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THE AIMS OF THE CITIZENS ADVICE BUREAU SERVICE

o To ensure that individuals do not suffer through lack of knowledge of their rights and
responsibilities or of the services available to them.or through an inability to express

their needs effectively.

and equally

o To exercise a responsible influence on the development of social policies and
services, both locally and nationally.

The Citizens Advice Bureau Service is independent and provides free, confidential,
impartial advice to everybody regardless of race, gender, sexuality or disability.

Charity Registration Number: 1085779
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FROM THE CHAIRMAN
Colin Bird

1 am happy to report another highly successful year, details of which you will find in the
pages which follow.

Main Bureau work continues to be extremely busy and any slight fall away in client numbers
has been more than offset by the increased complexity of the cases they bring to us. “Debt”
still features prominently in our casework and it seems unlikely that this will change in the
short term given an economy in which interest rates are rising. Against this background it
was pleasing to pass another Community Legal Services’ audit “with flying colours™.

Our outreach work is flourishing. The Mental Health Outreach Service, now funded by the
Community Fund, started afresh in August with a new team of Anna Peterkin and Katy
Rakow. The project has quickly re-established itself with a busy client workload. Paul
Wyatt, a volunteer Adviser, has been appointed to the co-ordinating role for the work of our,
and other local Bureaux, at the County Court representing defendants facing repossession.
And so successful has been the work that Government funding was renewed in April for
another year. As to our GP Surgery work, a volunteer Adviser attends Bourne Hall clinic one
morning a week; and it remains our intention to try to build up this work further if we can
obtain funding.

As you will see from the accounts our financial position improved marginally last year. But
our Borough Council grant, for which we are very grateful, barely covers our expenditure on
salaries leaving all additional costs to be met from other sources including fund-raising.

We are still urgently on the look out for new Advisers and Trustees, so if any reader of this is
thinking of volunteering, or knows someone who might be interested, please get in touch.

Finally, we are likely to move offices again later in the year: to the Old Town Hall where a
Voluntary Services Contact Centre will be set up. Whilst, of course, we are not overjoyed at
the prospect of another move, all indications are that we will be well suited by the
accommodation on offer.

Again, many thanks to everyone who helps Epsom & Ewell CAB in whatever way.



MANAGER'S REPORT

Ann Flower

It is now 4 years since I took up post as Manager of the Bureau, which has been assisting
members of the community in Epsom and Ewell since November 1939. The last year has
been very busy, with many enquiries being of a complex nature; covering a number of issues,
as you will see from the various articles in this Report. An annual Audit of our advice
process was carried out and we were extremely pleased to be awarded the Community Legal
Service’s Full Quality Mark at General Help Level. It is very encouraging for the volunteers
and staff to know that the standard of the advice service they work so hard to provide is
confirmed by external auditors.

Helping our Clients

Over 7,000 client contacts, covering more than 12,000 issues, were processed during the year.
The Bureau is open each day of the week and the sessions allow clients to drop-in without an
appointment, or to telephone the Bureau with their enquiry. We are also able to arrange
appointments on Tuesday afternoons. The appointments are generally kept for those clients
who require assistance with more complex problems, where they may need the assistance of
an interpreter or with the completion of lengthy forms.

We do not offer email advice at present, due to a lack of resources but send a standard reply
offering alternative methods of contact, including www.adviceguide.org.uk the national
Citizens Advice website address.

During the year:

= 58% of enquiries were made by personal callers
= 30% of clients contacted us by telephone

= 10% of clients contacted the bureau by letter, and

2% by fax or e-mail

= 1935 telephone calls were made on behalf of clients
» 1335 letters were written and sent on behalf of clients
s 134 faxes written and sent on behalf of clients

Monetary gains for clients amounted to more than £75,000, as a result of the work carried out
by the Advisers. These gains include those achieved through assistance with Benefit and
Employment Tribunal Appeals, as well as others such as refund of dental charges. Clients do
not always inform us of the outcome of the enquiry we assist them with, therefore the amount
of gains for clients noted above is not definitive.

The issues raised by clients’ enquiries are recorded under categories which allows the Bureau
and our National body, Citizens Advice, to track any emerging trends at both local and
national levels.




At Bureau level there has not been any particular trend emerging during the year, with
enquiries relating to Benefits and Consumer remaining the largest with Employment and
Housing the next most common categories.

Debt related enquiries still form a large part of the work of the Bureau, with Consumer Debt
accounting for 72% of all Consumer issues raised.
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Volunteers at the Bureau

The Service is dependent on the 46 volunteers, whose roles include being Directors on the
Board, Advisers and administrative support workers. The volunteers, who between them give
up to 300 hours of their time free each week, are the anchor for the Bureau’s core advice
work. The volunteers offer a wide range of experience and skills with many having worked
at the Bureau for many years. To complement our experienced volunteers we have
welcomed some new arrivals again this year. I would like to take this opportunity to thank
them all for their continued commitment and hard work. They are part of a very cohesive and
effective team which is supported by the small team of experienced paid staff.

Working in the Community

In addition to its core advice work, the Bureau also provides a GP Surgery Outreach
Service at Bourne Hall. An experienced volunteer Adviser visits the Bourne Hall Health
Centre on as many Tuesday mornings as possible, offering a full CAB service. It is hoped
that, resources permitting, this service will be enhanced at a future date. Reports on The
Community Mental Health Outreach Project and The Epsom County Court Desk can be
found further in this document.



Staff from the Bureau have made presentations to various groups within the Community and
also play an active part in the Community Legal Services Partnership, the Homelessness
Forum, liaison meetings with the Benefits Agency and at Local Strategic Partnership
meetings, amongst others. At present, as part of the Local Strategic Partnership, the Bureau
is on a working group identifying levels of Debt Advice and Money Awareness activities in
local schools and colleges. It is hoped that by younger people becoming more ‘Money
Aware’ they may be able to avoid the pitfalls of accumulating unmanageable debts at a later
stage in their lives.

Challenges Ahead

As well as working to continue to meet its aim of providing a high quality service to the
Community, the Bureau has a number of challenges to meet. We will continue with our
search to recruit volunteer Advisers and Trustees. The march forward with Information
Technology continues with the withdrawal of the paper information system during 2005 and
the introduction of electronic case recording to be implemented. There are also e-government
and Citizens Advice initiatives to be met. Funding to ensure that the computer system can
meet the new demands of these IT initiatives is essential. Additionally there is the proposed
move to new premises — packing cases at the ready!

I have no doubt that The Team will rise to the challenges ahead and I look forward to
working with them all during the next year.

















































