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A welcome from the Chair
I am pleased to welcome you to the Citizens
Advice South Hams 2019-20 Annual Report.
We are a locally based charity, focussed
on delivering support and advice to
people in need in South Hams. But we
are more than that. We are also a team
of volunteers, staff and trustees largely
from the local area, providing local
voluntary and paid employment
opportunities. Further, our campaigning
work gives a voice to local people on
national issues. I am proud that we
continue to offer a free, quality assured
advice service to anyone and everyone
who needs it.
In 2019/20 we provided advice to over
6,000 clients with over 13,000 issues.
Our volunteers, who are the bedrock of
the charity, have continued to provide an
excellent quality service.

We are hugely thankful for the grants we
receive from South Hams District Council
and Devon County Council. This funding
enables us to deliver the bulk of our face
to face, phone and email services for the
South Hams district. However, these
grants do not cover all our core costs. We
therefore have gained funding for
specific projects on a range of key issues
faced by our clients such as benefits,
debt, energy efficiency and health. These
projects extend the scope and scale of
services we can offer and contribute
towards our core costs.
I am particularly pleased to report how
we are establishing a reputation and
capability for the provision of Energy
related advice to clients through several
related projects.
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Additionally, we are extremely grateful
for the funding and support we receive
from local companies, town and parish
councils, supporters and clients.
We also fundraised more than £10,000
this year, with an excellent contribution
from the Dragon Boat Challenge
organised by the Rotary club. Many
thanks to Ron Moran who has worked
very hard behind the scenes to bring our
fundraising activity to life.
All the trustee board members have
contributed to supporting the
organisation to grow and I thank them
for their time.
I am proud to report that once again we
passed, with flying colours, the annual
Leadership Self-Assessment audit across
all categories. This audit is a requirement

of membership of national Citizens
Advice and independently measures our
work and management. This result is
testament to the hard work and
dedication of all our volunteers, staff and
trustees.
Finally, I would like to thank our hardworking staff, volunteers and trustees
without whose dedication we would not
be able to provide a valuable advice
service to the people of South Hams. I
would especially like to thank Janie Moor,
our Chief Officer, whose continual
commitment and enthusiasm drives us
all along.

David Sprent
Chair

3

Chief Officer’s Report
2019/20 has been a spectacular year for our
charity.
We have seen our service to local people grow and
change in many ways: extending our opening
times, strengthening our fundraising and
embracing service innovations that helps widen
and improve our service to clients.
In April 2019 we relaunched face to face services on
Fridays – something we had been wanting to do for
a long time. We trained and appointed a dedicated
team of volunteers who began to provide a drop-in
service, advice appointments and telephone
support from Follaton House for the first time in six
years.
As well as extending to Friday opening, we updated
our service delivery model to include the “ASK
routine enquiry”. ASK invites clients in a face to
face setting to disclose whether they have ever
experienced domestic violence or abuse. Full
training was provided to equip our staff and
volunteers with the skills to handle this sensitive
area of enquiry.

We’ve had a hugely successful fundraising year,
with volunteers getting baking, turning their hand
to run the Dartmouth tea kiosk and getting dressed
up for a home-grown eighties’ night
extravaganza. We also fielded a team for the
Totnes dragon boat event - you can read about this
on page 10 – and the fundraising year was rounded
off with our annual Wills Week event, described on
page 10 too.
In September 2019 we marked Citizens Advice 80th
anniversary. Our staff and volunteers came
together and were treated to a delicious cream tea
to say thank you for all they do to help the people
of our community. More on page 19.
It is almost impossible to reflect on 2019/20
without considering the effect that the Coronavirus
pandemic had on our service. I am immensely
proud of the pace and efficacy in which we
responded to the lockdown restrictions imposed in
March 2020. Almost overnight our service shifted
from being office based to home based, where staff
and volunteers log onto national systems from
home. Despite the move, we quickly recognised
that the most vulnerable local people were likely to
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encounter barriers to accessing our service. The
cost of the telephone service, poor internet
coverage, low digital skills, poor mental health and
low confidence exacerbate the difficulties.
We needed to innovate. We are very pleased to
have secured some funding from national Citizens
Advice to help us do just that.
Working with community groups we are in the
process of setting up video booths in village halls,
local community hubs and food banks. Our aim is
to allow clients in rural areas to better engage with
us remotely. This is an exciting new development
for our service and has been well received by
community groups, individuals and funders alike
and should help us become a more resilient
service, ready to face future challenges and
ensuring that the most vulnerable can access the
information and advice they need.

Finally, I would like to pay tribute to the hard work
and commitment of our staff and volunteers who
work tirelessly to help local people find a way
forward with their problems. Their work was
honoured earlier this year with the Queens Award
for Voluntary Service. QAVS, equivalent to an MBE
for groups, is the highest award given to local
volunteer organisations, and recognises
outstanding work done in the local community.
We are looking forward to adapting to an everchanging environment so that we can continue to
provide our services to those who need them the
most. None of this would be possible without the
help of all of those involved with the charity – our
paid staff, our volunteers, donors and funders, local
people and businesses. We are incredibly grateful
for all their support and look forward to working
together to help the residents of the South Hams in
the most effective way possible.

Janie Moor
Chief Executive Officer
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Advice Issues and Trends 2019/20
13,606 advice issues
dealt with

Advice Issues

6,455 people
helped

Benefits & tax credits

3%
3%

40% of enquiries
related to welfare
benefits

3%

Universal credit

6%
26%

5%

Utilities and communications
Housing

5%

Consumer goods & services
Employment

7%

Relationships & family
13%

17% of enquiries
related to debt

Debt

8%

Financial services & capability
Legal

9%

14%

Health & community care
Other

Over 10,000 visits to
our website
263 Universal credit
applications assisted
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Who do we help?
At Citizens Advice South Hams we have a track record of reaching the people who need our
help the most.

Of the 6000+ people we helped last year

1/5
are aged 65+

45%

60%

40%

have a disability or
long-term health
condition

are living on less
than £1000 a
month

are families with
dependent children
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Our Projects
Energy
Advice

Help to Claim

The expanding energy team continue to help
clients navigate a tumultuous energy market.

April 2019 saw the launch of the new Universal
Credit (UC) Help to Claim project.

The rapid expansion of the energy supply market in
recent years has not come without difficulties for the
consumer. Our specialist energy advisers have identified
several serious customer service issues emerging this
year. Resolving these issues, such as billing errors and
switching complications, is often time consuming but
greatly rewarding - with relatively large sums being
returned to the client.

This service was introduced to aid those who may want or
need, to claim Universal Credit, and to offer support up to
the point of the first payment. Although Universal Credit was
introduced to simplify the benefit system, for many clients
this is not always the case.

The boom has also been accompanied by bust, with
over ten companies becoming insolvent in the last year
leaving vulnerable customers in a difficult situation. The
team make use of Citizens Advice’s own customer
service ratings to help guide the more vulnerable clients
away from the riskier suppliers, whilst still achieving
significant savings from switching their provider.

In the South Hams we have supported clients via the national
phone line, the national webchat service, and at a local level
via phone and - thanks to a strong team of volunteer
champions - via face to face. Since the launch of the service
in April our team have assisted 263 clients with UC issues
and have helped clients claim over £270,000.
Towards the end of the year our face to face services were
put on hold due to the Coronavirus outbreak but we have
continued to offer support by phone and webchat. As our
video booths will go live across the district this will provide a
new way forward to help those in need.
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Since April 2019 we have been working with a
local charity – LandWorks.

Healthwatch helps clients across Devon with a variety of
health and social care issues

LandWorks is a resettlement programme offering
horticulture, woodwork, and art alongside wide-ranging
general support to help ex-offenders get their lives back
on track. Once a fortnight a benefits adviser works closely
with the resettlement co-ordinator, helping them access
information and suggesting approaches and strategies.
We also work directly with ex-offenders, arranging
appointments with other specialist advisers when
necessary. All the normal issues arise, sometimes with
extra complexity, for example the bureaucracy involved in
organising for a prisoner to visit the bureau.

2019/20 has been a challenging year which saw us preparing to
enter a new partnership with Healthwatch Devon, Plymouth and
Torbay. This new organisation has enabled the Healthwatch
Champions to play their part in rolling out a comprehensive
service across the whole of Devon. The Healthwatch contact
centre has provided a vital role in allowing clients to contact
Healthwatch directly and often receive the help they need
immediately.

The impact of Covid has reduced LandWorks’ attendance
and moved the service to the phone, but we have enjoyed
our contacts with a successful and heartening scheme.

The Covid outbreak has accelerated the role out of digital
working within the organisation, allowing it to become more
flexible and responsive.
The Healthwatch team would like to thank all the staff and
volunteers for their continued support of the project.
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Fundraising and PR
Wills week

Dragon Boat Race

This year was our biggest and best Wills Week. Three local
firms of solicitors; Start Point Law, Beers Solicitors and SW
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.

During the summer we were invited to take part in the
fantastic Totnes Dragon Boat Race. The race was organised
by the Totnes Rotary and saw teams take to the river Dart
in authentic Dragon boats in a series of races. Although we
may not have won, we came a very respectable 7th out of
16! An excellent day was had by all but more importantly
we raised over £2000 for the charity and raised our profile
within the community.

Joyce’s story
80-year-old Joyce came to see us at one of our Outreach clinics.
Joyce was worried about a large amount of debt she had incurred on her credit cards (over
£20,000). She had been trying to help a family member who was gravely ill and was now
struggling with the repayments, meaning she was often short of food and heating. Joyce has
a severe disability, walks with two sticks and has a heart condition.
We discovered that Joyce lived in unsuitable accommodation, having to climb two flights of
stairs to her property and that she was struggling to manage alone. After a benefit check we
realised she was entitled to disability benefits, which would help her financial situation. We
completed an application for Attendance Allowance which was successful, giving Joyce an
extra £88 a week in income.
An application to Devon Home Choice meant Joyce can now apply for more suitable
accessible accommodation when it becomes available in her town. After arranging for Joyce
to have a social care assessment, she was visited by an occupational therapist from Devon
County Council who helped her to make changes in her home so that she could manage
more easily.
Our debt specialists managed to negotiate with her creditors to reduce her monthly
payments to an affordable amount. Our energy team also worked with her to increase
energy efficiency in her home. Joyce is now much happier and even volunteering in a local
charity shop. She is incredibly grateful for the help she received from Citizens Advice as she
would not have found the information alone.
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Research and Campaigns
The team of three volunteers has worked on
several research and campaign issues this year,
assessing regional issues and partaking in
national campaigns.

The continued emphasis on use of the internet to
communicate with services such as district and county
councils and the Department for Work and Pensions (DWP)
causes many problems for those with accessibility or
competency issues.

In addition to the review of access to banks and post offices
across South Hams, we also canvassed colleagues on their
own and clients’ experiences of using public transport. We
found that access to all these services has reduced. The
reduction of bus services has had a negative impact on access
to banking and post office services, as well as affecting
people’s ability to access NHS appointments.

The wider introduction of Universal Credit during 2019/20
only highlighted this problem further, demonstrating how
individuals can face huge barriers to accessing crucial financial
support if they are not digitally literature or have poor internet
coverage.
We met with our Totnes MP, Anthony Mangnall, in February
2020 to discuss these problems and to advocate for better
access to services for our clients.
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Research and Campaigns
To celebrate Citizens Advice’s 80th year we invited all
volunteers to answer a questionnaire to identify what had
changed during their own experience of working with Citizens
Advice and what social policy issues should be highlighted for
continuing or growing concern. Some of our colleagues have
been working with Citizens Advice since the 1990s.
Key themes to emerge were:

the increasing pressures on people to manage
day to day financial costs (including council tax,
utilities and cost of rented accommodation)

an increased use of foodbanks

Borrowing to cover periods of no or reduced
income whilst waiting for benefits to be
reassessed or agreed

Recommendations for trying to improve this position included
reducing benefits waiting times, increasing the amount of
benefit, and supporting people to improve their financial
capability.
During 2019/20 the team continued to promote national
campaigns. Partnering with the local Trading Standards team
at public events across the area in June 2019 for Scams
Awareness and supporting the CA’s own Energy Team with Big
Energy Week in January 2020.
The team has also played an active part in the Devon-wide
Research and Campaigns Group. Key issues have included
researching problems arising from the assessment process for
Personal Independence Payments and Employment Support
Allowance, liaison with district councils about their debt
collection policies, and monitoring food bank referrals.
The volunteer team has continued to work with all colleagues
to use the coding data systems as effectively as possible to
highlight and inform local and national issues and has been
supported by managers and a nominated board trustee.
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Mandy’s story
“I wanted to thank you and your colleagues that I spoke to for all your help and advice it meant so much and will
hopefully enable me to make a fresh start after months of worry.”
After battling with depression Mandy had found herself in long-term
unemployment. With little in the way of income, Mandy was using her credit card
to keep her and her retired husband afloat. When she contacted Citizens Advice
at our Dartmouth outreach clinic, she had incurred almost £28,000 of debt,
including arrears for her Council Tax and South West Water and she did not
know what to do.
Mandy was quickly referred to a debt adviser who helped her in all
aspects of maximising her income and making her money go further.
With our help she successfully applied for a Council tax reduction and was
granted a three-month suspension of her Universal credit loan repayment to
give some breathing space to sort out her debt.
Due to the Covid pandemic, Mandy’s creditors were luckily not chasing her
for the debt, but it was still hanging over her and deeply affecting her mental
health. Our debt specialist decided that bankruptcy was the best option for
Mandy, and she was aided through the process and application. We referred
Mandy to another charity to help her to cover the bankruptcy fee, which she
successfully received. Now with all her debt cleared, Mandy has a huge weight
taken off her shoulders and can begin to move on with her life.

14

Treasurer’s report and accounts
2019/2020 has been a year of expansion.
The 2019/2020 fiscal year certified accounts,
summarised in this AGM report, shows our income in
the year increased substantially from £210,114 last
year to £350,517 this year. This is as a result of
continued focus on securing project income to
support and extend our core free services. It should
be noted a large amount of this income was paid
directly out to partner charities (£35,848) and we
have secured funding paid in advance for projects,
some of which will be resourced from this money for
the next three years.
Our costs were £298,768 compared with £210,822 in
the previous year 2018/19, which included the
payments to other charities leaving a net income of
£51,749. However, as mentioned, the greater part of
the net income is for restricted projects going
forward and the carried forward funds for restricted
use is £70,404, compared with £37,006 in the
previous year.

As a consequence of the growth in the funding
stream this year we extended our opening times in
our main Totnes office from 4 days to 5 days per
week and increased the staffing level for telephone
access for clients. At the end of the year we were
able to increase our unrestricted reserves from
£40,044 to £58,395.
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
core free 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.
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Our reserves policy is to hold at least three months
of core operating costs (excluding projects), 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 and
Devon residents. We consider this level of reserves to
be the minimum to cover any unforeseen swings in
our funding sustainability, plus any future contingent
costs.
Looking ahead to 2020/21 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. We are continuing to
invest in homeworking technology and other digital
services in the South Hams area and have now made
our internal training online, directly to the home, to
ensure continued service to our clients.

With Covid furlough support soon coming to an end,
plus mortgage and credit card holidays also coming
to end we envisage major upswings in our demand
for our services. However, we feel confident that our
funding streams and unrestricted reserves policy will
equip for well to support client access.
We are confident that South Hams Citizens Advice, 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

Notes
1. Full copies of the audited accounts and Trustees Report are available from The Manager at the Totnes office.
2. Accountants: WR Frost & Co., Riverside, Ashburton Road, Totnes, TQ9 5JU
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Accounts Summary 2019-20

-

Funding sources

Description

Core

South Hams District Council (SHDC)
Devon County Council
Plymouth University
Town and Parish Councils
Fundraising events
Wills week fundraising
Donations and misc income
Bank Interest
Scottish Power
SHDC Outreach
Specialist Advice Dartmouth Charities
Healthwatch
Awards for All
Adviceline Devon -CADevon
Help to Claim (Universal Credit) South Hams
Heat Well for Less
Totnes office to 5 day opening- CADevon
Energy Best Deal - several
Town Totnes Outreach
Totnes Caring
Hastoe Housing
Tenancy Deposit Scheme
Western Power Distribution
Access to Justice
Landworks
East Devon CA
Victim Support
TOTAL

41,867
35,465
392
7,485
4,705
4,695
5,859
348

100,816

Projects –
restricted

36,707
10,000
15,000
36,292
10,000
9,783
23,319
58,635
5,500
22,520
7,000
1,300
500
2,500
2,610
625
2,000
3,964
1,446
249,701

Total

350,517
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Accounts Summary 2019-20
Description
Rent
Util/Service charge
Insurance
Telephone
Office Expenses
Travel volunteers and staff
Training
Equipment/depreciation
Professional fees/accounting services
Equipment leases
Salaries/ NI/Pension
Other Expense- Postage/Stationery & misc
IT/Software
Marketing-advertising and publicity
Repairs and Renewals
Citizens Advice Membership Fees
Conference and workshop costs
Fundraising costs
Heatwell for less partner charity payments
TOTAL

Income less expenditure

-

Expenditure
Total
20,399
9,912
1,309
436
3,638
15,107
4,390
1,600
10,222
369
186,170
1,748
1,150
304
462
3,909
694
1,101
35,848
298,768

51,749

Notes
1. The surplus above of £51,749 includes some funds paid in the year with the project expenditure this fiscal year years ahead, some over 3 years.
2. The Restricted funds carried forward to cover project expenditure commitments for 2020/21 and beyond are £70,404 (2019/20 are £37,006)
3. The total Unrestricted funds carried forward are £58,395.
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80 Years of Citizens Advice
1939-2019
This year Citizens Advice celebrated its 80th anniversary.
National Citizens Advice was formed the day after World
War II was announced and has been advising clients ever
since. Initially set up by the Government as an emergency
war service, it helped with enquiries about homelessness,
evacuation, missing relatives, ration books etc. It also
helped, as it does today with an increasing number of
people with debt problems. When the war ended
charitable trusts enabled the service to carry on, gradually
evolving into the 290 strong network of individual charities
across England and Wales today.

volunteers and all their hard work and
dedication. We also held an 80’s themed
disco at Dartington Village Hall, which
produced some fantastic outfits and raised
funds.
As well as celebrating our past, we are constantly looking
towards the future. Making sure we adapt our service to
keep up with emerging issues and technological advances
so we can continue to support our local community in the
best way possible.

At Citizens Advice South Hams we marked the occasion
with an afternoon tea to celebrate our wonderful
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A thank you to our
volunteers and staff
Shirley W
Alex S
Allison Q

Cindy B

Janine D

Anne B

Clare G

Jean C

Malcolm S

Anne M

Claire B

Heidi M

Jennie H

Marie S

Barbara B

Deb J-P

Helen B

Jill S

Mia M

Bonnie M

Denise H

Helen D

Jo P

Mike K

Bridget D

Elaine T

Helen N

Joan P

Morgana W

Caroline H

Elly R

Helen W

Joanna W

Nick W

Caroline M

Emma G

Hilary F

John M

Pam D

Chris G

Emma R

Hilary L

Julie S

Pam T

Chris L

Frances A

Imogen C

Kimberley S-R

Pamela L

Chris R

Gill F

Isobel S

Lesley T

Pat K
Pat S

Chris W

Gill S

Jane M

Lily B

Christina F

Graham C

Janie H

Lin E

Patricia P

Chryz C

Heather M

Janie M

Maggie K

Peter G

Paul C

Simon D

Pauline M

Simon G

Richard L

Simon W

Robert S

Steve T

Rosemarie J

Teena B

Ruth H

Teresa C

Sacha Q

Theresa F

Sally D

Veronica M

Sally H

Viv O

Sam S

William S

Shirley M

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.
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A client thank you
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About us
Citizens Advice South Hams is an independent local charity
(1091133) and member of the national Citizens Advice
service and of Citizens Advice Devon. We are the leading
provider of independent advice and information services in
the South Hams.
We have a vision where everyone in our community can live happier
and more productive lives because they can access the advice they
need to resolve the problems they face.
Our values underpin the information and advice we provide: it will
always be free, independent, impartial and confidential. We support
equality and encourage diversity. We are here for all members of our
community, and make sure that our services are available to the people
and communities that need them most.
As well as helping people resolve the problems they face, we campaign
to improve policies and practices that affect their lives.

How to contact us
Due to the coronavirus outbreak we have had to
temporarily suspend all face to face and outreach
services until further notice.
We are still available online, by email and over
the phone.

By phone:
0800 1444 8848
By email:
Use our online form
By Whatsapp:
07497 758 779
Search online:
southhamscab.org.uk
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Citizens Advice helps
people find a way forward.
We give people the knowledge and confidence
they need to find their way forward – whoever
they are, and whatever their problem.
For everyone, for 80 years.

www.southhamscab.org.uk

Published October 2020
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

