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The fi nancial picture 
for the year has been 
generally positive. 

Online referral will be extended 
during 2014/15 to allow anyone to refer 
themselves via our website.

90% of clients reported being 
happy or very happy with the overall 
service.
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Our service exceeded its 
performance target for the 
year, seeing just over 12,000 
unique clients. 

The client is now debt free and 
is able to manage her fi nances 
following a budgeting exercise. She 
is happier and feels more able to 
support her child.
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This has been an exciting if 
challenging year for CAB Cornwall 
and we have come out of it stronger, 
more together and more focused 
than we went into it. Not only did our 
General Advice Service and all of our 
projects exceed their performance 
targets, but we also fi nished the 
fi nancial year within budget, despite 
fears of big losses.
Internally, the year has been dominated by 
the introduction of a new structure that was 
introduced following a consultation process the 
year before. While not everyone agreed with 
this new way of working, everyone has pulled 
together to make it work well. I would like to 
extend my personal thanks and gratitude to 
the staff and volunteers who have made this 
possible.

While the Trustee Board has seen some 
signifi cant changes, we have ended the 
year with a strong board that has a positive 
approach to the challenges ahead and I 
personally look forward to working with them 
going into the future. I would also like to extend 
a big thank you to the Chair of the Trustees, 
Sue Swift, for her dedication and for the 
personal support that she has extended me in 
the last twelve months.

We are once again increasing our volunteer 
force. While it will take some time before we 
are where we want to be, Pragnya Gill has put 
in an extraordinary effort to not only recruit and 
train new volunteers, but also to help develop 
existing volunteers and build our capacity to 
deal with the future. 

The General Advice Service has had to deal 
with the greatest number of changes and 
its success is down to the hard work and 
dedication of Joyce Hookway, who took over 
as Service Delivery Manger for the whole 
County in June 2013. Joyce and her team of 
PATS have worked tirelessly to keep all the 
offi ces open and to deliver the service that our 
clients need and deserve. I would also like to 
thank those Advice Session Supervisors who 
have provided support and guidance to other 
volunteers, unpaid. It is only with their help and 
dedication that we have been able to extend 
the opening hours in some of our offi ces 
beyond what the budget would otherwise 
allow.

Our projects have all performed well. While 
this year saw the end of the Royal British 
Legion project, it also saw the birth of two 
new projects in the form of Get Fit and the 
Macmillan project. Our Project Manager Lolita 
Mills has been instrumental in both setting 
these new projects up, and keeping the others 
on target, allowing us to fi nish the year ahead 
of target on all of our projects.

When looking at service it is easy to forget 
that without a lot of back offi ce support a lot of 
things simply wouldn’t happen. So we need to 
mention the sterling work done by Linda Coles 
and the Finance Offi ce in making sure that we 
all get paid and receive our expenses and that 
the bills get paid and resources keep fl owing in 
week after week, month after month.

We must also recognise the part that our basic 
infrastructure plays in allowing us to keep a 
geographically dispersed service running. 
Graham Tierney the Operations Manager has 
managed the move from building to building 
in both Camborne and Penzance as well 
as ensuring that Phil Rennard has all the 
resources he needs to keep our IT systems up 

Forward by the Chief Executive Offi cer, 
Neil Colquhoun
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and running. Operations have worked hard to 
upgrade the computers in our offi ces, making 
sure that the equipment we have is fi t for 
purpose going into the future.

I would also like to thank Sandra Harbage and 
the Cornwall Campaigning Action Group for all 
their hard work in keeping the fl ame of social 
policy burning throughout the year. You are 
able to read more about their work later in this 
report.

We must also thank Bill Anderson and all 
the volunteers who have made the Volunteer 
Forum a dynamic and positive force within 
CAB Cornwall. The Volunteer Forum 
represents the volunteers at the Trustee Board 
meetings and organised our Annual Away Day 
in September 2014.

Away Day at Eden
September 2013

On 9 September the whole service met 
up at the Eden Project near St Austell. For 
many it was the fi rst time that they had met 
people from other offi ces. The day was 
facilitated by Eden’s own team and was 
a great opportunity to share our feelings 
about the past and our hopes for the future. 

Finally, I would like to thank the Trustees who 
have shouldered a great responsibility in very 
diffi cult circumstances. We have seen the 
resignation of two Trustees in the last year and 
the organisation faced some real challenges 
when an email sent round to Trustees was 
leaked to the press. We went into the new 
fi nancial year with a smaller but cohesive 
board working with the Senior Management 
Team to help create a brighter future.

Throughout the day we followed bits of 
wool, described the soul of CAB on a 
poster and no one can forget the ‘Rocket of 
Misery’.

The day was topped off by a fantastic 
speech from the CEO of Fifteen Cornwall, 
Matthew Thompson, whose mother helped 
to found the service in St Austell many 
years ago.

After the event all the ideas were collected 
and put into an action plan that was 
delivered during the following months.

This has been an exciting 
if challenging year for 
CAB Cornwall...
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The fi nancial picture for the year has been 
generally positive. Our income was £971,309 
and our total expenditure £925,679, creating 
a surplus for the year of £45,630. This is 
approximately 4.7% of our annual turnover.

More details of our fi nances can be found in 
the annual accounts on our website 
www.cabcornwall.org.uk

This has been a challenging year 
for the General Advice Service. The 
restructuring at the beginning of 
April saw a number of experienced 
employees leave and a new way of 
working. Despite all of this, the service 
exceeded its performance target 
for the year, seeing just over 12,000 
unique clients. 

During the restructure the offi ces all lost their 
Bureau Session Supervisors and their role 
had to be fi lled by the Peripatetic  Advice 
and Training Supervisors. This was no small 
challenge, but despite all the diffi culties this 
team have kept all our offi ces open.

The restructuring process was a diffi cult time 
for everyone and many of our volunteers left 
us in the period leading up to April. However, 
there was a huge effort to recruit new 
volunteers and by the end of March we were 
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starting to see the 
benefi t of this in the 
offi ces.

This year we also 
took the decision 
to have a single 
Service Delivery 
Manager to 
cover the whole 

county. This is in keeping with the one county 
approach. Joyce Hookway did a great job of 
keeping the service up and running as well as 
exceeding the service target.

We were challenged in March when we were 
asked to carry out additional advice sessions 
in a dozen locations across the county 
following the winter fl ooding. This was an 
amazing achievement and we must extend 
our thanks to all those who took time out 
from the day job to do this while keeping the 
mainstream service running.

The General Advice Service

Finance overview for 2013/14

The fi nancial picture 
for the year has been 
generally positive. 
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By and large people come to see CAB 
Cornwall because they have a crisis in their 
lives and we help them through those crises. 
Last year we did that for over 12,000 people.

As a citizens advice service we offer support 
across a wide range of issues. The graph 
opposite shows the main issues that people 
bring to us.

Clients can access CAB Cornwall through 
a number of different channels including 
telephone and dropping into our offi ces. While 
the telephone service continues to present 
a challenge to us we have taken measures 
during the year to improve access to the 
service. In particular we have introduced an 
online referral system that allows partner 
organisations to refer clients to us via our 

Face to face
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phone
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Telephone

25%
Letter / mail

26%
Email / web

3%
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Client Contact by Channel 2013/14

website. We have also introduced a text 
service that means that clients with mobile 
phones can contact us for a minimum charge 
and be sure of getting a call back within 24 
hours. 

Online referral will be extended during 2014/15 
to allow anyone to refer themselves via our 
website.

Debt

42%
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tax credits
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All other
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Employment
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Housing
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Relationships 
and family
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Why clients come to see us

How clients contact us
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While we measure a number of outcomes for 
our clients, there are two areas that are most 
indicative of our ability to change people’s lives 
in a practical way. First we measure income 
gains, particularly through helping people 
access welfare benefi ts and tax credits to 
which they are entitled. Then we measure 
liability reductions, particularly in the form of 
debts that have been written off or payments 
that have been reduced through a process of 
rescheduling.

These changes to people’s circumstances not 
only help the household directly by improving 
their income and reducing their outgoings, but 
also increase the amount of money going into 
the Cornish economy. 

The headline fi gures are:

Income gain
In the last year we have helped clients gain 

£1,866,174 
in increased payments both in terms of welfare 
benefi ts and tax credits. 

Debt written off
In the last year we helped clients write off 

£3,348,811
in unmanageable debt. 

Repayments 
rescheduled
In 2013/14 we helped to reschedule 

£1,109,941
of payments. This is money that no longer 
goes out of the pockets of local people to 
repay unmanageable debt.

These fi gures represent a total of 

£2,976,115 
in money that would not otherwise have been 
in Cornish household budgets, 
and 

£3,348,811
of cash that would have otherwise come out 
of the local economy to pay unmanageable 
debts. In total this represents a positive 
fi nancial implication for Cornish households 
and the wider economy of 

£6,324,926 
for the year 2013/14. 

Return on investment
In 2013/14 Cornwall Council granted CAB 
Cornwall a total of £635,000
This allowed us to lever in a further £336,309 
in additional contracts.

Overall CAB Cornwall gives Cornwall Council 
an economic return on investment of almost 
10:1.

For every £1 that Cornwall Council 
invests in CAB Cornwall we return 

£10

Outcomes for the year
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We carried out a client satisfaction survey with 
a sample of the clients who used our service 
during 2013/14. The sample consisted of those 
900 clients who had provided us with email 
addresses. The survey was conducted using 
Survey Monkey from 27 May to 9 June. In all, 
71 people responded, which represents a 7.8% 
return. This is in keeping with most market 
research results. 

The overall results show a service that is 
providing high levels of client satisfaction for 
both the service that they receive and the way 
that it is delivered. These are some highlights 
from the survey:

90% of clients 
reported being happy 

or very happy with 
the overall service.

80% of clients 
reported being 
happy or very 

happy with access 
to the service.

93% of clients 
were happy or very 

happy with the 
information or advice 

that they received 
from us.

93% percent of 
clients said that they 

would use the service 
again.

94% of clients 
said that they would 

recommend the 
service to other 

people.

59% of clients 
said that as a 

result of working 
with CAB they felt 

more optimistic 
some of the time 

or often.

85% of clients reported 
that since working with 

CAB they cope with 
their problems well at 

least some of the time.

The client experience
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A client came to see us with her baby, who has 
a medical condition akin to dwarfi sm. The client 
had made an application for Disability Living 
Allowance (DLA) but had been turned down. We 
discussed the options available and possible 
grounds for appeal, as well as helping the client 
create a written submission. The client submitted 
her appeal form and was successful in being 
awarded DLA low rate care.

Case studies

A client came to us unable to afford to pay her bills and being 
threatened with a bailiff. She was living in privately rented 
accommodation with one child. Her Housing Benefi t was not 
covering her rent in full due to the ‘bedroom tax’ which was 
made worse by a further deduction from her Housing Benefi t 
for an overpayment that had been made previously along with 
deductions from her Employment Support Allowance for a 
benefi t overpayment. 

The client had both priority and non priority debt, could not 
afford food and was starting to suffer with depression and 
anxiety for fear of the bailiff coming back to her property. 

We helped the client to apply for Discretionary Housing 
Payment and Exceptional Relief.  We also advised her to apply 
for a Debt Relief Order to write off her debt. 

The client applied for Discretionary Housing Payment and was 
given enough to cover her rent in full. Her Exceptional Relief 
application was also successful and now covers her ongoing 
Council Tax liability for the rest of the year. We successfully 
applied to a local charity for help with the Debt Relief Order 
fee. We also asked for money towards food, and the client was 
given £150.00 Tesco vouchers to spend on food. 

The client’s Debt Relief Order has now been submitted and 
approved, which has resulted in all benefi t deductions being 
stopped. The client is now debt free and is able to manage her 
fi nances following a budgeting exercise. She is happier and 
feels more able to support her child. The client’s panic attacks 
stopped after our fi rst meeting.

The client submitted 
her appeal form and 
was successful in 
being awarded DLA 
low rate care.

The client is now 
debt free and is 
able to manage 
her fi nances 
following a 
budgeting 
exercise. She is 
happier and feels 
more able to 
support her child.
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Alongside the General Advice Service we 
operate a number of complementary projects 
that are funded externally. Most of the work 
carried out by these projects is specialist, 
dealing with debt or specifi c groups of people. 
This year we have exceeded targets for all 
of our projects, and the project performance 
fi gures are shown below. Details of funding 
can be found in our annual accounts. 

• F2F (Rural and South West): This project 
provides specialist debt workers across 
the county. It is funded through the Money 
Advice Service. 

• The Growth Fund was one off funding from 
the local authority that supported capacity 
building in CAB Cornwall following the 
ending of the Legal Services Contract in 
March 2013.

• RBL is a project that came to an end in this 
fi nancial year. It was funded by the Royal 
British Legion and supported ex-members 
of the armed forces in the county with debt 
and welfare problems.

Project service delivery

• We receive funding from Macmillan to 
provide specialist advice to people who 
are undergoing treatment for cancer. The 
project is based in Truro and works closely 
with The Royal Cornwall Hospital at 
Treliske.

• We also receive funding from the Multiple 
Sclerosis Society in Cornwall to provide 
specialist help to local people suffering 
from the condition.

• Get Fit is a joint project with Cornwall Rural 
Community Council and targets people 
over 50 who have diffi culty leaving their 
homes. It provides specialist debt and 
welfare advice.

• Finally, we are funded by Children’s 
Services to provide advice and support to 
young families in children’s centres.

CAB Cornwall: Project Performance Target Versus Actual
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During the winter of 2013/14 we took part in  
the Winter Wellness Campaign orchestrated  
by Public Health, Cornwall Council. The 
campaign aims to provide vulnerable people 
with fi nancial support to ensure that they and 
their families can keep the lights on and their 
homes heated. 

We distributed £8,000 in payments to 50 
residents across the county. This involves 
making contact with the client who then visits 
a nearby offi ce to have their key meter topped 
up by a CAB adviser at a local outlet such as a 
post offi ce. Grants for this project can be up to 
£250 at a time. 

During the last half of the fi nancial 
year we started to measure the 
contribution that volunteers make to 
our organisation. We calculated this by 
taking the number of recorded volunteer 
hours and multiplying it by a nominal 
hourly rate equivalent to the Cornish 
living wage of £7.45 per hour. This does 
not necessarily refl ect the commercial 
value of the work carried out.

From October 2013 to March 
2014 113 volunteers contributed 
13,256 hours to the organisation. 
At a nominal rate of £7.45 (living 
wage) per hour this represents a 
contribution of £98,757 for six months 
or an estimated £197,514 for the 
year.
Without our volunteer workforce CAB Cornwall 
would not be the organisation that it is. We 
are only able to provide the service to our 
communities that we do, because a large 
number of people are willing to give up their 
time to help us.

Winter Wellness Campaign

Volunteering
We started 
the year with 
a historically 
low number of 
volunteers in the 
Bureau. Thanks 
to the willingness 
of those who 
have stuck with 
us through the 

restructure, and the new volunteers who have 
come on board, we are now starting to rebuild 
the volunteer workforce.

It is worth remembering that we ask a lot of our 
volunteers both in terms of commitment and 
also in terms of the burden that we ask them 
to take on. Each Gateway and Advice session 
helps another person get their life back on 
track. While that provides a great sense of 
satisfaction to volunteers, it can also be a great 
responsibility to shoulder. 

This year we have put into place a Volunteer 
Forum where volunteer representatives can 
bring issues and ideas to their colleagues, with 
a view to building on best practice and sharing 
successes. We have to thank Bill Anderson 
from the Truro offi ce for his sterling work in 
chairing the Forum.

The campaign does not provide income to the 
participating organisations. However, it does 
allow us to work with partners in providing 
practical help to hundreds of people, but only 
because of the support that we receive from 
Cornwall Council and other supporters. This 
is part of the added value that comes from the 
relationship between CAB Cornwall and its 
funders.

We distributed £8,000 in 
payments to 50 residents 
across the county. 
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Campaigning and social policy 

Our Cornwall 
Campaigning Action 
Group (CCAG) has again 
shown how passionate 
and dedicated volunteers 
can make a difference to 
social policy issues both 
nationally and locally.  

Several members left 
over the year, but we 
have been joined by other 
excellent new members – 
Sonia in Falmouth, Linzi 
and Simon in Truro and 
David in Saltash. Julia 
Reynolds  has recently 
started doing a fi rst-rate job of updating CAB 
Cornwall’s website with the latest news from 
Citizens Advice central offi ce (CitA), bringing 
many social policy issues to the attention of 
the public.  

Sonia set up a CAB Cornwall Facebook page 
with some guidance from Graham Tierney.  
The items on this will be linked with the regular 
updating that Julia does for CAB Cornwall’s 
public website.  Alanna from Plymouth 
CAB also offered social media training to 
management and interested volunteers.  

CCAG took part in several national Citizens 
Advice Central Offi ce campaigns, including 
Big Energy Week in January and food bank 

voucher surveys.  Other general contributions 
to social policy work over the year 
included talking to GPs about the negative 
consequences of using high cost 0844 
numbers and providing evidence of problems 
in the private rented market to the council in 
order to support the development of improved 
regulation.  

For the National Citizens Advice used cars 
campaign CCAG liaised with the Plymouth 
CAB. Two of our offi ces (Sonia at Falmouth 
and Barbara in St Austell) won £50 each for 
their participation.  

CCAG also took part in the national survey 
of GPs about collecting medical evidence 
for claimants of Employment and Support 
Allowance, and nine surgeries from all over 
Cornwall joined in this vital work.  

CCAG contributed to evidence about welfare 
changes both at a national and local level.  
Three offi ces were able to maintain their 
contact with local MPs – Sarah Newton and 
Stephen Gilbert.  CCAG displayed posters 
about Will Aid Month in November.  

CCAG contributed to 
evidence about welfare 
changes both at a 
national and local level. 
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CCAG provided a Local Action Report Form 
(LARF) about CAB Cornwall’s redistribution of 
winter fuel payments and how CAB Cornwall 
helped with a winter wellness campaign, 
which included grants to those in need.  This 
LARF built on CCAG’s previous productive 
involvement with the issue of fuel poverty.  

CCAG wrote to local bus companies and the 
council about the lack of paper timetables 
and enough timetable help to travel to Treliske 
or Derriford hospitals, for those who do not 
have computer access.  The group also did 
further research and reviewed one of their 
previous reports “The Hidden Costs of Free 
Healthcare”.  

The chart below shows that CAB Cornwall 
completed 639 Bureau Evidence Forms 
(BEFs) over the last year, giving an average 
of over 50 a month.  Issues with benefi ts in 

 ATOS,
ESA & PIP

Benefits

Consumer

DebtEducation

Employment

Financial
Health

Housing

Immigration
Legal
Relationships
Tax

Number of BEFs by category 2013/14 

general and problems with ATOS, Employment 
Support Allowance (ESA) and the new 
Personal Independence Payment (PIP), 
which will eventually replace Disability Living 
Allowance, stand out as causing most concern 
for advisors.  

In comparison with last year, the fi rst two 
issues have increased in numbers. Debt 
has gone up a little. Employment issues 
have slightly reduced. There was a dramatic 
increase in issues with utilities, which have 
more than doubled. The other issues have 
remained around the same percentage.  

This year we were asked to work with 
Citizens Advice in piloting a new policy 
and campaigning self-assessment, which 
highlighted many areas that CABC could be 
involved in. These will be looked at in detail 
during the next few months.  

There was a dramatic 
increase in issues with 
utilities, which have 
more than doubled. 
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The future for CAB Cornwall and the wider 
economy is uncertain. The local authority in 
Cornwall is being asked to fi nd unprecedented 
savings of £190m over the four years starting 
in April 2015. This is on top of the savings 
already made. It would be naïve of us to think 
that we won’t be affected by this but also 
pessimistic of us to assume that this can 
only mean cuts to the service.  The Council 
will want to get better value for money and 
we need to be ready to provide that both as 
a single organisation and as a partner with 
others.

We have already launched a programme 
called ‘Dark Clouds and Blue Skies’ that aims 
to tackle the internal issues that we face as 
well as meeting the external challenges. It is 
hoped that everyone in CAB Cornwall will be 
included and involved in this process. 

We want to become a truly needs-led 
organisation that provides the advice and 
information that our communities want in 
a way that they want to experience it. To 
achieve this we will need to adopt new ways 
of working including making the most of new 
advice channels that will be coming on line 
such as web chat, confi dential email and video 
conferencing. In conjunction with our national 
partners, our online offer will get better and 
better with a website that offers a wide range 
of help and support. 

The future of CAB Cornwall

We can only deliver all this with a well-
trained and supported workforce, both paid 
and unpaid.  We will invest in our volunteer 
workforce over the coming years so that we 
can increase our reach to the communities we 
serve. As we go into the new fi nancial year, 
we have for the fi rst time targets to measure 
ourselves against the General Advice Service. 
This will serve as an excellent barometer for 
the whole organisation. In 2013/14 we reported 
12,000 unique clients, in 2014/15 we expect 
this to increase to 14,000 unique clients. Our 
plan is continue this upward trend to 20,000 
unique clients by 2018.

We also want to offer volunteers who work 
with us better opportunities to develop their 
skills and expertise, so that over the coming 
years these opportunities will start to manifest 
themselves in areas as diverse as welfare 
rights, pensions and immigration. 

We are working in diffi cult times, but beyond 
the dark clouds of recession there are some 
blue skies that we can look forward to.

We are working in diffi cult times, but 
beyond the dark clouds of recession 
there are some blue skies that we 
can look forward to.
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