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About Citizens Advice Peterborough 

Citizens Advice Peterborough [CAP] is a dynamic local 
charity.  People come to us with all sorts of issues; they may have 
money, benefit, housing or employment problems and may be 
facing a crisis, or just wishing to consider their options. Our goal is to 
help everyone find a way forward, whatever problem they face. 

Our drive is to improve the quality of advice, particularly for the 
most deprived by increasing the access to information, advice and 
advocacy in Peterborough. The charity has been instrumental in 
helping eight thousand unique clients each year; however, demand 
for our service is growing and far exceeds our current resources. 
With the introduction of Universal Credit and ongoing welfare 
reform demands for our service will grow further. 

CAP offers free, confidential, impartial and independent advice and 
information services. We operate from our base in the city centre at 
St Mark’s Street and have outreach service with sessions across the 
city including at the Rainbow Savers Credit Union and at 
Peterborough Combined Court, along with our telephone advice, 
email advice and webchat advice services. 

We are a progressive  advice service, we employ approximately 25 
staff supported by 50 volunteers. Our approach is client  focused  
with a commitment to quality and diversity. 
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Chairs Report 

 
Dear All, 
 
While there has been lots of great work going on at CAP these last 12 
months, some of the work I would particularly like to highlight as 
been that of our Research and Campaigns team. 
 
It has only been in the last 12 months or so that Citizens Advice 
imposed significant changes and weight in the work that morphed 
out from previous Social Policy projects. As such our ‘Research and 
Campaign’ stream of work has evolved to become possibly some of 
the most influential and socially beneficial work that we have ever 
undertaken in Peterborough.  
 
With no new funding attached to implement changes in Research 
and Campaigns we initially approached this area of work as a 
developmental role for one of our existing employees. This team 
grew slowly but has embraced the work wholeheartedly and 
achieved some really exceptional results over the last 12 months.  
 
In 2015 the following achievements were made:  
 
12 different research and campaign projects were undertaken. 
38,000 people locally were engaged with led to positively impacting 
upon 6 policy changes in the local area.  
CAP worked closely Citizens Advice to put a stop on retaliation 
evictions.  
 
We also worked closely with 
Trading Standards locally to 
identify rogue letting agents and 
landlords. Collaborative work was 
undertaken with local education 
authorities and schools to reduce 
the cost of school uniforms.  
Research was undertaken locally 
looking at Job Advertisements, 
what makes them strong, whether 
all the necessary information was 
included and whether mandatory 
fields would be beneficial and 
improve the applicant numbers. 
 

“Research and 
Campaign’ stream of 
work has evolved to 

become possibly some 
of the most influential 
and socially beneficial 

work that we have ever 
undertaken in 

Peterborough.”  
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These achievements were a great start to our work in Research and 
Campaigns and the team has gone from strength to strength in sup-
porting the local community through a variety of other pieces of work 
in 2016.  
 
Research during this period has included: 
  
Looking at how Welfare Reform has affected many of our clients.  
The affect that aggressive council tax collection can have on those al-
ready experiencing difficult times.  
Working with the Partnership Intelligence Team to highlight the fact 
that many banks are not upholding their promise of offering a ‘Basic 
Bank Account’ for everyone, including those in need.  
 
We thank the team for their continued efforts, many of which you can 
read about in detail in this years Annual Report.  
 
Bonnie Twiss, Chair 
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Chief Executives Report 2015/16 

 

Citizens Advice Peterborough is a local independent charity that 
helps people to solve problems and changes lives. Research shows 
that nationally we help two in three people to resolve their problem 
and for every £1 spent on Citizens Advice we are worth £8.74 to 
society, we save the taxpayer £1.51 and our clients benefit by £10.94. 
We continue to develop and modernise our service so that we can 
meet the increasing demand for our services from local people. 
During the year we made further improvements to our phone 
service, upgraded our much used website and we now provide 
advice via webchat and email. We also secured a major new service 
to help more people: Pension Wise, providing face to face pension 
guidance. This year nationally saw us firmly establish ourselves as 
the consumer champion, expanding our role by also taking on new 
responsibility for consumers of energy and postal services. We have 
also continued to use our evidence to achieve important changes on 
issues including payday loans, energy costs, scams and 
discrimination 

The volunteers, staff and trustees at Citizens Advice Peterborough 
work tirelessly to help people find a way forward. Without their 
commitment, energy and enthusiasm the Citizens Advice service 
would not exist. We have over 75 years’ experience of helping people 
and we are proud of what we have achieved. We know from 
experience that we must constantly improve to meet our clients’ 
changing needs. There is always more that we could do and that 
means we must be imaginative, ambitious and determined about the 
risks and the challenges we face. Going forwards we will widen our 
services, we will be creative and credible in finding sources of 
funding and we will continue to 
build and develop good 
relationships with partners. Above 
all, we will always put our clients at 
the heart of everything we do. This 
annual report provides more 
information about our work and 
the challenges we face; I hope it 
also gives you a sense of our 
enthusiasm for what we do, and of 
our ambition to help more people. 

Keith Jones 
Chief Executive 

“ 

“The volunteers, staff 
and trustees at 
Citizens Advice 

Peterborough work 
tirelessly to help 

people find a way 
forward. “ 
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Deputy Chief Executive’s Report: 

 

This year there continues to be an increase in demand for the advice 
services of Citizens Advice Peterborough. As a result, we continue to 
recruit volunteers to all roles and use innovative solutions to deal 
with this growing demand. The new Advice Framework which was 
implemented in the “face to face” service last year has now been 
extended across to digital advice provision. We have joined the 
national email and web chat programme and have a much greater 
emphasis and focus on Research and Campaigns. Our hope and 
expectation is that by helping to resolve issues we will not only be 
helping the presenting client but stop the issue arising in the future 
to potentially assist the greater community who may not be aware of 
or utilize our services. 

We continue to work effectively with partners to deliver the 
Peterborough Community Assistance Scheme to those presenting in 
crisis. We have increased our drive and focus on resolving the issue 
or problem causing the client’s hardship or emergency situation and 
helping them to gain some learning and improve coping strategies 
for the future. 

Increased demand for services driven by “Digital by Default” a 
national and local Government channel shift in their service delivery 
presents us with challenges which we need to look to innovation to 
solve. We will continue to utilise technology to support clients in the 
best possible way; whilst a “face to face” service is available for 
vulnerable clients we are increasing resource around self-help and 
our digital services (telephone email and webchat) in order to deal 
with clients quicker and more conveniently, often within the comfort 
of their own homes. 

As part of our equalities strategy we have also introduced a British 

Sign Language advice service, operating twice a month allowing deaf 

clients to access advice from a fully trained Adviser without the need 

for a BSL interpreter. 

 

Bryony McDonald 

Deputy Chief Executive  



 

8  

Financial Review 

Incoming resources in the year were £1,016,469. Of this £324,252 
related to project restricted activities. There was a surplus of £24,289 
in the year. At 31 March 2016 total reserves were £267,004 of which 
£173,285 represented unrestricted funds. 

Reserves Policy 

The Trustees believe that the charity should hold sufficient financial 
reserves in order to ensure that the service can continue to operate 
and meet the needs of clients in the event of unforeseen and 
potentially damaging financial circumstances arising. 

The Trustees have determined that the aim should be to have total 
reserves equivalent to three months normal operating expenditure. 
In setting the reserves target the Trustees have to balance out the 
demands of delivering much needed services to current clients 
against the requirements of maintaining adequate reserves to cover 
potential future funding uncertainty and the impact of demographic 
changes and government policy on social welfare. 

The net surplus this year increased the reserves at 31 March 2016 to 
£267,004 (£173,285 unrestricted) which equates to just over three 
months operating expenditure, above the target set by the Trustees. 
The Trustee Board welcomes this further improvement in total 
reserves, created by the over performance against our Financial Year 
budgeted expectations, and intends to utilise some of the reserves 
to start up smaller projects of which we find there is a suitable need 
within our local demographic. 

The Trustee Board regularly reviews the financial position and 
remains of the view that the charity can continue to operate 
effectively with the current level of reserves but that the charity 
is still dependent on maintaining a steady stream of funding to 
support the infrastructure costs. 

  

DM - Management Accountant 
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Citizens Advice Peterborough has always been a campaigning 
organisation. People come to us with all sorts of issues. While 
advisors try to resolve client issues, we are well placed to know when 
a change to policy or practice is needed. We see it as our 
responsibility not only to advise clients but to use what we know 
about their experiences to shape policy locally and nationally. 
 
 In 2015/16 the Research and Campaigns team at Citizens Advice 

Peterborough were able to; Run 13 different campaigns / 
research projects  

 Engage with over 54,100 people locally  
 Have an impact on 6 policy changes 

and ways of working  
 Work with across the Citizens Advice 

network to put a stop to retaliation 
evictions  

 Work with Trading Standards, 
highlighting rouge letting agents and 
landlords  

 Carry out local job advert research, 
which contributed to the 
government’s decision to ensure all 
government job adverts meet an 
improved set of standards 

 
As well as this, the team raised awareness of scams, energy saving, 
the new consumer rights and also wrote a blog for Cambridgeshire 
Constabulary highlighting domestic violence. 
 
The Research and Campaigns team at CAP kicked off 2016 starting 
projects around debt, Universal Credit, and the welfare reform. We 
have been busy working with our national contacts, and have 
secured funding to raise awareness of financial abuse. We are really 
pleased with the progress so far, which would not have been 
possible without the support of local supporters. 
 

Research and Campaigns  
One of the Citizens Advice twin aims 
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Research  

Distressed by no redress  

This research looked into how many local letting agents were not 

in a government approved redress scheme (a legal requirement 

from October 2014). As a result of our work we have seen a 70% 

reduction in the number of local letting agents not in a scheme. 

The remaining letting agents have been 

reported to Trading Standards who 

have powers to issue multiple £5 000 

fixed penalty fines. The team plans to 

review this work in the coming year, to 

determine which local letting agents are 

still not in a redress scheme.  

 

Adding Up  

Over the summer of 2015, the team carried out some local 

research into the cost of school uniform, found that while the 

local authority and education providers do not offer automatic 

assistance for low income families with school costs, a few are 

now going to review their “costs” of a free education, and others 

are starting to help families on a case by case basis. The report 

(available to view on our website) highlights the challenges 

children and young people from low income households face at 

the start of a new school term.  

 

Welfare Reform & Working Families 

This piece of research aimed to find out more 
about working families who will be affected by 
changes with the welfare reform and the options 
available to them when coping with planned 
changes in their income. A member of the team 
recently carried out in-depth interviews with 
respondents to get some local views to better 
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Campaigns 

Scam Awareness month  

July 2015 was Scam Awareness Month and we worked with local 

partners to raise awareness of scams and the threat they pose on 

our finances and wellbeing, by developing a culture of sharing to 

increase knowledge of scams and to dispel the sense of shame and 

secrecy that often surrounds scams.  

We reached over 6 500 people first hand with a pop-up shop in the 

city centre, radio broadcast, and press release as well as through 

social media.  

 

Big Energy Saving Week  

Big Energy Saving Week was back this year in time to 

prepare consumers for winter. The aim of the week was 

to help people understand their usage, cut their fuel bills 

and get the financial support they are entitled to. We ran 

a ‘Switch and save’ drop-in at CAP to support local 

consumers to check if they were getting the best deal 

from their current energy supplier, and to see if 

switching tariff or supplier could save them on fuel costs. 

Each consumer was given a free Big Energy Saving Week 

canvas bag filled with energy saving products and hints 

and tips on saving energy in the home. During Big 

Energy Saving Week we were able to reach 9,748 people 

through our ‘Switch and save’ drop-in, presence in the 

community and via social media. 

 

Living Wage Week 

It was National Living Wage Week at the start of November 2015 and 
as living wage employers, we worked with Carers Trust 
Cambridgeshire to celebrate Living Wage Week and called for more 
Peterborough employers to carry the Living Wage Mark. We reached 
over 2,000 people by sending out a press release to all our local 
partners, and promoting the Living Wage Mark through our website 
social media and a banner displayed in our information area. 
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Know Your New Rights  

With the new Consumer Rights Act coming into force, this campaign 

(ran throughout November 2015) aimed to inform local consumers 

about their new consumer rights. CAP spent a weekend at a busy 

shopping centre and attended local events throughout the month, 

engaging with local consumers about their new consumer rights. We 

gave away 500 Citizens Advice branded trolley coins and reached 

over 8,600 local consumers. 

 

Be Debt Aware  

As the New Year got underway, CAP ran a week long Debt Awareness 

campaign. The aim of this was to encourage people to take a 

‘financial health check’ to get their finances in order for the year 

ahead; reviewing where they can make savings and getting on top of 

any debts. Recent research into people’s finances shows that only 

one third are planning their financial future long-term. 

During the week we gave 5 top tips to help residents manage their 

budgets and be #DebtAware. We were able to reach over 16,000 peo-

ple through in-house displays, local free magazines and social media. 

 

Talk About Abuse  

Talk about abuse is a campaign to encourage people to look for signs 

of domestic abuse among their friends and family, to talk about it, lis-

ten and support, and suggest further help. CAP joined the national 

campaign so we can help ordinary people know how to recognise the 

signs of abuse, talk about it safely and enable victims to make the 

right decisions for themselves.  

CAP wrote a blog for Cambs Constabulary about domestic abuse, and 

ran a local campaign linked to this– Financial Abuse 
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Financial Abuse  

The campaign aimed to raise awareness about financial abuse with 

frontline organisations is coming to an end. We created some local 

resources (information pack, poster and wallet sized leaflets) that 

have been disseminated to over 100 local agencies with digital copies 

available on our website. We were also able to work with the media 

team at a local school to produce some very powerful video clips 

highlighting financial abuse. Both of these have been very well re-

ceived.  

The resources have been picked up by the national teams. Branding 
are using it on their ‘Branding Map’ to give inspiration across the Net-
work in using the new Citizens Advice Brand. The Policy team are us-
ing it as an example of ‘best practice’ in a national report, and the 
Equality Team aim to use it as part of the ASK gender violence and 
abuse routine enquiry programme. 

As part of our Financial abuse campaign we have created two videos 
with the help of Chris Parker Media to help people recognise the 
signs of financial abuse. You can watch them by clicking on the links 
below. 

Video One - https://www.youtube.com/watch?v=xOHRXkd5PSw 

Video Two - https://www.youtube.com/watch?v=xP4YLwSi3QQ 

 

Why not keep up to date with the Research and Campaigns we are 
currently doing by visiting our research and campaigns page on our 
website at  https://www.citapeterborough.org.uk/about-us/research-
and-campaigns/ 

https://www.youtube.com/watch?v=xOHRXkd5PSw
https://www.youtube.com/watch?v=xP4YLwSi3QQ
https://www.citapeterborough.org.uk/about-us/research-and-campaigns/
https://www.citapeterborough.org.uk/about-us/research-and-campaigns/
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Adviceline is CAPs dedicated telephone line for Peterborough 

residents, offering Advice by phone. Adviceline was particularly busy 

last year, with our call demand averaging over 800 calls a month - 

peaking at over 950 calls in July 2015.  

In response to the high volume of calls, we adopted a new advice 

framework for Adviceline from December 2015. This new framework 

involves an initial check at the start of each call; ensuring clients are 

getting the most appropriate assistance as soon as possible.   

To help with the increased demand, we also recruited 9 more Digital 

Advice volunteers who have been live on Adviceline since December 

2015. This has greatly improved our capacity to continue to meet our 

clients’ needs.  

The email facility has also been changed, making it easier for clients 

to access, meaning they can get assistance if they are unable to call in 

during office hours.  

The Digital Advice Service also added a 

Webchat facility in 2015, meaning CAP is now 

more accessible to Peterborough residents.  

CAP was recently successful in achieving 
some funding to co-design the national email 
and webchat service. We went live with this new channel on 25th 
April, and are answering around 50 enquiries a week on average.  

Digital Advice Service 
Adviceline | Email | Webchat 
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MAS Debt Advice Project 
 
Overview 
 
The MAS Debt Advice team have had a very busy year, seeing an 
increase in the number of clients requiring money advice and, in 
particular, the number of clients who are finding it difficult to meet 
essential expenditure. Consequently, we have been looking at ways 
to encourage increased financial capability and budgeting skills 
amongst those who require money and debt advice.  
 
We have been continuing to ensure a high level of quality and 
expertise and congratulate Elwira Janczak MIMA (cert), who has been 
awarded the Certificate in Money Advice Practice (CMAP) 
Qualification, making her a fully qualified member of the Institute of 
Money Advisers. The qualification is the culmination of months of 
advice experience and study, however, it does not end there. 
Qualified advisers are then subject to ongoing continued 
development, to ensure that knowledge and expertise remains up to 
date and quality of advice remains constantly high. Both of our 
caseworkers now hold this qualification, which means that partner 
organisations, referring agencies and, of course, our clients can be 
confident that they will receive the best possible service. 
 
We are pleased to welcome two new members of the team. Graham 
Thompson, an experienced volunteer adviser, who has undertaken a 
series of further training so that we are able to increase our capacity 
to help clients needing money and budgeting advice. As capacity has 
grown, we also welcome Samuel Lawrence, who joins our hard 
working administrative team, who carry out an increased range of 
behind the scenes work, enabling us to see more clients and process 
their cases more efficiently. 
 
In the last year the MAS project has:  
 

Advised 845 debt clients 
Dealt with a total debt of  £ £4,966,767.92 
Assisted 56 Clients to proceed with a Debt Relief Order 
Advised 48 clients at the credit union drop in sessions 
Carried out long-term casework for 249 clients. 
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Case study  
 
Client A came in with debts worth over £18,000 and a substantial 
budget deficit. She suffers from multiple sclerosis. This made it 
extremely difficult for her to find a job and left her dependent on 
benefit only income. Interest was accruing on some of her debts, 
including over £50 a month on a credit card debt. With no means of 
paying off her debts, her situation was spiralling further and further 
out of control.  
 
Following our advice, Client A set up a new bank account, enabling 
her to regain control of her finances and we assisted her to apply for 
a Debt Relief Order.  The 
application was successful, 
resulting in over £18,000 of 
debt being written off. This 
enabled her to maintain a 
sustainable budget and 
removed the undue stress of 
continued collection action, 
providing a sense of relief 
and peace of mind for a 
vulnerable client. 



 

17  

 
Pension Wise  
 
PW began delivering appointments across Peterborough and 
Cambridgeshire in April 2015; despite a slow take up nationally 
things are picking up. The PW Team have provided information 
sessions to both network bureau and external groups such as the 
Rotary Club and the U3A. Feedback from clients has been very 
positive with 99% saying they would recommend us and 100% saying 
they were satisfied or very satisfied with the service received.  
 
An example of a positive outcome for one client in particular: The 
client had been contacted by an IFA who was offering to make the 
arrangements to allow the client to cash his whole pot in for a fee. 
Following his guidance appointment with a member of the PW Team 
the client felt empowered to be able to do this work without taking 
on the services of the IFA and saving himself a significant proportion  
 
The Pension Wise Cambridgeshire Delivery Centre is one of 50 local 
Citizens Advice who have been delivering the government’s Pension 
Wise service for the last 18 months. Launched in April 2015, Pension 
Wise was a new guidance service set up to help people understand 
their options under the new, wide ranging pension freedoms. It 
delivers face to face Pension Wise appointments to people aged 50 
and over with a defined contribution pension in a number of 
locations including Peterborough, Cambridge, Ely, Wisbech and 
Huntingdon. Citizens Advice Peterborough set up the new service, 
trained a team of staff, set up outreach locations and developed 
Quality Assurance policies in record time and to an exceptional 
standard.  
 
Key statistics  
For 2015/16, Pension Wise has delivered over 60,000 appointments 
across the service in England, Wales, Scotland and Northern Ireland. 
People visiting Pension Wise are pleased with the guidance they are 
receiving with satisfaction ratings remaining consistently high. 
Pension Wise Cambridgeshire has achieved a satisfaction score of 
over 97%.  
 
Client testimonial 
It can sometimes be a good thing to reduce a client to tears! In 
defence of the service, our caseworker had just identified that the 
client in question had two more pensions worth an extra £33,000 
than they had realised. Cue, much celebrating and one extremely 
satisfied customer! 
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CAP Stats for 15/16 

Clients 6,832 

AIC Codes 15,750 

Client Contacts 17,191 

Enquiries 8,236 
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Financial Outcomes for 2015-16  

Income Gain £2,621,497 

Debts written off £1,213,346 

Repayments rescheduled £252,438 
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Volunteer Week 

To celebrate volunteer week the CAP arranged for a BBQ at 

the Windmill in Orton to thank those who give up their time 

to volunteer at CAP.  
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Citizens Advice Peterborough 

Needs You! 

Volunteers Needed!! 

Do you have 1 day or 2 half days to spare a week? 

Would you like a new challenge? 

 

Would you like to be part of a fun and friendly team of volunteers 

helping your local community? 

 

If you answered yes to any of these questions, then please contact us 

about our various volunteering opportunities. Full training is given for 

all roles, and expenses covered. 

email: volunteering@peterboroughcab.org.uk  go to: 

www.citapeterborough.org.uk/volunteer-with-us/  

If you are still unsure why not watch our video of our volunteers 

experiences at CAP - https://www.youtube.com/watch?v=3DPlzQ-0E48  

 

http://www.citapeterborough.org.uk/volunteer-with-us/
https://www.youtube.com/watch?v=3DPlzQ-0E48
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Our Funders 

Peterborough City Council 
Big Lottery Fund 

Money Advice  (CitA) 
Pension Wise (CitA) 

Santander Foundation 
Campaign in a box (CitA) 

Healthwatch Peterborough 
Legal Aid Agency 
Citizens Advice 

Know your new rights (CitA) 
Papworth Trust 

Talisman Charitable Trust 
Seetec 

 

Thank you to Volunteers, Trustees and Staff 

 

We would like to take this opportunity to thank the Staff, Volunteers and 
Trustee’s of Citizens Advice Peterborough, the past 12 months has been 
a period of great change and we have encountered many challenges 
along the way, however we have worked through these and our service 
and the outcomes we achieve for our clients is a testament to the hard 
work everybody has put in.  
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Telephone 

03444 994 120  

Email 

adviceline2@peterboroughcab.org.uk 

Website 

www.citapeterborough.org.uk 

Office Hours 

Monday - Friday 9.00am - 4pm  

(closed between 12pm-1pm for lunch) 

Address 

16-17 St Marks Street 

Peterborough 

PE1 2TU 

Stay in Touch 

 

Citizens Advice Peterborough 

@peterboroughcab 

 

mailto:adviceline2@peterboroughcab.org.uk
http://www.citapeterborough.org.uk
https://www.facebook.com/citizensadvicepeterborough/
https://twitter.com/peterboroughcab

