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OUR PURPOSE: 

Our cause never changes: 
 
Peterborough Citizens Advice is here to make 
society fairer. 

We do that one person at a time, helping people solve 
their individual problems and build resilience for the 
future. We do this through quality advice and tailored 
support. We do it for many people in Peterborough, 
through our partnerships locally and across regions, 
and nationally through our Citizens Advice network by 
influencing how the local authority, government and 
the private sector do things. 

Mission 

We help people find a way forward and build 
resilience. 

About us 

Our charity was founded in 1967. Since then, we’ve 
given advice, information and support to anyone who 
needs it. We help people online, over the phone and 
face to face through our network of local centres. 
Every year, thousands of people turn to us. This gives 
us a unique insight into their needs and concerns. 

We use this knowledge to campaign on big issues, both 
locally and nationally. So one way or another, we’re 
helping everyone – not just those we support directly 
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Chair’s Report - Nina Murray Smith  

This year was always going to be challenging one for me, replacing Bonnie who 
had done such a great job, facing full universal credit roll out, Brexit, changes in 
the way we and other Citizens Advice Local’s are funded and adopting a new 
service delivery model. I’m very grateful for everyone’s support throughout CAP. 
It became clear very early on that as funding was being cut we needed to find 
alternative streams and cut overheads and costs to maintain our current service 
level and to increase it.  To that end we decided to convert to a hub and spoke 
model form of service delivery and to concentrate efforts on recruiting more 
volunteers to assist. 
There really is only one piece of bad news on this - our funding was cut from 
£865,252 to £595,559.  Regardless what CAP has achieved is nothing short of 
remarkable. 
Our loyal and dedicated staff numbers remained static and solid at 24. 
Our trustee board remained strong and was boosted during the year by the 
recruitment of Fiona Kerr, Jodie Wilson and Lynne Caley who brought with them 
additional expertise in procurement, funding, PR, marketing and training.   
I am delighted to report that we have increased our volunteer pool from 20 to 48 
and rising.  We even had to close recruitment for a short spell to allow the 
training to keep up with the supply of willing volunteers!  Our decision to recruit 
a dedicated Volunteer Development Officer has paid huge dividends and special 
thanks must go to [Helen] for all her efforts.   
I am also pleased to report that over the last 12 months we increased the 
number of clients we helped from approximately 8,500 to 9,000 and also 
increased issues we have dealt with from approximately 16,500 to 20,000. 
The hub and spoke model has been an innovative exercise for us.  We first 
trialed our service at Honeyhill and Aspire. From this we learnt a lot about how to 
promote ourselves/ where was a good place to be based and how to reach out to 
different communities.  We now have spokes in 9 locations and have plans for 
more next year 

- Gladstone Community Centre 
- Werrington Library 
- Orton Library 
- Bretton Library 
- Central Library 
- Boroughbury Medical Centre 
- Central Medical Centre 
- Lakeside Healthcare at Yaxley 
- Middleton Primary School/Community Centre  

On top of all this we are also almost ready with our new intranet – made possible 
by funding obtained by James Roberts initiative. We are also now GDPR 
complaint again thanks to James.   
On the to do list for the winter is marketing and fundraising which we have had 
initial assistance from outside professionals and I am sure that will be as 
successful as the other initiatives pursued this year. 
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Particularly noteworthy research and campaign efforts this year, you can find 
the yearly report here and as ever thanks go to Nicky for her efforts.   
This year has been particularly busy and challenging.  Without the hard work, 
long hours and dedication of Keith, Dayle and Derek Risk to make sure we are 
operating as we should be none of it would have been possible.  I huge thank 
you goes to them all. 
I cannot allow today to pass without saying something about Keith.  This year 
marks his 20th year with CAP.   

For nearly one hundred years, CAB has embraced and nurtured those who seek its 
help. With a sole mission – to provide the best advice for the needs of its 
communities. Committed to the highest of values, CAB strives to be a place of 
enduring quality and strength. 

I have no doubt that CAPs quality, strength and success is attributable to Keiths 
passion for this cause, long service and unswerving commitment to CAP. 

So, Keith - Congratulations on your 20 Years of Service! and thank you from all of us 
at CAP and those its helped over the years for the many years of service and 
dedication to making our Mission, Vision and Values come true every day for every 
client. 

Congratulations, indeed to everyone at Cap for a marvellous year.  I look forward to 
celebrating future successes together. 
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Chief Officer’s Report - Keith Jones 

Citizens Advice for many people is the lifeline for dealing with everyday problems 
and crises - from losing a job, mounting debts, threats of eviction or the 
demands of caring for elderly relatives or sick children. We’ve been helping 
people with problems in Peterborough for just over 42 years; yet we as an 
independent local service are faced with the challenge of growing demand 
spurred by the roll out of Universal Credit, rising homelessness, benefit 
sanctions, together with reviews and appeals, dubious employment practices, 
combined with the uncertainties Brexit brings.  

In 2017-18, we delivered free, comprehensive and non-judgemental advice to 
more people than ever before, helping 8,698 people with 20,335 advice issues. 
Producing income gains for those people on an annualised basis of £3,460,279.; 
at the same time handling £2,301,734 of indebtedness in the year. Meanwhile, 
our research, campaigning, influencing and partnership work also helped 
prevent problems escalating by influencing policy makers for change in practice, 
regulation and strategy. 

Whilst some appear to believe the people we help with such problems as debt 
are to blame for their own situation, our evidence tells us otherwise. One of the 
most common factors that push people into problem areas are unforeseen 
change of circumstances such as job loss, long-term health issues, relationship 
breakdown, bereavement or simply not earning enough to make ends meet. We 
have seen that it can happen to anyone. 

We also see the power imbalance of individuals struggling to uphold their rights 
is both a symptom and a cause of social exclusion often leading to poverty. 
Feelings of disempowerment are common to people’s experiences of seeking to 
access statutory rights and services such as Universal Credit, or seeking justice 
through the courts and tribunal service.  

Good advice work challenges this imbalance by enabling people to engage with 
legal frameworks that impact upon their lives. This role of bridging the gap 
between people and the law is crucial given the growing number of vulnerable 
and disadvantaged people assisted, many of whom face significant challenges in 
their lives.  Clients bring complex issues to us; and to unravel them the initial 
interview is aiming to help the client unpick their issues in order to create clarity, 
and explore options and solutions. Advisors seek to empower clients to take 
action through developing understanding and creating ownership of problems, 
which in turn improves people’s capacity to cope better in the future.  

The positive feedback we receive from clients demonstrates the effectiveness of 
our service both in providing options to resolve problems but also empowering 
people to make the right choices for themselves in the future.  One client fed 
back to us that the benefit of our service was that the pressure was lifted off 
their shoulders and for the first time they were able to enjoy a good night’s sleep 
which surely is commendation in itself. 
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I’m delighted to lead a charity where the mission and values are now so well 
embedded; and our team go above and beyond as a matter of course and I am 
enormously thankful for their drive and commitment. We aim to make Citizens 
Advice in Peterborough an even better place to work and volunteer whilst at 
the same time looking to identify new and innovative ways to attract, and 
retain the very best people. 

All of these actions create the strong foundations necessary for the ambitious 
plans we have for the charity in the coming five years. These include 
significantly increasing our presence across the city to assist in community 
based face to face advice and solution areas, with much closer working 
relationships with other suppliers. Together with a more specific and tailored 
approach to areas of deprivation across the city.  

At the same time, we recognise the need to resource and grow differing access 
channels such as social media, webchat, email, telephony. At this time, we are 
also beginning to look at ways to extend our reach into areas such as schools, 
Academies and the new University whilst at the same time providing a key 
focus on early intervention, helping people before they fall into problem areas 
such as debt or homelessness. 

Our forward strategy is to build on the strong foundations already in place to 
create a significantly wider reach for the charity both in terms of advice 
delivery, evolving with the hub and spoke model, but also in helping people to 
help themselves by embedding learning into the advice model, with a key focus 
on the prevention of homelessness and all that entails. These developments 
will allow us to move towards our vision of a community free from serious debt 
problems in terms of policy, education, early intervention, advice and solutions. 
As a charity we want to place Citizens Advice in Peterborough at the forefront 
of policy and innovative thinking, and to continue to strive for excellence in 
everything we do. 

I need to thank all of our funders for their support during the year, providing 
us with the resource to enable us to provide services to clients and to train and 
develop our team.  Peterborough City Council provides our core funding and 
special thanks go to the council officers and members for the successful key 
working partnership we have enjoyed over the past years. 

It has been a year of significant change for our service and the people we help. 
Tough economic times mean our advice and influencing work – and how we 
work with partners to deliver this – is more important than ever. Citizens 
Advice has a long and proud history of helping people facing uncertainty. We 
are committed to being there for everyone who needs us. An immense thank 
you to our staff, volunteers and trustees whose hard work and commitment 
means that we can continue to change lives here in Peterborough for the 
better. 
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Finance Review 
 
Financial Position 
Incoming resources in the year were £582,480 (2016/17 - £865,252). The 
decrease in income was the result of project changes, most notably the 
Pension Wise and Healthwatch projects which both ended early into the 
Financial Year. Of this £113,532 (2016/1 - £248,940) related to project 
restricted activities. [See SOFA] 
 
There was a deficit of £16,995 in the year (2016/17 - £39,117 Surplus). At 31 
March 2018 total reserves were £289,126 of which £253,410 represented 
unrestricted funds (2016/17 - £248,902). 
 
Reserves Policy 
The Trustees regularly review the financial position of the Charity and believe 
that it 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 
unrestricted reserves equivalent to three months normal operating 
expenditure. This is to reflect the Trustees view of the increasing uncertainty 
around future funding and the trend towards shorter term contracts. 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 charity is still dependent on maintaining a steady stream of 
funding to support the infrastructure costs. 
 
This reserves target relates to a medium term timeframe and will not 
necessarily restrict the financial plan in any one year, although action will be 
taken to trend towards the target when variances occur. The Trustees have 
also taken into account that some of the free reserves are represented by 
fixed assets whose value is not easily realisable. 
 
The net deficit this year reduced the total reserves at 31 March 2018 to 
£289,126, (2016/17 - £306,121) which equates to under five months operating 
expenditure, which is above the target set by the Trustees. The deficit in the 
year was mainly due to the Trustee Board decision to use some of the reserves 
to invest in a project trialing a hub and spoke concept as an improved way of 
delivering much needed advice services in locations more readily accessible to 
potential clients. The Trustees will continue to use the excess reserves to meet 
client needs as opportunities arise. 
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Jakub’s Story 
Jakub came into Citizens Advice two days before a 
possession hearing for his housing association rental 
property, due to rent arrears. He is 34 and works as a 
security guard for an agency, and had struggled to budget 
on a low and fluctuating income. Variations in income over 
the previous year had led to overpayments of housing 
benefit and tax credits which he was having to repay, 
causing him additional financial difficulties. 
 
A Citizens Advice debt adviser contacted the council to 
request a reduction in his housing benefit repayments, 
and HMRC for a reduction in Tax Credit repayments which 
were both agreed. On this basis Citizens Advice were able 
to provide a financial statement to the court showing how 
Jakub would be able to make the necessary rent and rent 
arrears repayments, and the court agreed to suspend the 
eviction order providing the repayments were made as 
scheduled. 
 
The debt adviser also assisted Jakub with a Discretionary 
Housing Payment (DHP) application to cover an immediate 
shortfall in his income caused by a brief period off work 
due to sickness. He was also provided with food bank 
vouchers to help out during this period. The restructuring 
of his repayments meant Jakub’s finances were 
manageable over the long term and he was able to 
maintain his tenancy and steadily pay down his arrears, 
improving his financial position. 
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“ I think you are very 
helpful. You explain things 
so that you can 
understand what is going 
on. You are not treated as 
a number but as a person. 
You are all very friendly 
and go out of your way to 
help. Thank you for all the 
help and kindness you 
have shown me.“ 
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The people we help 

8,697 Unique clients seen 

20,335 Advice issues dealt with 

How we help 

6088 clients
(70%) seen face 

to face 957 clients 
(11%) helped 

over the 
telephone 

1652 clients
(19%) helped 

over email and 
webchat 

21,632 hits on 
our website 
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Volunteering update 
Volunteer Development Officer – experience of joining the CAP team 
 
I joined CAP in February 2018 in the newly created role of Volunteer 
Development Officer (VDO). I was made to feel incredibly welcome in the team, 
but I was also given the space to establish myself in the role and develop it in 
my own way. Having worked in the charity sector previously, I quickly felt at 
home within the organisation and my background in volunteer recruitment and 
management enabled me to identify where I could improve upon the current 
volunteer experience. Working closely with established members of the team, 
both staff and volunteers, we have created a volunteering strategy clearly 
setting out how we plan to deliver and expand volunteering at CAP. This is 
underpinned by a defined volunteer journey and the associated processes 
required to recruit, train, engage and manage volunteers effectively.  
 
My role has developed to encompass other aspects of our work including 
trustee recruitment; working with corporate partners; building links with other 
local voluntary organisations; and raising awareness of our advice service in the 
local community. At times, this has pushed me out of my comfort zone and 
enabled me to gain many new skills and experiences that I can utilise further 
within the organisation. Overall, I have thoroughly enjoyed my first nine 
months at CAP and look forward to the new challenges ahead. I am incredibly 
lucky to have joined such a dynamic and committed team of individuals who 
strive to improve the lives of others. 
 
Volunteering update 
 
It has been a busy year for the volunteering and development team. Following 
the recruitment of the new VDO and training officer, the team spent time 
creating a volunteer journey by mapping out the processes and documents 
required from initial recruitment to ongoing support for active volunteers. This 
became the basis for the volunteer recruitment, engagement and retention 
strategy, a working document that sets out our plans for ensuring we provide a 
quality volunteer experience enabling to improve our retention and satisfaction 
rates. Existing volunteers have been involved in developing the strategy and 
have played a key role in suggesting how we can progress volunteering at CAP. 
 
Clarifying our volunteer offer 
 
In order to attract new volunteers with the requisite skills and experience, the 
existing webpages and associated documents promoting our volunteer offer 
have been updated. New webpages have been created including “meet the 
volunteers” which provides case studies of current volunteers and “become a 
trustee” which highlights the essential role trustees play and also aims to 
attract new board members.  
 



 

14  

Volunteering experience 
 
Gurjit, Digital Advice Worker 
Why did you choose to volunteer with CAP? 
I chose to volunteer with CAP as I wanted to give something back to 
the community in which I grew up. I wanted to use my skills and 
spare time help people but more to gain new skills, knowledge and 
meet new people. 
 
What you enjoy most about volunteering with CAP? 
I enjoy supporting people in their time of need to help them through 
their crisis I also enjoy providing directions to help people across all 
ages and backgrounds build their own skills and confidence to 
empower them to find information themselves via different 
channels. 
 
Challenges of volunteering with CAP 
The wide range of matters the bureau receives often means that 
there are times the problems are emotional, this has developed on 
my ability to see beyond a single perception and remain unbiased 
and impartial in the most difficult of situations 
New skills / experience you have acquired 
Volunteering has changed the way I see things. I have met people 
from all walks of life, which have helped me to build real 
relationships. I have gained multiple new skills that I believe will help 
me in the future. 
 
Would you recommend volunteering to others and why? 
I would recommend volunteering to anyone who is looking to make a 
difference as volunteering gives you a real-world experience. You will 
gain some of the most valuable life skills that will help you outside of 
your comfort zone by developing teamwork, problem solving and 
people skills. 
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We have reviewed and updated all volunteer recruitment documents including 
application form, diversity form, volunteer information pack and role 
descriptions. Potential volunteers now have a clear understanding of what we 
can offer in terms of training and ongoing support, and what we expect from 
them in return. Having spoken to a number of people who had tried to 
volunteer with CAP previously, we established that our track record for 
responding to initial enquiries and expressions of interest was patchy. We 
have improved our customer service response to potential volunteers, all 
emails and expressions of interest are responded to within 5 working days. 
Standardised responses have been created to ensure consistency of 
messaging to potential volunteers, and to save on staff time. 
 
Managing expectations 
 
New volunteer information sessions take place on a monthly basis with agreed 
dates scheduled for the whole year. This has enabled us to work more 
cohesively with local stakeholders such as Employability and PCVS because 
they can book their clients onto specific information sessions. The content of 
the information session has been standardised to ensure that all potential 
volunteers have the same quality of experience and they have the opportunity 
to observe what it is like to be in the advice service during a tour of the 
building. The sessions help to manage volunteer expectations regarding the 
training and ongoing support we provide, as well as the time and commitment 
we expect in return. 
 
Embedding volunteering across CAP 
 
The focus for 2018 has been on recruiting new volunteers to our existing 
information and advice roles. We have strengthened our front of house team 
by recruiting and training a new cohort of information assessors, a number of 
whom are now actively volunteering in reception and dealing with clients 
under supervision. Our focus has now shifted to expanding our digital team so 
that we can tackle a greater number of emails and phone calls from clients. 
Additionally, we have recruited new research and campaigns assistants and 
volunteer administrators to provide additional back office support. 
 
We have also developed a number of new volunteer roles allowing us to 
expand our volunteer offer to a wider pool of people. We have created a 
volunteer befriender role so that we can offer support to clients attending first 
tier tribunals; Shared Vision feedback volunteers will be gathering valuable 
feedback on our outreach services; and we are also seeking volunteers to 
assist with promotional events and fundraising. 
 
Networking opportunities 
 
The monthly team development meetings for staff, volunteers and trustees 
have provided a good way to bring the entire team together. These meetings 
act as both a learning and networking opportunity as they incorporate 
informal training via a guest speaker and time for members of the team to 
catch up over lunch. Attendance at the team development meetings has 
increased by more than 50% since February. 
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Graham, Specialist Adviser (Debt) 
 

Why did you choose to volunteer with CAP? 
There were vacancies available for volunteers and the training and 
development package was very good and well thought out. 
 
What do you enjoy most about volunteering with CAP? 
Every case is different and a challenge with new information to be 
gained. The rest of the staff and volunteers are also very nice people 
to work with. 
 
What are the challenges of volunteering with CAP? 
The main challenge is that you never know what can happen in a 
case when the client actually comes in like what type of information 
they’ll want or bring with them and the questions they will ask. You 
have to be adaptable to different clients and cases. 
What new skills/experience have you acquired? 
I have learned a lot about different debt situations and how to 
research and pick up new information. It has allowed me to refresh 
my knowledge by having to research topics that I may have come 
across previously. 
 
Would you recommend volunteering to others and why? 
I would recommend volunteering as it provides you with a challenge 
that keeps you mentally active. It is also very rewarding to be able to 
help and give advice to the public. 
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Raising awareness and reaching new audiences 
 
In order to raise awareness of CAP and our services locally, the promotional 
stand has been revived with updated flyers, banners and displays. The stand 
has been present at local supermarkets and shopping centres, volunteering 
events at the Town Hall and the Cresset, business networking events, and local 
festivals such as the Vintage and Classic car show and the PECT Green festival. 
 
Additionally, we have been strengthening links with other local stakeholders to 
encourage improved communication and future partnership working. Over the 
last year, we have engaged with University Centre Peterborough, City College 
Peterborough, Peterborough Regional College, Employability, Reed, Skills 
Service, PCVS, Opportunity Peterborough, and other LCAs. 
 
Analysing training and development needs 
 
Our in-house training officer has provided coaching and feedback to trainee 
advisers and information assessors on a range of skills such interview 
techniques; assertiveness and open questioning. The ongoing support enables 
newer members of the team to acquire new skills and to helps to build 
confidence, while existing staff and volunteers can refresh their existing skills 
and experience. We have started to carry out an in-depth training needs 
assessment to clarify training requirements for each role within the team, 
enabling us to develop a training strategy for the next 12 months. 
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Shilpa, Trainee Generalist Adviser 
 
Why did you choose to volunteer with CAP?  
In studying a degree in Sociology, I was looking to apply my existing 
knowledge and use it to help people on a more practical level. 
 
What do you enjoy most about volunteering at CAP? 
Meeting and helping the clients by being there to listen to them and 
allowing them to offload their problems to someone who can help 
them and give the advice; overall, just being there to support people 
who need a listening ear. 
 
What are the challenges of volunteering with CAP? 
The most challenging thing is the learning and training process and 
trying to get things right. For example, when giving people advice, 
knowing that the advice you gave them was appropriate and useful 
to them. 
 
What new skills/experience have you acquired? 
I have been able to improve and reinforce some of my existing skills 
and experience, such as communicating with the public and various 
other administrative skills. 
 
Would you recommend volunteering to others and why? 
I would recommend volunteering because it is a fulfilling experience 
and you can gain a sense of achievement from helping and 
supporting others. I highly recommend it to young people as well so 
that they too can understand the importance of helping others and 
expand their perspectives on life. 
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Paul, Information Assessor 
Why you chose to volunteer with CAP  
After my mother passed away I decided I wanted to help people 
more. I put “how to help people” into Google and a link to Citizens 
Advice came up. I did the online test and then made contact with 
CAP. I didn’t want to help at my local Citizens Advice as I felt I spent 
too much time there so Peterborough was a chance to go 
somewhere new. 
 
What you enjoy most about volunteering with CAP  
The people are keen, helpful and friendly. No one takes themselves 
too seriously but everyone is serious about what they do there. I also 
enjoy knowing that people leave the centre with a better chance to 
be able to solve their problems 
 
Challenges of volunteering with CAP  
Knowledge gap; some client’s problems are complicated so it can be 
difficult to pinpoint exactly what to do to help.  
 
New skills / experience you have acquired  
I’ve learned a lot about all aspects of the advice parameters like 
employment, benefits, consumer etc. I’ve also learned to think 
around the client's problem to help them realise various different 
avenues they can choose to take to help solve their problems. 
 
Would you recommend volunteering to others and why?  
I have recommended it to one person because I thought they would 
be interested and get a lot out of it. I don’t make a habit of 
encouraging people to volunteer as I think everyone needs to find 
things for themselves.  
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“Your staff at your 
Peterborough office are 
so warm, friendly and 
welcoming. I have mental 
health challenges and 
they put me at ease and 
made me feel very 
supported. They are a 
credit to you.” 
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Citizens Advice Peterborough  
Research and Campaigns 2017-18 

 

Research and campaign is one of the twin aims of our service. It aims to 
improve the policies and practices that affect people lives.  

As a service, we have a large amount of insights and data concerning the 
problems faced by our client and their wider communities. 

Through Research and Campaigns, we use this insight to: 

 Assist us to research problems further 

 Influence decision makers to change policies and practices 

 Campaign to get decision makers to change policies and practices 

We have always been a campaigning organization where people come to us 
with all sorts of problems. 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 to only advise clients but to use what we know about 
their experiences to shape policy locally and nationally. 

Universal Credit has underpinned most of our Research and Campaigns work 
this year. As shown in the chart below, we have seen an increase in the 
number of issues around Universal Credit as the benefit has been rolled out.  
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Since Universal Credit was launched, Citizens Advice has helped over 150,000 
people with Universal Credit issues. Our data shows that Universal Credit is 
already failing people. It is forcing people into debt and leaving them unable to 
make ends meet. We have continued to campaign on this issues – including 
several appearances in the local paper. 

CAP has been working to educating local residents what the major changes in 
the welfare policy meant to them, gathering evidences of issues within the 
claim process, and the impact of Universal Credit on finances.  

The team worked with advisor across the Citizens Advice network in order to 
gain an insight into Universal Credit claimant issues, so we were better 
informed and better able to assist local residents when Peterborough became 
a full service area in November 2017. When the Work and Pension Select 
Committee launched a further inquiry into Universal Credit roll out, which 
included looking for claimants to share their experience directly, gathered data 
and worked with claimants to upload comments and feedback.  

We raised awareness locally to Universal Credit Claimants’, highlighting that 
help with Council Tax Support is not included in their Universal Credit award 
and people need to claim this separately. We ran a promotion on social media 
and reached over 20,000 people– with 500 people then clicking through to 
claim for help with Council Tax Support.  

We also focused on Money Management Research and Campaign work, with 
research into Access to Basic Banking; as Universal Credit claimants need a 
bank account to claim. Before Peterborough was a full Universal Credit area, 
we went into every bank to find out the impact of bank closures on the local 
level, with a particular interest on the impact on vulnerable consumers, 
including disabled consumers, older consumers, low income consumers and 
those living in rural and remote areas. Some of the issues identified include 
banks not signing up to the Switching Service, leaving consumers with no 
access to their bank accounts for up to two months, and less than half of 
reception survey respondents were aware that facilities are available at post 
office. 

We published a report that went to National Citizens Advice and BBA to 
influence the ‘Banking with Benefits’ campaign, and also we were able to 
inform Universal Credit claimant exactly where they could access a bank 
account with what evidence and the process they would follow. 

Money underpins a lot of what we do with clients. It is vital that we work to 
understand and demonstrate the need for financial capability support, and to 
explore what works in this area. In the summer of 2017, we asked all our 
clients about their financial capability to ensure we have the most up-to-date 
understanding of clients’ money skills which enhanced our understanding of 
what people really need from money advice.  
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Big Energy Saving Week (BESW) was back this year during the winter 
season. The aim of the week was to encourage people to check for a better 
deal available to them, and empower individuals to take action on saving 
energy. We improved understanding and knowledge on energy related issues, 
and ways these can be prevented, and raised awareness of support available 
for those living in fuel poverty. CAP ran a ‘Switch and Save’ drop-in service to 
assist residences with switching energy tariffs/suppliers and ensured that the 
Big Energy Saving Week message reached as many people as possible. We 
were able to reach over 70K people by using social media, the local telegraph, 
free newspapers and monthly readers – working to engage all to “Check, 
Switch and Save”. 

Looking ahead… 

This is what we are looking at in 2018/19; 

Universal Credit – We are working in partnership with UCP to research the 
local impact of Universal credit, and will be reporting these findings in 
November 2018 – one year on from when Peterborough became a full 
Universal credit area.  

Left in the cold? – Research around fuel poverty, looking at the impact of a 
Stay Well This Winter fund CAP ran during the winter. 

Access to advice for under 25s – a piece of research that looks at barriers 
to advice for under 25 year olds, and ways we can work as a sector to 
reduce or remove these.  
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A big thank you to all our funders, partners and supporters: - 
 
Age UK Cambridgeshire & Peterborough  
Big Lottery Fund 
Cambridgeshire, Peterborough and South Lincolnshire Mind  
Care Zone 
Children of Adam 
National Citizens Advice and LCA across Cambridgeshire 
Money Advice Service 
Peterborough City Council 
Peterborough Foodbank 
Peterborough DWP 
Peterborough Rainbow Savers Credit Union 
 
And, to all other organisations and individuals who we may not have 
mentioned above, we want to say how much we have valued your 
support over the past year in our work to make society fairer. 
 
 

 



 

25  

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 

Charity No: 1068198 

Company No: 3507549 


