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Our service aims

We help people find a way forward - everything we do shares this aim .
f you came to us with a problem, weAd
recognising where others might also be facing similar experiences
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Comments from the Chair

Carl Les

This has been another incredibly exciting year for u s. Having successfully merged
two individual bureaux, Hambleton = and Richmondshire, we then went on to
partner our friends in Selby. Presently we are talking with colleagues in Ryedale

about how our way of working could h  elp the residents of that area.

This is good news for all the residents of these districts, and is only made possible by
the dedication and skill sets of our volunteers, our paid staff and our management,
ably led by Carol. A big thank you to you all, and to our band of trustees who make
sure that we stay on a true path.

More exciting things are to come, an office refit in Northallerton, an office move in

Sel by, perhaps even 3Ca rtoréachout &anfuathveaimtp t o
our rural areas. And all this is made possible by su ccessful financial management

and planning, and as a big part of CANYY, we have been successful in winning funding
for five years plus a possible extension of two , from North Yorkshire County Council.
wow!

Chief ExecutiveAs report

Carol Shreeve

| have been completely overwhelmed this year by how well all areas of our service
and offices have coped with our merger. It is difficult for anyone to tell that this

was our first year of running and that ha s to be down to the hard work of
volunteers, staff , trustee board members and the faith and support of our funders.

In hard economic and social times, we have managed to grow to meet the developing
needs and | believe that we are in a resilient position that will allow us to grow to meet
the expanding de mands on our service.

For me highlights of this year include the new friendship and partnerships we have
made thanks to projects such as Warm & Well in North Yorkshire, the excellent audit
results we have achieved and the introduction of new methods of h elping clients, for
example our web -chat service. We are looking forward to helping move Citizens
Advice in general forward and are enjoying being part of the new membership

scheme. Looking forward to the coming year we have two equally important prioritie S.

Firstly, to embrace our role as a North Yorkshire wide service and secondly , but just as
importantly to help develop and maintain our very local knowledgeable offices and
services working in partnership with others where ver possible.

Thank you to all who have helped make this an amazing year.
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Treasurer A report
Mark Hoggard

Despite 2016/17 being a year of considerable economic, political and social
uncertainty, Citizens Advice Hambleton, Richmondshire , and Selby & District has
contin ued to demonstrate a level of financial resilience which has enabled the

bur eau to provide much needed high  -quality support across our community.

Of course, we must recognise and show thanks for the support provided by our

funders, who ultimately ensure the provision of quality advice continues, but equally

we should take this opportunity to pay tribute to the dedicated group of volunteers

and staff who, unde r Carol sAeadership and guidance, provide such a valuable service.

This year has seen the introduction of a new suite of Financial Health Monitoring
Reporting across all Citizens Advice z areally valuable tool in allowing us to
benchmark our performance against a number of set criteria, previous quarters and
other similar bureau. Provision of this information now provides the Board with an
independent, meaningful and transparent indication of our financial performance.

It is pleasing to note that against all key measures of liquidity, operating expenditure
and reserves we operate within agreed tolerances 7 providing confidence in our
ongoing ability to provide much needed advice services.

The trustees have a duty to safeguard the future of the charity by building acceptable
levels of reserves to manage shocks and unexpected costs, and during the course of

the year the Trustee Board have re -considered and subsequently increased the

amount of reserves considered to be appropriate in challenging times. We co ntinue to
exceed this revised figure.

Against this background of relative financial stability, we must be ever mindful of the
continuous need to adapt. Whilst use of telephony and digital channels will play an
increasingly important role, this is balanced against rural nature of our community
and providing extended outreach services. | consider our ongoing financial strategy is
well placed to take account these changing demands.

> Momentum

Taxation Accountancy Lid
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Our Impact 2016 - 2017

Anyone can have a problem

Nearly 3in 4

of our clients said their
problem affected their lives,
including causing anxiety and
financial difficulty

Almost 5 times

as likely to be on a low income,
when comparing our local
clients to the England and
Wales population

Who we helped
O 9,780 people
helped face to face, by
s\

phone, email or webchat

26,989 issues

people sought our help
with

How we do this

12 locations

where we provide free
and independent support

130

dedicated

Q

[

local staff

and volunteers

O

£271,173

worth of 15,951 donated
hours by our 104 volunteers

The difference this makes
AR
21n3

clients had their
problem solved

41In5

S
-
4

o

clients said advice improved
their lives, including reducing
stress & improving finances

7]

100%

of our clients reported
satisfaction with the
overall service

All this benefits

5]
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Main issues and client profiles 2016 - 2017

1% 2% 19 B Benefits & tax credits
1% " 1 |1 Consumer goods & services
Debt

Education

3%

1% Employment

Financial services & capability
B Health & community care
1% B Housing
B Immigration & asylum
m Legal
3% B Other
Relationships & family

Tax

26%

Travel & transport
0% Utilities & communications

Discrimination

Unique Ratio of
Top ten issues Client issues per
2016 - 2017 Issues % Issues Count client
Benefits & tax credits 7,696 29% 3,186 2.4
Debt 6,902 26% 1,316 5.2
Financial services
& capability 2,758 10% 1,084 2.5
Employment 2,369 9% 1,313 1.8
Housing 1,552 6% 1,090 14
Relationships & family 1,357 5% 993 1.4
Legal 811 3% 623 1.3
Consumer goods/services 759 3% 552 1.4
Health & community care 367 1% 247 15
Grand Total 26,989 99% 8,737 3.1
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Ethnicity of Clients

Asian or Asian British
M Black or Black British
Mixed
m Other
B White

Disability / Long term health (LTH)

Disabled or LTH
condition

B Not disabled/no health
problems

Age range of clients

200 1 777
800 - 99 739
700 -

600 -
500 -
400 -
300 -
200 -
100 -

N ¢ @ o @ P P> PO PO P
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Advice service report

Lucy Ballantyne (Selby)
Simon Farquhar (Hambleton and Richmondshire)

What an exciting year! This time last year we had no real idea what our merger

would mean, and reflecting on t he past twelve months i tAs 8
have adjusted to being part of a bigger team and have embraced the positives

while maintaining our identity with the local community.

We have shared resources in inventive ways, saving enormous amounts of  time.

Meetings such as Equality & Diversity and Health & Safety can be joined via FaceTime

using tablet technology, which means ti me i sn
there is good representative attendance by staff and volunteers from all off ices.

This applies to training and talks as well. Just this week we shared Citizens Advice

Smart Meter training hosted in Selby with our Hambleton and Richmondshire

coll eagues joining us on their i Pads. WeAve a
Supervision in the same way, with our Adviceline Assessors and Generalist Advisers in

Selby consulting with their Supervisor sitting at his desk in Richmond. Something of a
culture shock for those of us who arenAt too
i tsirgrising how quickly we adapt!

While we were borrowing an Advice Session Supervisor in Selby, we were lending our
volunteer Employment Specialist to our office in Northallerton and it is this willingness
to work as a team that has brought us together  as one organisation, much more so
than just the sharing of a very long name.

B Face to Face

W Adviceline Phone

12% Telephone
Letter/Mail
Email/Web
0% 20% 40% 60% 80% 100%
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Accessing our services

In our endeavours to extend our services to as many sectors of the community as
possible, this year we introduced web chat to our portfolio as part of a new national
project. People visiting the national website at www.citizensadvice.org.uk are offered
the facility to chat to trained assessors online. We can provide a surprisingly high level
of gui dance this way meaning we can usually help someone towards resolving their
issue on their first and immediate contact  with us. If they need more in -depth advice
we can get them in touch with their local office  for a face to face appointment. We
started slowly in May and by the end of the year we'd done 2,508 web chats and with
consistently very high satisfaction ratings from clients , so successful all in all!

All our staff, both paid and voluntary, have typically taken the changes in their stride

and have risen to every challenge they have been set this year. We are incredibly
proud that we have not turned away any client who presented during an open drop -in
session this year, and are working hard to get our door s open more often so that
there is an info rmation service a vailable every day of the week.

Quiality of Advice

The service has consistently achieved high scores throughout the year on our Quality
of Advice Audit. As we continually assess performance, the pressure increases to see
more clients, record more detailed notes, evidence greater outcomes and capture the
bestcli ent stories¥Y all i n |l ess time!

Lucy and Simon would like to sincerely thank every member of our fantastic team,
especially those who give up their time for free  for another year in which they have
done just that.

Comments from Client Satisfaction Survey

Called with no appointment and Very wellinformed and

was seen to immediately. friendly consultant.
| would have preferred a shorter Very helpful and valid information
waiting period but understand provided. A very positive outcome.

it's a much-used service.
_ _ Relief that help is available.
Very helpful - friendly service.
Impressed with website. Good information to help make

informed decisions.
Didn't know we were a Charity.

L — L —
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http://www.citizensadvice.org.uk/

Our Volunteer Team

[

If our volunteers were paid
workers it would have cost

£226,847

for them to deliver
our service.

Across the year, volunteers delivered services for us in

1 General Adviser

1 Gateway Assessor

(Face-to face, telephone

and web chat )

I Administrator

1 Reception

Volunteering has given
me the confidence to do
things | would have
otherwise avoided. This
has enabled me to take
on a paid role, but
continue to volunteer
hours when needed.

Over the past year a team of 119
worked for us and all bar 28

peo ple

volunteered

their time and expertise. On top of that

there were further
who are also volunteers.

It should be evident from these

13 non -adviser trustees

numbers just

how dependent we are on volunteers who

generously give us their time and

without

whom it would be impossible to provide the
service which we do. We know from the
feedback we get just how much their efforts

are appreciated.

| have learned so

9 different roles;

much about the CAB,
the problems people
encounter across various

areas of housing,
benefits, employment

Employment Speci

Debt Specialist

Trustee

- = = = =
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The Trustee Board, Voluntee rs and Staff would like to wish
Ted Darwin and Roz Earl all the best for the future and
express their gratitude for their dedication to the service.

Ted has been a volunteer Generalist Adviser at Richmond for 25 years and Roz
has served on the Trustee Board for 17 years. Roz retired from her role as
Vice-Chair Board in March 2017 and has kindly written about her experience
of volunteering with us which you can read below.

Volunteering with the CAB
by Roz Earl

Looking back over the last 17 years of CAB volunteering, | am amazed at the
changes and developments that we have seen and how we have adapted to each
phase. Therol e of a Trustee may appear to be
However , for most of the people that | have worked alongside over the years this

is not been the case. We are kept well up to date with the running of each section
by the CEO/Manager throug h her reports and discussions.

The aspect that has kept me with the CAB all these years has been the contin  uing
admiration | feel for all the personnel involved with our Bureaux. The diligent paid
staff, the volunteers who deal with specific problems, th e Gateway volunteers and
the administrative volunteers. They all seek to help the clients in the best way they
can for the particular needs and circumstances of the individual. Thei  r zeal and
enthusiasm is a much -valued respo nse. All this, despite the ever -changing
initiatives from HQ, and the Funders.
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Over the years with the Trustees there has always been some new dynamic to be
dealt with at our meeting table and | was always curious to find out how we were
going to set about dealing with it. One of the old chestnuts to engage us was how

to stage a successful fire practice, engaging as many of the staff and volunteers as
possible, but also the more seri ous problem of where to find a new Treasurer.
Thankfully we always have.

Back in early 2000 | joined the Richmondshire Management Committee, as a
representative of the Rural Outreaches. At the time, outreaches were all serviced
by face to face interviews . The Richmondshire Bureau at that s tage had lottery
funding with very tight restrictions. At the management level , our task was to assist
the Manager to find and keep sources of funding over and above the finance

provided by the County, District , Town and Parish Councils. | found myself helping
to appoint and support the paid staff and keeping a watchful eye on Health and

Safety matters.

With the growth of IT use within the bureau the ever -increasing re gulations meant
that we had to keep up with ensuring the welfare of all the staff and volunteers
who used the machines for much longer periods, as  well as the maintenance of the
building itself.

By 2010 it was becoming apparent that the Funders were looking for larger bodies
to bestow their monies upon. C ANYY was formed for mutual bureaux support
within the County with much pain and anguish to begin with.

Richmondshire CAB were approached to begin negotiations to join with the
Hambl et on Bureau. Many meetings | ater of W
BUsAN this was achieved. U also found otaha
Trustee and a Director. The joining has been a success despite the distances and

has | think widened the opportunities for the  paid staff and the volunteers.

The introduction of providing advice by telephone and email has increased the
number of people accessing our service which has provided valuable outcomes and
statistics for Fundersand posi t i ve Yaniles toshdlipbof Trustges. In
2016, we merged w ith Selby & District CAB and at last, after many years , | felt that
we had a full and representative Trustee Board with some ve ry valuable expertise
on board.

And so, | decided that while the going was good it was time to retire. I now have a
new role as a very shy library volunteer helping to man the Leyburn Library, trying
not to upset the computer, and rubber stamping whenever | get the chance!
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