

annual Scams Awareness Fortnight 

campaign, partnering with Trading Standards 

in June 2020 to deliver events in community 

spots. They helped raise the profile of key 

scams, especially regarding the pandemic 

and PPE.  

These events also spread awareness of how 

to report scams and encouraged others to 

speak out to help protect people from falling 

victim to similar scams in the future.  

Devon Research and Campaigns group 

The team has also played an active part in 

the Devon-wide Research and Campaigns 

Group. Key issues have included researching 

the client journey for Help to Claim and the 

adequacy of disability benefits. As well as 

monitoring the effect of Covid-19 on private 

tenants and food bank usage.  

 

 

 

 

 

 

 

 

 

 

  



 

 

Wellbeing Walk of the UK 

In a year where fundraising opportunities 

were limited; our excellent volunteers 

came up with an initiative to help look 

after their wellbeing and raise some 

money for our charity – 'virtually’ walking 

from Lands’ End to John O’Groats, 

stopping by as many other Local Citizens 

Advice offices as possible and saying 

‘hello’ to our fellow colleagues.  

The event was a huge success, as 

volunteers, staff and trustees took to the 

lanes, moors, parks, and beaches and 

tallied up their miles. We reached John 

O’Groats so quickly, we ‘returned’ via 

Ireland and Wales.  

The walk highlighted the importance of 

looking after our mental health in a year 

full of challenges and raised an 

outstanding £2,230 for our charity. Thanks 

to Pat Shepherd for driving this along.  

 

 

Wills Week 2020 

Once again three local firms of solicitors; 

Start Point Law, Beers Solicitors and 

Wollens Full Spectrum Law all generously 

gave up their time and offered their 

expertise for free to enable people to 

make a Will in exchange for a donation to 

Citizens Advice South Hams. 

A massive thank you to the solicitors 

involved and to the members of the public 

who took advantage of the scheme and 

donated to us. Those vital donations will 

enable us to continue with our core advice 

work across the South Hams. A special 

thank you to Ron Moran for all her hard 

work and organisation. 

 

 

Fundraising 

 

 

 

 

 

 

 

 

 



 

 

This income 

growth is a result 

of our continued 

focus on securing 

project income to 

support and 

extend our free, 

core services… 

Treasurer’s report 

The 2020/2021 fiscal year certified accounts, 

summarised in this report, shows our income in the 

year increased substantially from £350,517 last 

year to £430,337 this year. Note within this year’s 

income £70,541 was paid directly to partner 

charities (£35,848 in the previous fiscal year) and 

fuel vouchers of £17,682 awarded directly to clients 

under Energy Redress fuel poverty scheme (£nil last 

year).  
 

This income growth is a result of our continued 

focus on securing project income to support and 

extend our free, core services and a necessary and 

elevated focus on the effects of Covid.  Our face-to-

face services were seriously curtailed due to the 

pandemic where we secured funding for enhanced 

technology to provide clients access to some 50+ 

remote worker locations, and the use of video 

software, web chat and the deployment of 

community video booths within South Hams.  
 

Our costs were £361,241 compared with £298,768 

in the previous year 2019/20, which included the 

payments to other charities.  Due to our success in 

securing new projects we have made a significant 

investment in our paid workforce. Also, with all of 

volunteers working predominantly from home we 

saved substantial expenses on volunteer travel 

where normally this would be expenditure of some 

£10k per annum. This saving has added to the 

surplus we have reported this year, allowing us to 

designate funds to meet expected the financial 

needs of post-Covid working and higher demands 

from clients as the furlough, mortgage and debt 

payment holiday schemes end, and the 

moratorium on bailiff activities is lifted. The 

designated fund for Covid recovery and support is 

£26,000 and the IT/Innovation designated fund is 

£11,600.  
 

The projects outlined in the Funding Sources 

schedule, are aimed primarily for the benefit of the 

South Hams residents and enable us to support 

some of the costs of running our core advice 

services. Without these projects, that we compete 

to secure, we would not be able to sustain the level 

of free, core advice services provided to thousands 

of South Hams residents every year.    
 

In addition to the grants and project funds both our 

economical and high service level model would not 

be possible without the commitment of 60+ 

volunteers (excluding trustees); a hidden financial 

gain that we are immensely grateful for.  



 

 

Notes to the Summary of Accounts shown on opposite page: 

1. Full copies of the Certified Accounts and Trustees Report are available from The Manager at the Totnes office or the Companies House website. 

2. Accountants: WR Frost & Co., Riverside, Ashburton Road, Totnes, TQ9 5JU 

 

Our reserves policy is to hold at least 3 months of 

core (excluding projects) operating costs, which is 

held as unrestricted reserves. The trustees 

regularly review the level of unrestricted reserves 

and aim to deploy the maximum resources we can 

to our charitable objectives for the local South 

Hams residents. We presently hold £80,947 as 

unrestricted reserves (net of designated), which 

represents 2.7 months of the charity’s expenditure, 

and consider this level of reserves to be the 

minimum to cover any unforeseen swings in our 

funding sustainability, plus any future contingent 

costs. 
 

The surplus this year is £60,541 with £37,600 ring 

fenced as designated funds, as described above.  In 

addition, we are carrying forward £79,346 in 

restricted funds for our ongoing projects. 
 

Looking ahead to 2021/22 we are always conscious 

of any reduction in our core income and focus 

heavily on securing ever more funded projects to 

both support our Core operational costs and allow 

us to enhance the essential service breadth of our 

free advice offering in the district. The pressures on 

the best use of resources during the Covid 

pandemic means continuing to invest in 

homeworking technology and other digital services 

in the South Hams area plus the protection of our 

staff, volunteers and clients as we return to face-to-

face activity.  
 

We are confident that Citizens Advice South Hams, 

a locally registered independent charity, continues 

to deliver a highly efficient and effective service to 

those in need, which in turn represents good value 

for money for all the funding bodies who we 

remain extremely grateful to for their continued 

support.  
 

Chris Mottram 

Treasurer 

 

 

 



 

 

Accounts – Funding sources             
Description Core Projects-restricted Total 

South Hams District Council (SHDC) 50,867 
  

Devon County Council 35,492 
  

Plymouth University 392 
  

Town and Parish Councils 7,635 
  

Fundraising events 3,320 1895 
 

Wills week fundraising 1,766 
  

Donations and misc income 5,333 
  

Bank Interest  122 
  

Scottish Power  
   

SHDC Outreaches 
 

10,000 
 

Specialist Advice Dartmouth Charities 
 

15,000 
 

Energy Best Deal/Safe and Warm- several schemes 
 

19,285 
 

Healthwatch 
 

53,964 
 

Energy redress - client vouchers 
 

20,107 
 

Dartmouth Home Trust 
 

1,750 
 

Help to Claim (Universal Credit) South Hams  
 

25,469 
 

Heat well for less 
 

73,771 
 

CA Innovation fund - IT, Community Video  
 

31,464 
 

Town Totnes Outreach 
 

6,000 
 

Totnes Caring 
 

9,392 
 

Devon Carers Covid support 
 

2,294 
 

Money Advice and Pensions Service 
 

16,774 
 

BEIS Webchat 
 

4,661 
 

CA Central future phone services 
 

16,000 
 

Western Power 
 

9,997 
 

Access to justice 
 

3,070 
 

Landworks 
 

1,000 
 

East Dev CA 
 

1,985 
 

Victim Support 
 

1,532 
 

TOTAL 104,927 325,410 430,337 



 

 

INCOME LESS EXPENDITURE                      69,096 

Notes  

1. Surplus of £69,096 includes two Designated funds for Covid recovery /support & IT/Innovation £37,600 plus £8,944 held as part of the Restricted Reserves 

2. Restricted funds carried forward to cover project expenditure commitments for 2021/22 and beyond are £79,348 (2019/20 - £70,404). 

3. The total Unrestricted funds carried forward are £80,947, excluding designated funds of £26,000 Covid Support and Recovery & £11,600 IT/ Innovation 

 

Accounts – Expenditure 

Description Total 

Rent 25,056 

Util/Service charge 10,832 

Insurance 1,350 

Telephone 3,418 

Office Expenses 7,092 

Travel volunteers & staff plus homeworking  206 

Training 659 

Equipment/depreciation 1,332 

Professional fees - accountancy and legal. 2,700 

Equipment leases 369 

Salaries/ NHI/Pension- Charitable activities 207,068 

Salaries/ NHI/Pension- Accountancy non charitable activities 8,428 

Other Expense- Postage/Stationery & misc 1,087 

IT/Software/ innovation 1,827 

Marketing-advertising and publicity 107 

Repairs and Renewals 12,314 

Citizens Advice Membership Fees/ publications 6,832 

Conference and workshop costs 0 

Heat Well for less- partner charity payments 52,859 

Energy redress client distribution 17,682 

Trustee expenses 23   

  

TOTAL 361,241 
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David B 
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Paul C 
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Simon D 

Simon G 

Simon W 

Steve T 
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A sincere thank you to all our volunteers 

and paid staff who contribute to making 

Citizens Advice South Hams so 

successful year upon year. Without you 

we would not be able to offer this 

essential service to the local community.  

 



 

 

A huge thank you to everyone 

who supports us, we wouldn’t be 

here without you. 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

There are many ways to contact us if you need advice. 

 

Visit a video booth: 

South Brent Old School 

Community Centre 

Wednesdays 10am – 1pm 

Townstal Community Hall, 

Dartmouth                        

Fridays 11.30am – 1pm 

 

 

Visit an outreach centre: 

The Watermark, Ivybridge 

Mondays 9.30am – 12.30pm 

Quay House, Kingsbridge                        

Tuesdays 9.30am – 12.30pm 

The Mansion, Totnes                      

Wednesdays 9.30am – 

12.30pm 

 

 

Contact us  

 

 

 

 

 

  

 

 

 

 

Call us: 

0808 278 7948 
 

Visit our website: 

southhamscab.org.uk 
 

Video call us 

Via our website   

Click ‘Make a video call’ 
 

Covid restrictions permitting: 

Follaton House, Totnes 

Monday to Friday 

10am – 1pm, 2pm – 4pm  
 

Email us 

Via the form on our website 
 

http://www.southhamscab.org.uk/
http://www.southhamscab.org.uk/
http://www.southhamscab.org.uk/


 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Citizens Advice helps 

people find a way forward. 
 

We provide free, confidential, impartial and 

independent advice to help people overcome their 

problems. We are a voice for our clients and 

consumers on the issues that matter to them.  

We value diversity, champion equality, and 

challenge discrimination and harassment. We’re 

here for everyone 

Citizens Advice South Hams October 2021 

Citizens Advice South Hams is an operating name of South Hams Citizens Advice Bureau Ltd, 

company limited by guarantee (04349641) and registered charity (1091133). 

Registered address Follaton House, Plymouth Road, Totnes TQ9 5NE 
 

 

 

 

southhamscab.org.uk 

https://twitter.com/southhamscab
https://www.facebook.com/southhamscab
https://www.instagram.com/citizensadvicesouthhams/
http://www.southhamscab.org.uk/

