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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 Report—Kevin Gutteridge 
 

As each year passes, the pace of change continues to increase. This year has 
been no exception, but has been compounded by the uncertainty we face and 
the challenges this brings both locally and nationally. With this as a 
background, the complexity of the type of help being sought has increased but, 
despite this, the great team work within the service continues to deliver quality 
outcomes for the clients. I would like to personally thank all of the stakeholders 
in the charity, our volunteers, staff, funders, partners, Citizens Advice support 
team, and fellow Trustees, for all of your support, hard work and dedication. 
This team has, without doubt, made a positive difference to so many lives. 

Throughout the year, we have continued to focus our range of services to not 
only deal with the immediate crisis but to help build individual and community 
resilience so that vulnerable people can better deal with future challenges. We 
also continue to develop our research and campaigns work to ensure that the 
direct experience of our clients continues to have significant impact in 
influencing social policy both locally and nationally, and to ensure our services 
remain relevant to the changing needs of the people of Peterborough. 

In order to ensure our services are visible to those most in need, our Shared 
Vision outreach team have been working to implement our new advice strategy 
direct into the community. The size of the team means that this strategy in 
itself poses further challenges but, despite this, it is great to see the effort the 
team has put into making this initiative a success.  

Long-term sustainable funding remains a challenge for the organisation. The 
management and complexity of reporting client outcomes for some of our 
income streams is challenging. We continue to look to develop new 
partnerships across all sectors to build our future capacity and sustainability 
while, at the same time, ensuring we continually review our operational 
overheads to ensure - at all times - we are spending wisely. 

With warm regards to you all for the future of the Citizens Advice service in 
Peterborough. 
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Chief Officer’s Report - Keith Jones 
 

I remain immensely proud of the work that the staff and volunteers of Citizens 
Advice Peterborough undertake every day to help those people and 
communities in the city who need our support. Sadly, we continue to see an 
increase in work across the board which require us to redouble our efforts to 
provide high quality help to our community.  

As an organisation we have been through significant changes over the last few 
years refocusing our efforts, structuring our work and delivery to ensure we 
deliver efficiently and effectively what really matters.  

The charity and its board of Trustees has consistently risen to the challenges 
we have faced. I am pleased that this was recognised by achieving the highest 
level in our Leadership Assessment and audit visit from National Citizens 
Advice, reflecting our focus on excellent governance.  I am grateful to our 
Trustees for their continued commitment to our organisation. 

In many ways 2018-19 was a tough year for the organisation, with demand 
rising and projects reaching the end of their funding. I am very grateful to the 
staff team and volunteers who managed the inevitable upheaval with 
resilience, and continued to focus on the needs of our clients throughout the 
process.  

In the year to come, it will continue to be challenging and we must continue to 
focus on the needs of people in Peterborough - and our ability 
to give them access to the range of services they want from 
us. We can expect to see a growth in issues related to Brexit 
and the migration of Universal Credit, including its knock-on 
effects in debt, housing and employability and will be ready to 
play our part in addressing these issues across our city - with 
new or extended focus on projects to prevent homelessness 
and money advice and guidance.  

I look forward to continuing to work with the whole team, 
partners and stakeholders in Peterborough, and the greater 
Citizens Advice network, to continue to provide high quality 
advice and guidance to those who need us. 
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Finance Review 
 
Financial Position 

Incoming resources in the year were £783,290 (2017/18 - £595,559). The increase 
in income was primarily the result a full year’s worth of Shared Vision funds, 
alongside some other new project funds. Of this £189,035 (2017/18 - £184,569) 
related to project restricted activities. [See SOFA]  

There was a surplus of £28,136 in the year (2017/18 - £3,916 Deficit). At 31 March 
2019 total reserves were £330,341 of which £252,555 represented unrestricted 
funds (2017/18 - £251,109). 

 

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 increased the total reserves at 31 March 2019 to 
£330,341, (2017/18 - £302,205) which equates to five months operating 
expenditure, which is above the target set by the Trustees. The Trustees will 
continue to use the excess reserves to meet client needs as opportunities arise. 

Dayle McIntosh 
Management Accountant 
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Brandon H - Employee Case Study 
 
In September 2018, Brandon joined the Citizens Advice Peterborough [CAP] team on 
an assisted internship from Peterborough Regional College [PRC]. Assisted 
internships provide longer term work placements for students with additional 
support needs, enabling them to access practical work experience opportunities. 
Brandon came into the advice service two mornings each week throughout the 
academic year and undertook the initial training to become an information assessor 
in the front of house team.  
 
When asked to explain his reason for selecting CAP as an internship placement, 
Brandon said:  
“I heard from my tutor about what CAP does, the service they provide and it 
connected with me. I wanted to see if this was the sort of work I wanted to do in the 
future, to test myself and my ability to help people”.  
 
On completion of his training, Brandon was able to give assisted information to 
clients under supervision as he built up his knowledge base of common enquiry 
areas. Brandon quickly established himself as a member of the CAP team and soon 
felt very comfortable in the information assessor role. Brandon explained: 
 
“I felt really passionate about the role. It confirmed I had made the right decision 
about choosing CAP as my work placement and that I want to do work like this in the 
long term. Helping vulnerable people is my passion. I am drawn to help vulnerable 
people because I have my own experience of being vulnerable in the past, and this 
helps them to connect with me more easily. I’m more resilient than the average 
person so it doesn’t faze me when I see clients with issues similar to ones I’ve 
experienced in my own life”.  
 
In July 2019, Brandon was successful in his application to join the team as a paid 
employee working as an access assessor at CAP. He continues to work within the 
front of house team assisting clients and mentoring trainee information assessors. 
Brandon describes the change from volunteer to member of staff:  
 
“Being employed by CAP makes the role even more rewarding for me. I can do even 
more to help the advice service by supporting new volunteers and testing new 
approaches. I can take on additional tasks like completing debt assessments. It’s not 
a job that everyone could do, I see that as a real honour. It also shows me how my 
hard work has paid off.”  
 
When asked why he enjoys working at CAP, Brandon responded: 
“I have never really been one for formal education, I have always thought that 
practical experience counts for more. CAP is one of the few places that offers this, 
and it has reassured me that I don’t need a degree to work in the advice sector. 
Practical experience, confidence and competence are as valuable as formal 
qualifications. This experience has changed my career path completely. Eventually, I 
want to become an adviser and even a supervisor, that’s my goal now. I have loved 
my time at CAP so far, every day is different and every client is unique. I don’t see 
myself going anywhere else, and I am looking forward to the future at Citizens Advice 
Peterborough, and to see where it leads me.”  
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Client Feedback 
 
Citizens Advice Peterborough is 
like the family you always 
wanted. They help and support 
you when times are hard. They 
are always smiling and happy to 
see you, and can be trusted with 
your secrets. They are always 
there when you need them - 
asking for nothing in return.  
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The people we help 

10,592 Unique clients helped 

22,534 Advice issues dealt with 

How we help 

8,203 clients
(77%) seen face 

to face 1,185 clients 
(11%) helped 

over the 
telephone 

1,204 clients
(11%) helped 

over email and 
webchat 

12,300 hits on 
our website 
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Volunteer Case Study: A Conversation with BH, Information Assessor 

BH, a student volunteering at CAP on a supported internship through his 
college, spoke to Anu, a student completing Work Experience, about his time so 
far at CAP.  

Why did you choose to volunteer with CAP? 
As soon as I found out about CAP and what they do, I became really interested 
in the organisation and how much they contribute to the community. 

What do you enjoy most about volunteering with CAP? 
Empowering people to help themselves. 

What are some of the challenges of volunteering with CAP? 
Some cases are incredibly complex. I always seem to manage to get involved in 
these! So, gaining the confidence to work with people, adapt quickly and think 
on my feet has definitely been a challenge.  

How has your disability impacted your time at CAP? [BH is a wheelchair 
user] 
Thankfully, the team at CAP are supportive and were ready to make 
adjustments for my needs even without me having to ask, the team made 
changes that they felt would best suit me and my needs. This included 
reconfiguring a ground floor room in order to allow me to better access a 
computer. Honestly, I feel just as included as everyone else - my disability has 
never held me back at CAP! 

Have you gained any new skills and experiences through CAP? 
I have definitely learned that no two clients are the same and thus, to take their 
issues at face value and not have any preconceptions. I’ve also gained people 
skills. 

Would you recommend volunteering at CAP to others? Why? 
Absolutely! You’re never alone volunteering at 
CAP; there are always colleagues and 
supervisors willing to support you. I would say 
that if anyone has the chance, they should 
definitely volunteer at CAP [or their local Citizens 
Advice outpost], especially if they are looking 
towards a career in social care or community 
action. I really enjoy volunteering here! 
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Volunteering update for the Annual Report 2019 

Volunteer recruitment 
Over the past 12 months, we have continued to develop and expand the 
volunteering opportunities at Citizens Advice Peterborough [CAP]. We have 
focused our efforts on recruiting new volunteers to undertake a wide range of 
tasks including administration, awareness raising at local events, gathering 
feedback from clients and researching as well as providing information and 
advice to our clients.  

In 2018, nearly 200 people registered their interest in volunteering with us via:  

• the online form on the CAP website 

• the online registration form on the National Citizens Advice website 

• a paper expression of interest form at one of the events we have attended  

• a direct referral from PCVS and other local organisations and partners 

How people heard about our volunteering opportunities 
We continue to recruit volunteers from a variety of sources, the majority of 
people coming to us via the National Citizens Advice website: 
  
 

 
How they heard    

Already knew about CAP  1 

City Council  1 

Direct enquiry  1 

Event  7 

Family/friend  23 

Indeed  13 

Jobsmart  2 

Leaflet  1 

Media  3 

Na onal Ci zens Advice  55 

Newspaper  1 

No reason given  39 

Online  3 

PCVS  12 

Previously volunteered  2 

Reed in Partnership  1 

Social Media  4 

Teacher  1 

University  8 

Web search  6 

Website  3 
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New volunteer information sessions 
Approximately 50% of those registering their interest to volunteer attended a 
new volunteer information session at the CAP office. Information sessions 
provide potential volunteers with an opportunity to find out more about the 
work we do; the volunteer roles available and the key skills required; as well as 
giving an opportunity to ask questions and raise any concerns they might have 
about volunteering.  

The information sessions also enable us to assess the suitability of all potential 
volunteers and to only select candidates with the requisite skills, experience 
and level of commitment. We received 57 applications, the majority of which 
were for client-facing roles although we have also attracted a number of new 
volunteer administrators, events assistants and research & campaign assistants 
over the past 12 months.  

Selecting new volunteers 
Of the 57 applicants, we invited 38 new volunteers to attend induction. Based 
on their application; informal interview and references, we only selected the 
most suitable candidates for induction. Using the essential key skills as the 
criteria, we have become increasingly selective of new volunteers to ensure we 
have the right volunteer in the right role. Those applicants thought to be 
unsuitable for volunteering at CAP at the time are signposted to PCVS or to 
other voluntary organisations.  

Diversity of new volunteers 
Since February 2018, we have been collating anonymous diversity monitoring 
data on newly recruited volunteers. The majority of new volunteers are aged 
under 25 (33%) and the second largest age range was 35-44 (20%). The smallest 
number of new volunteers are aged over 65 (6%). There are not significant 
differences in other ages in between. This shows that the volunteers are a 
reasonable mix of ages, though perhaps more volunteers could be recruited 
over the age of 44. In terms of disability, 88% didn’t consider themselves to 
have a disability, 11% said they did consider themselves to have a disability, 
and 1% preferred not to say. This shows that the majority of new volunteers do 
not consider themselves to have a disability.  

The majority of new volunteers consider themselves to be of white British 
origin (37%), the second largest group are of Pakistani origin (22%), the third 
largest group are from any other White background (12%). Other ethnicities 
represented include African, Indian and Chinese.
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Induction training  
38 new volunteers attended an induction training session last year. Based on 
feedback from our existing volunteers, the training and development officer 
(TDO) has reviewed and updated the induction to make the session more 
engaging and interactive. The revised induction also clarifies our expectations 
of volunteers and what they can/cannot expect from volunteering with CAP. 
New volunteers are asked to complete GDPR e-learning and discrimination 
training as a priority, as well as the induction module of the adviser learning 
programme.  

Volunteer training 
In addition to the monthly induction sessions, our training and development 
officer delivered training sessions on conflict resolution and signposting to 
other agencies. We have also facilitated group training sessions on loan sharks, 
housing issues, benefits for older people and the EU settlement scheme for 
young people.  
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Volunteer Case Study: NA, Research and Campaigns Assistant 
 
Why did you choose to volunteer with CAP? 
I chose to volunteer with CAP because I wanted to gain experience of an office 
and administrative setting; expand my knowledge and skills and acquire new 
ones. I also wanted to meet new people and work in a rewarding environment 
where I would feel productive. 

What you enjoy most about volunteering with CAP? 
Everyone in the team is approachable, helping each other and sharing ideas. 
There’s a good sense of teamwork and the role is flexible around me and my 
paid work. 

What are the challenges of volunteering with CAP? 
I really can’t think of any challenges; I really enjoy my volunteer role. 

What new skills / experiences have you acquired? 
I have learnt to adapt to a busy office setting, meeting and seeing new faces 
and getting to know people. I have also learnt how to work with little 
supervision which helps to make me more confident. 

Would you recommend volunteering to others and why? 
Yes, I would recommend it to interested people because it is very flexible and 
rewarding to volunteer at CAP. 
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Work experience placements 
 
During 2018, we have provided ten work experience placements for A Level 
and University students from across the city. Each student has written a 
summary of their experience for our website https://
www.citapeterborough.org.uk/volunteer-with-us/work-experience/ including 
Anu Opayinka: 
 
Before my week-long work experience placement with Citizens Advice 
Peterborough, I had many misconceptions about the service. I essentially 
believed it to be a place to go and have your problems sorted out for you if all 
else failed. Basically, a hand- holding experience. 
 
However, during the course of the week this was continuously proven to be 
incorrect. I discovered that CAP’s ultimate aim is to ‘provide the advice people 
need for the problems they face’, and as such, empowers people to help 
themselves, gain confidence, independence and hope for the future. I gained a 
plethora of new skills. From organisation skills gained through volunteering 
with Karen in reception, through to flexibility and resilience- a must during 
client meetings such as those I observed Marjorie, Saguna and Evie undertake. I 
gained knowledge of the systems in place as a safety net to help those who 
struggle and are vulnerable in society- from Universal Credit to PCAS and PIP- 
and, as a result, learned of the immense support there is available for those of 
us in difficult circumstances.  
 
But, above all I met a wide range of incredible people who serve the community 
around them tirelessly, heard their 
stories and, as a result my horizons were 
broadened beyond the daily grind of 
school, work and all that come with 
them. Overall, my time at CAP was 
hugely beneficial, allowing me to gain 
knowledge of the charity sector, 
advocacy and a busy, city working 
environment. 
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Citizens Advice Peterborough - Research and Campaigns  
 
Our service is best known for solving problems through advice but we also 
make a difference by solving the underlying causes of these problems through 
our research and campaigns.  

This report provides a snap shot of the research and campaigns activities that 
have taken place in July, August and September.  

Research  
Fuel Poverty – Last winter we offered a Stay Well this Winter fuel grant to help 
people stay warm and well during the colder months. We are keen to research 
the local picture of fuel poverty and combine a report with the outcomes and 
feedback from people assisted with a fuel grant last year. We will be doing 
follow up calls with people who received a fuel grant, to see if contributing to 
their bills was enough to combat fuel poverty, and help households stay warm 
during the winter months.  

Local impact of Universal Credit - As we approach the first anniversary of 
the full-Service roll out of Universal Credit in Peterborough, this collaborative 
project between CAP and the University Centre Peterborough involves 
listening to Peterborough claimants to discuss their experience of claiming 
and living on the new benefit, exploring the local impact of Universal Credit. 
We are currently asking people claiming UC to complete this survey https://
t.co/KI7yRe4FUJ. Early findings suggest a rise in people taking out payday loans 
to manage with either a reduced or delayed payment. We are currently re-
training all advisers to discuss pay day lending with every client as a result. 

Access to Advice - We are collecting data from a local survey and 
reviewing literature to research ways we can improve access to advice for 
people under 25 yrs old. Early findings suggest we need to focus on digital 
means, rather than leaflets and face to face interaction. 

Universal Credit and debt – We have been surveying clients on Universal 
Credit, to investigating the links between Universal Credit and debt, expanding 
our current evidence showing that 1 in 4 (26%) UC clients also need advice on 
debt - a higher proportion than for clients on legacy benefits. This research is 
feeding into a national Citizens Advice Campaign. 
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Campaigns  

Winter Warmth – With the nights starting to draw in, we are working on a 
winter warmth camping, to raise awareness of saving energy, and fuel grants 
available.  

Payday Lenders – Payday loans appear to be increasing and we are currently 
designing a campaign to spread awareness of the risks and alternatives to 
taking out a payday loan. 

CAPs social media presence has continued to increase allowing us to better 
engage with the community. Our Facebook page reached over 10k people in 
the last month alone.  

The Local Trend 
The data we get from 
Issue Codes and 
Evidence Forms show us 
what issues our clients 
are faced with locally. 
The table below show 
how issues have 
changed over the past 6 
months. 

This highlights that Universal Credit has remained our biggest ‘problem area’ 
with the PRS and homelessness provision remaining in the top 5 in the past 12 
months. Issues with council tax were in the top 5 from Sept 2017 – March 
2018 but this is now barely in the top 10. 

The R&C Team 

We spoke to the team at a recent Team Development Meeting. This was a 
great success and have seen an increase in the number of advisers submitting 
Evidence forms. We will continue this momentum by updating teams at 
weekly meetings, and via our communications channels.  

Ali is working hard on the Access to Advice research. Early data 
highlights a misconception of our service and we are looking at ways we can 
reach the younger generation to encourage prevention work. 

Weronica and Zemoh are both new to the team and are working together 
to research fuel poverty in Peterborough.  

Top 5 issues from EF IC’s (April ‐ Sept 
2018): 

Sept 2017 ‐ March 
2018 posi on 

1. Universal Credit  → (1) 

2.  Legacy Benefit  ↑ (4) 

3. Rent Arrears  ↑ ( ‐ ) 

4.  Private Rented Sector  ↓ (2) 

4.  LA Homelessness Provision  ↓ (3) 
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Shared Vision 

April 2018 – March 2019 represented the first full year of the Shared Vision project 
and when we began delivering our services at various outreach locations across 
Peterborough and outer Peterborough.  

The project, which is one of many run by Peterborough City Council under Controlling 
Migration Funding, focuses on providing our services within communities to tackle 
the increasing demand on IAG services in Peterborough. This preventative approach 
enables clients to use our services more locally to them, providing them with the 
opportunity to avoid ending up in a crisis situation. 

Unfortunately, due to staffing difficulties we were unable to provide outreach 
services across the full year, but we began at various Foodbank locations from July 
2018 and have progressively increased the number of outreach locations since.  

As at the end of the March 2019, we are still hosting outreach services at the 
following locations: 

 Boroughbury Medical Centre 
 Lakeside Healthcare at Yaxley 
 Peterborough Cavell Centre 
 Cross Keys South Bretton Family & Community Centre 
 Cross Keys Welland Health &Wellbeing Hub 
 Werrington Library 

In year we have also held services at: 

 Bretton Holy Spirit Church Foodbank 
 Dogsthorpe Methodist Church Foodbank 
 St Mark’s Church Foodbank 
 Central Medical Centre 
 Gladstone Park Community Hub 
 Central Library 
 Bretton Library 
 Orton Library 

Across each location we have seen 503 unique clients with a total of 1067 issues. This 
is broken up as follows: 

 265 clients (53%) had 488 Benefit issues (46%) 

 52 clients (10%) had 89 debt issues (8%) 

 50 clients (10%) had 83 housing issues (8%) 

 There were 407 other issues (38%) amongst our clients – most notably 

 Employment and Relationships & Family issues mirrored that of debt and 
housing 

 Financial outcomes for the period were £165,000 

We would like to thank all of the organisations that have hosted our services in the 
past year.  
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Money Advice Team 
The Money Advice team is funded by The Money and Pension Service (MAPS) and we 
currently have two full time Caseworkers, a part time admin worker and two volunteers. 

A growing number of clients are at risk of homelessness due to arrears of rent and we 
are finding that the rent arrears are often caused by delays in direct payment of the 
housing element of Universal Credit.  

We have seen an increase in the number of people with insufficient income to cover 
essential expenditure. Of these clients, a significant number were in work, often with 
variable income and/or zero hour contracts.   

We have also seen a rise in the number of clients with complaints about bailiff 
behaviour.  However, the complaints process is not always straight forward for clients. 
We have been able to use our client’s experiences to feed into the Citizens Advice social 
policy evidence report; A law unto themselves: How bailiffs are breaking the rules. 

https://www.citizensadvice.org.uk/about-us/policy/policy-research-topics/debt-and-
money-policy-research/a-law-unto-themselves-how-bailiffs-are-breaking-the-rules/ 

 

This year we have:  

 Advised a total of 770 clients 
 Provided ongoing casework for 271 clients 
 Dealt with over £2.5 million debt 
 Helped 16 people to proceed with a Debt Relief Order  

 
Case Study 

Client B lives with his partner and two young children and came to see us when he was 
contacted by bailiffs collecting council tax. He had been working for an agency on a zero 
hours contract and had struggled to maintain essential expenditure. Arrears of council 
tax had accrued and had been passed to bailiffs for collection. Client B had tried to 
negotiate with the bailiff and had made an offer of repayment, however, this was 
rejected by the bailiff. Client B told us that the bailiff was very rude to him over the 
telephone and he had told Client B that he was coming with a van to break into the 
family home and take goods if the balance was not paid in full in two days. Client B came 
to us for advice because he was not able to pay in full and was scared that the bailiff 
would break into his home. He was worried about going to work and leaving his wife and 
young children alone.  

We advised that the bailiff did not have the legal right to break into client’s home 
because the correct process had not been followed and the bailiff had misrepresented 
his powers of entry. We also advised that Client B was able to make an offer to repay the 
debt in instalments and we assisted him to contact the local authority to explain his 
financial circumstances and inform them that his offer of repayment had been rejected 
by the bailiff. The local authority accepted his offer and affordable. repayments were set 
up. We provided details of the complaints process so that Client B could make a 
complaint about the way the bailiff had handled his case.  
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A big thank you to all our funders, partners and supporters: - 
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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 

Charity No: 1068198 

Company No: 3507549 


