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The Year’s Highlights 
 
Clients  = 3,351    
 
Enquiries = 9,795 
 
Total debt managed  = £5.2 million 
 
Total client financial gains (known amounts) = £307,000 
 
Estimated value of volunteering = £500,000 (minimum) 
 
Research and campaigning on key social policy issues  
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Our aims and purpose 
 
 
The twin aims of the Citizens Advice Bureau service are – 
 

• To provide the advice people need for the problems they face 
  
• To improve the policies and practices that affect people’s lives. 

 
 
 
The CAB service provides free, confidential and impartial advice to everybody 
regardless of age, ethnicity, religion, gender, disability or sexual orientation. 

 
Each CAB is an independent charity 

 
 
There are over 500 Citizens Advice Bureaux across England, Wales and North-
ern Ireland delivering advice from over 2,000 outlets and dealing with around 6 
million problems every year. Each Bureau is an independently registered charity 
responsible for its own governance and fundraising but in order to be recognised 
as a CAB it has to meet the stringent quality standards set by the national asso-
ciation, Citizens Advice. 
 

Our volunteers are the backbone of the service 
 
 
The Bureau could not operate without the contribution of the many people who 
give their time freely in order to help others. Volunteer staff account for around 
85% of the Citizens Advice Service. Eastbourne CAB is fortunate to have the 
services of around 70 volunteer staff, without whose energy, expertise and 
commitment the Bureau could not operate. 
 

Help at the heart of the Community 
 
Eastbourne Citizens Advice Bureau helps many thousands of people per annum, 
dealing with a wide range of matters including debt problems, benefits issues, 
employment, consumer, housing, immigration and relationship breakdown. 
 
Many of our clients come from the most excluded and deprived sections of the 
community for whom the Citizens Advice Bureau is the final safety net in getting 
the help that they need. 
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Chair’s Introduction 
 
 
Eastbourne Citizens Advice Bureau provides free, confi-
dential, impartial, independent and quality-assured advice 
to the people of Eastbourne on a wide range of problems 
of concern to them individually and, as this Report demon-
strates, our services are very much in demand.  We are 
accredited and supported by Citizens Advice nationally 
and, within the limited financial and other resources at our 
disposal, we aim to assist as many people as possible who 
seek our help. 
 
 
As this report shows, the year to end March 2009 was yet another busy and challeng-
ing - but also very rewarding - time for the Bureau.  Largely as a result of the economic 
downturn, there was a big increase in the demand for our services from the local com-
munity, particularly for advice on matters relating to personal debt and benefits entitle-
ment. 
 
Once again, I would like to record my thanks and appreciation to our team of dedi-
cated, hard working and highly professional volunteer advisers and administrators, to 
our small team of equally-committed, able and hard-working full-time staff and to my 
colleagues on the Bureau's Trustee Board.  They all do a fantastic job and can be very 
proud of the service that they, collectively, enable the Bureau to deliver. 
 
As ever, funding continues to be a major constraint on what are able to achieve.  We 
receive vital support from Eastbourne Borough Council, and others, without which we 
simply could not function.  We believe that investment in the Bureau represents very 
good value for money, and we recognise the importance of being able to demonstrate 
this to existing and prospective funders.  That is one of the aims of this Report. 
 
At our Annual General Meeting in November 2008 I spoke about the changing statu-
tory and funding environment in which all Bureaux and similar advice providers are op-
erating, and about the increasing need for Bureaux and others to collaborate and co-
operate with each other in the provision of services.  This trend will continue.  The con-
sortium of Citizens Advice Bureaux located in East Sussex that was founded four 
years ago is an important part of this process.  We believe that collaboration between 
member-Bureaux, and between the Consortium and other advice-service providers in 
East Sussex, is increasingly important in helping us to achieve our aims. 
 
I feel sure that anyone reading this Report will be left in no doubt about the value and 
importance of the service that our Bureau provides to the local community. 
 
 
Michael Prescott 
Chair, Trustee Board 
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Bureau Manager’s Report 
The year in question, April 2008 to March 2009 was my sec-
ond full year as Bureau Manager and I’m pleased to say that 
there were no major difficulties during this time. The effects 
of the economic downturn began to be felt mid-year with in-
creased demand from clients and some changes in the client 
profile—more contact from people threatened with or re-
cently made redundant with all the associated issues to deal 
with. In some ways those who are usually considered “better 
off” can find this situation more challenging as it may be the first time they have encountered 
the benefits system or dealt with managing debts.   
 
The Money Advice project continued to adapt to the changed method of payment, now on a 
fee-per-client basis and placing greater emphasis on the closure of cases. We invited CitA 
consultant Vicky Ling to help us review the way the service operates and were given a rela-
tively clean bill of health. As there has been no shortage of clients requiring debt advice we will 
continue to monitor this service to make it more efficient to ensure its long term survival. You 
can read Roger Smith’s report on page 12. 
 
The RBL/RAFBF Money Advice and Welfare Benefits Caseworker had begun to settle into 
place which was a considerable achievement by Paul Wallis and Celia Coates. This required 
the development of relationships with partners across East Sussex, within other CABx, volun-
tary and statutory agencies as well as the large network of armed forces support agencies 
such as SSAFA and the RBL who have many volunteers in the field. It was good to see this 
project begin to make a real difference for its intended client group and you can read more 
about it on page 13.  
 
In June 2008 we recruited a new member of staff, Jodi Truss, to the post of Advice Service 
Support Officer. This enabled me to spend more time on strategic matters and allowed Anne 
Sykes to concentrate on training and quality of advice.  
 
Funding has remained reasonably stable in the last year and we were very pleased to agree a 
three year Service Level Agreement with Eastbourne Borough Council. We continue to enjoy 
good relations with various different departments of the Council and now hold an outreach ad-
vice session on Monday mornings at their main office in Grove Road. In addition to the main 
grant, the Council pay for us to provide Housing Benefit and Council Tax Benefit Liaison work 
and this provides a useful means to communicate issues we encounter when dealing with cli-
ent’s enquiries.  
 
In the past year I have been able to contribute further to the work of the Consortium with the 
opportunity to explore new areas of possible funding and collaboration with other agencies. 
These things take time and it is like planting many seeds and hoping for them to grow—some 
do, others don’t.  The year ahead will no doubt present us with further challenges but there are 
also opportunities to develop and improve the work we do and so provide a better service to 
our clients.  
 
I am grateful as always to our dedicated team of volunteers and paid staff who really make a 
great contribution to the local community. 
 
Alan Bruzon 
Bureau Manager 
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The General Advice Service 

 
Central to the services we provide is the General Advice Service, 
now managed by Jodi Truss.  It is staffed by a committed and 
hard-working team of volunteers, including Advisers, Caseworkers, 
Receptionists and Administrators.  At the end of March 2009, we 
had 27 qualified advisers and 32 trainees, supported by 7 recep-
tionists and 9 administrators.  
 
All advisers are committed to doing 2 advice sessions a week, although some do more.  Our 
receptionists and administrators all give a minimum of half a day a week.  
 
Up until the end of February 2009, we operated a ‘first come first served’ drop-in service for 
general advice in the mornings, from 10am to 1pm Monday to Friday. In the afternoons we 

provided appointments only for general ad-
vice, from 1pm to 3pm.   
 
Over the year, we continued to operate our 
popular Wednesday evening drop-in session, 
which runs from 4.30 to 6.30pm.  This pro-
vides a valuable service for clients in full-time 
employment, who find it difficult attending our 
morning session.  
 
Demand for our telephone advice line has 

continued and we have endeavoured to staff this service from 10am to 4pm, Monday to Fri-
day, although the high levels of demand experienced during our drop-in service can make this 
difficult.   
 
We have continued to operate a Gateway assessment system, during which, clients are seen 
initially by an adviser for a short diagnostic interview to assess their needs and to decide how 
best we can help them.  It may be that a client needs to see another organisation or simply 
needs some information.  The gateway approach has enabled us to see more clients, more 
quickly, and ensure clients that need urgent assistance are easily identified.   
 
Debt 
Debt overtook welfare benefits, as the number one enquiry for this year, accounting for more 
than a quarter of all Bureau enquiries.  Our advisers are trained in giving debt advice and for 
those clients who need ongoing support, but are not eligible to see our Money Advice Special-
ist, we have a team of volunteer debt caseworkers who can help them.  This ensures particu-
larly vulnerable clients get the support they need. 
 
Welfare Benefits 
Welfare Benefits was our second highest enquiry area; at 
just under a quarter of the enquiries received.  Debt and 
benefit issues are often closely linked, if somebody is on a 
low income, they are more likely to accumulate debts. En-
suring clients receive the benefits they are entitled can 
make a big difference. We have an experienced volunteer 
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The General Advice Service (continued) 

 benefits specialist, Graham Keep, who can advise and also 
represent clients at benefits appeal hearings, if needed.         
 
Employment 
Our third most common issue continues to be employment, 
accounting for around 11% of Bureau workload.  We have an 
experienced volunteer Employment Specialist, Alan Bluemel, 

who can assist clients with particularly complex cases and is able to represent some cli-
ents at Employment Tribunals.  The nature of enquiries vary, although non-payment of 
wages, holiday pay and dismissal are quite common.   
 
Training  
The training to become a Citizens Advice Bureau adviser 
is thorough and it can take between six and nine months 
before a trainee is ready to begin solo advising. It can then 
take a further year of solo interviewing before a trainee ad-
viser has gained sufficient experience to become a quali-
fied adviser.  All volunteers commit to a programme of 
continuous development, which can include external train-
ing sessions as well as in-house.    

 
Quality  
Maintaining a good standard of advice for our cli-
ents is vital, which is why we continue to quality 
check each case we do.  All client enquiries are 
read the following day by a case checker, who will 
give feedback to the adviser and suggest any fol-
low-up work as necessary.   
 
Outcomes 
We don’t always find out the eventual outcome of 
advice, as the client may not contact us again, es-

pecially where the issue is dealt with successfully.  We have been working on improving 
the way in which we gather this information and will continue to look at ways to better cap-
ture outcomes for the future.  In 2008/9 we have confirmed £144,523 financial gains 
(covering benefits, employment etc) as well as an additional estimated figure of £14,262 
(unconfirmed benefit claims). 
 
The future 
Our priorities for the coming year are to ensure we are acces-
sible to as many clients as possible and continue to provide a 
quality service.  We will do this firstly by, increasing our open-
ing times, made possible with additional funding. From 6 April 
2009 the Bureau began opening at 9.30am and our telephone 
advice line remains open until 4.30pm, Monday to Friday.   
We will also be reviewing the way in which clients access ad-
vice, looking at how we can improve our systems and utilise 
the skills and technology available to us.    
 

Client Financial Gains = £144,523 
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Funding 
 
Eastbourne Citizens Advice Bureau receives its funding from a variety of sources, 
although the demand for our services is such that we are constantly struggling to se-
cure the resources we need to help the people who need us. 
 
We are especially grateful for the support of Eastbourne Borough Council and with-
out the core funding that the Council provides we would not exist. 
 
Our total funding for 2008-09 was made up roughly as follows (please refer to our 
audited accounts for the detailed figures) 
                                                                                      £ 

Eastbourne Borough Council                                95,000 
Donations                                                              2,272 
EBC  Contract                                                         8,000 
Help the Aged                                                         5,000 
ESCC/ Age Concern                                              4,013 
Business Friends                                                   1,250 
ESCC Children's Centres                                       3,000 

 
 
We are grateful for the help that we receive from individuals by way of donations. 
Many of our clients give money to the Bureau following a visit to us. Unfortunately, 
some of the people who are most generous are those least able to afford it and we 
avoid making our clients feel obliged to contribute. We could not operate without the 
support and generosity of those who are in a position to contribute however, and all 
such donations are warmly and gratefully accepted. 
 
We are also grateful for donation of £3,000 from the Sussex Freemasons to pay for 
refurbishments.  
 
But we need more money in order to maintain and improve our services, and to 
meet the needs of the people of Eastbourne who turn to us for help. 
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Bureau Statistics 

As you can see from these figures there has been a 15% increase in the number of 
clients helped by the Bureau but only a 1% increase in the number of enquiries. This 
must be seen in context with a 5% increase in debt enquiries making debt the highest 
enquiry area for the first time in 6 years. 2008-09 was the beginning of the effects of 
the economic downturn which has continued significantly into 2009.  
 
 

 2007/8  2008/9  
     

Clients 2,908  3,351  
     
  %  % 

Benefits 2,330 24% 2,352 24% 
Consumer 408 4% 327 3% 
Debt 2,056 21% 2,550 26% 
Education 53 1% 77 1% 
Employment 1,257 13% 1,168 12% 
Financial 204 2% 181 2% 
Health 150 2% 119 1% 
Housing 1,015 10% 942 10% 
Immigration 245 3% 230 2% 
Legal 625 6% 518 5% 
Other 243 3% 119 1% 
Relationships 667 7% 647 7% 
Signposting 54 1% 145 1% 
Tax 111 1% 101 1% 
Travel 69 1% 70 1% 
Utilities 226 2% 249 3% 
 
Total Issues 

 
9,713 

  
9,795 

 

Enquiries 2008-09
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Client profile statistics 

Ethnicity                                                  
 
Asian or Asian British - Bangladeshi       1% 
Asian or Asian British - Indian                 1% 
Asian or Asian British - Other                  1% 
Asian or Asian British - Pakistani            0% 
Black or Black British - African                2% 
Black or Black British - Caribbean           0% 
Black or Black British - Other                   0% 
Mixed - Other                                          0% 
Mixed - White & Asian                             1% 
Mixed - White & Black African                 0% 
Mixed - White & Black Caribbean            0% 
White - British                                         76% 
White - Irish                                             1% 
White - Other                                          12% 
White - Roma/Gypsy/Traveller                0% 
Chinese                                                  0% 
Other                                                       2% 
Unknown or Declined to reply                 2% 

Income Profile                       
 
< £400 pcm                           36% 
£400 - £599 pcm                    19% 
£600 - £999 pcm                    23% 
£1,000 - £1,499 pcm              14% 
£1,500 - £1,999 pcm              5% 
£2,000 - £2,499 pcm              2% 
£2,500 - £2,999 pcm              1% 
> £3,000 pcm                        0% 

Occupation 
                                     
Employed >= 30 hrs p/w                         26% 
Employed < 30 hrs p/w                            13% 
Student                                                   2% 
Permanently sick/disabled                      5% 
Looking after home/family                       4% 
Unemployed                                           29% 
Retired                                                    17% 
Self employed                                         2% 
Volunteer                                                0% 
Other                                                  1% 

Gender 
Male 47%            Female       53% 

Age Band 
0-16           17-24           25-34          35-49          50-64          65+ 
0%             12%            20%           32%           23%           12% 

Household Type                                     
 
Couple                                                              22% 
Couple with dependent children                       16% 
Couple with non-dependent children                  2% 
Single person                                                   44% 
Single person with dependent children             13% 
Single person with non-dependent children      2% 
Other adult only                                                1% 
Other with dependent children                          0% 

Housing Tenure 
���������           �������� �
Own Outright                                          10% 
Buying Home (mortgage, etc.)                20% 
Shared Ownership                                  1% 
Social Tenant                                          15% 
Private Tenant                                        45% 
Rent-Free Housing                                 1% 
Hostel                                                     1% 
Prison                                                     0% 
Homeless (incl Bed & Breakfast )           3% 
Other                                                       4% 

Local Authority Ward 
 
Devonshire                   25% 
Hampden Park            12% 
Meads                         11% 
Upperton                     11% 
Langney                      10% 
St Anthony's                10% 
Sovereign                    9% 
Old Town                     6% 
Ratton                         5% 
Willingdon                    2% 
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Social Policy Team Report 
 
 
Social policy work is a key component of the 
Bureau’s activities. Through the systematic 
collection of evidence about the types of prob-
lem that clients experience Bureaux are collec-
tively able to provide the umbrella organisation, 
Citizens Advice, with the ammunition to lobby 
for change at the national level. Advisers look 
out for instances where clients encounter prob-
lems requiring a change in existing structures, 
processes or regulations and forward details to 
the Social Policy Team for transmission to Citi-
zens Advice. Through this process tens of thou-
sands of Bureau Evidence Forms are collected 
together nationally and analysed to enable the 
Citizens Advice Bureau Service to justifiably claim that all its campaigning activities are fully 
grounded in evidence based experience. 
 
In 2008-2009 the Social Policy Team forwarded 69 Bureau Evidence Forms and took part in 
a national campaign to collect data on school expenses for uniform and out of school activi-
ties. Later in the year as the scope of the financial crisis became clearer there was an in-
crease in benefits and debt related enquiries which reinforced the need to keep school ex-
penses to a minimum. 
 
As well as taking part in this national work we conducted a mini review on the availability of 
NHS Dentists to follow up on our larger review last year.  This showed that only two dentists 
were accepting new NHS patients at this time. 
 
We continued our liaison work with other voluntary and public sector bodies and regularly at-
tend all forum meetings linked to the Eastbourne Association of Voluntary Services. These 
meetings are extremely useful in keeping up to date so that our advisers are able to provide 
the best advice on support available to our clients from other organisations. It also gave us 
the opportunity to work with other agencies to address some of the wider social policy is-
sues.  Members of the Social Policy Team assisted in the review of Eastbourne Council’s 
Homeless Strategy as well as helping to produce the Devonshire Neighbourhood Action 
Plan.  They also joined a Workless Task Group to look at emerging unemployment issues re-
lated to the economic crisis. 
 
Meetings were also held with our local and county council as well as with our Member of 
Parliament, Nigel Waterson MP as part of our ongoing dialogue with decision makers. 
 
 
 
Adrian Ley 
Social Policy Co-ordinator 
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Money Advice Service report 
 

Roger is approaching a decade in debt advice at 
Eastbourne CAB and Julie ably assists him in her 
administrative role. Julie’s service here has been of 
a similar duration and she has many other respon-
sibilities within the Bureau as a whole  
 
The Money Advice Service continues with a full order book that will surprise nobody in 
view of the current unprecedented level of personal debt. The recession has brought with it 
a number of new debt management intermediaries, some of charitable status, some profit 
making to exploit the demand. We continue to be dependent upon LSC funding that is cur-
rently commensurate with the turnover of cases and requires a minimum outturn of closed 
cases to survive. This is a change from the last basis of remuneration when time spent 
was the criterion. Quite honestly, one must be sufficiently productive to meet the imposed 
targets whilst at the same time try not to compromise on quality.  We must never forget 
that the Bureau is here for the clients. 
 
Some clients from a different career and background than the customary groups have pre-
sented themselves for help, for instance estate agents and other such professionals 
whose supply of work depended on house price inflation and turnover. 
 
The quantum of debt presented to MAS during this reporting period exceeded £3,000,000 
through 249 cases, that is an average of £12,000. Therein were some extremely high lev-
els of debt arising from equity speculation that collapsed when house prices and credit lim-
its tumbled. 
 
In such cases bankruptcy is invariably the chosen solution. A new form of bankruptcy – a 
Debt Relief Order (DRO) – was introduced on 06 April, 2009 that is cheaper and of a more 
summary nature for debts of no more than £15,000 with other limitations. We have our 
own Approved Intermediary who will complete the process on line to the Official Receiver. 
The unavailability of the £360 deposit plus up to £150 for the court fee, previously an insur-
mountable barrier, has been eased for some debtors by the fixed £90 fee payable by easy 
instalments to complete a DRO.  
 
The customary mix of causes of over indebtedness such as the unfortunate redundancy, 
relationship breakdown or sickness continue but there has been an increasing degree of 
easy availability leading to over-commitment and some quite shocking irresponsible lend-
ing to benefit recipients. Of course, the culture is changing, as bad and doubtful debts be-
come a tremendous burden to lenders. 
 
We collect feedback questionnaires and it is gratifying to read that the service has been 
successful in helping clients and improve their material and mental well-being.  It is an es-
sential part of the service to try and equip clients to manage their financial affairs without 
our help but no doubt we shall always be needed.  

                                                             

 
Roger Smith 

 

Total Debt Managed = £3,000,000 
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RBL / RAFBF Welfare Benefits 
and Money Advice  
Caseworker 
 
 
This has been our first full year as a project and 
we have built on the foundations laid in 2007-
2008 to create a successful countywide service 
that has surpassed all the targets we have been 
set. 
 
We assisted 139 clients across East Sussex, which resulted in 220 separate enquiries. This 
is because a high number of our clients required help with both debt and benefits. We also 
assisted with housing, tax and consumer issues.  
 
We helped our clients to manage nearly £ 2 ¼ million worth of debt and raised an extra  £ 
57,000 in benefits. 
  
We were able to raise over £46,000 from the Armed Forces charities to assist our clients 
and a further £1,370 from other charities. 
 
We also assisted 15 clients and their families to be re-housed. 
 
As the year progressed we have noticed a significant increase in clients of working age with 
families, requiring debt advice. Typically these clients have mortgage arrears as well as 
substantial consumer credit debt. They are often self-employed in trades involved in the 
building industry and have seen their work and income dry up. The result being that they 
are unable to manage levels of debt which had seemed reasonable only months before.  
These clients are casualties of the current recession and credit crunch and arguably of the 
boom in consumer credit, which preceded it. 
 
On a more cheerful note it has been a pleasure to assist so many of the Armed Forces 
community, most of whom were unaware that help was available or were reluctant to ask 
for help even when in extreme need.  
 
 

Paul Wallis 

Total Debt managed = £2,225,000  Client Financial Gains = £104,370 
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Welfare Benefits Caseworker 
This year I have had 76 interviews with 70 different clients, I saw 1 client 6 times and 3 clients 
2 or 3 times.  I attended 20 appeals with clients and there was a successful result in 13 cases, 
in 4 cases we were unsuccessful and 3 times the appeal was adjourned.  This year I have had 
a smaller variety of cases with Disability Living Allowance and Incapacity Benefit being the 
main ones, and 1 Industrial Injury, which related to problems starting some years ago and re-
sulted in an award of over £2,000.  The clients who were successful received in total £44,765, 
which is calculated on back payments and one years benefit.  The largest win was over 
£8,000 for Incapacity Benefit.  
 
All successful clients expressed their gratitude for my assistance in helping them to prepare 
for the Tribunal and attending it with them, most of the others were also grateful for my help 
both before and during their appeal.  
 
This year has been different from past years for two reasons; a number of clients have had an 
award made after the appeal application has been submitted and before the appeal date has 
been set also for some unknown reason there has been a much smaller number of clients 
coming into the bureau wanting to appeal. It is noticeable that for some clients winning at ap-
peal is of greater significance than actual size of the award.  
 
The thing that has surprised me most this year is that so far I have not seen any client about 
the new Employment Support Allowance which last year replaced the old Incapacity Benefit. 
However I still enjoy doing this work and it is very satisfying when clients are really grateful for 
my assistance even when in financial terms the amount received is small.  
 
Graham Keep 

Client Financial Gains = £58,765 

Employment Specialist Report 
I have continued to see 2, sometimes 3 clients, every Tuesday morning, which have been re-
ferred to me by general advisers.  I am usually booked up for about 2 weeks ahead.   
 
Most of the clients referred can be dealt with by advice and guidance how to deal with their 
particular problem – it may mean drafting a letter for them or speaking to their employer to ne-
gotiate a settlement of a grievance. Other clients may need to bring  a case to an Employment 
Tribunal and I will help them present their claim and sometimes offer to represent them if I 
judge they will have difficulty in doing so themselves.  Where their case appears to have little 
or no merit I will tell them , but although I will not represent in such cases, I will advise them 
how to present the case if they still wish to go ahead. 
 
In the year to April 2009 I represented in 10 cases all of which were won or settled. The total 
amount of the awards made was just under £14,000.  Two cases are still outstanding awaiting 
hearing dates. I doubt whether any of this money would have been obtained without our inter-
vention. There are very few sources of free help for clients apart from CAB.  Community Legal 
Services help (formerly Legal Aid) is not available  except in very small amounts and then only 
to clients who are eligible under their very strict rules. Help is never available from CLS for rep-
resentation. 
 
I represented at my first Employment Tribunal as a CAB rep. in December 1994 and the de-
mand for my and the Bureau’s services has continued and increased since then. I continue to 
find the work immensely interesting and to win a case for a client is always satisfying. 
 
Alan Bluemel 
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Thank You’s from Clients (April 08 – March 09) 
 
 

(For Graham):  “Thank you so much for all of your help in supporting me for my claim for DLA 
and at the appeal.   Without your guidance and words of encouragement I am sure I will 
never have got as far as I did.  Let alone receive the award I did. … This will make a huge 
difference to my life from now onwards.” 
 
(Regarding dispute over tenant deposit):  “We went to arbitration and have now received a 
reasoned statement in our favour, together with a cheque for £300 in full settlement of our 
claim.  We very much appreciated the care taken in reading the documents we brought to 
your office and the advice we were given.” 
 
(Sent on behalf of Client, with a cheque for £100):  “[client] sends you her grateful thanks for 
helping her with Attendance Allowance and Pension Credit.  I also express my gratitude for 
your help… she has extra help now and can afford it with no worries.  For myself, I am re-
lieved of the housework etc and spend time with [client] in a more relaxed way. …The 
cheque is a small thank you for the continuing work you all do at CAB.”     
 
“We would like to say thank you to all advisers and staff for helping us with our working tax 
credit problem which has now been worked out and we are getting paid again. We are get-
ting £80 a week and are very happy with this as we have been without for a long time. So, 
once again we thank you very much.”  
 
“I am enclosing a small donation of £2.50 for the help you have given us earlier this month.  
We hope it will assist your work.” 
 
(From Support Worker who attended with client):  “One of the members of staff was sick and 
a member of staff working in the office offered to see us as we would have to wait for a long 
time.  We are both very grateful for her help.  Please could you pass on our thanks.” 
 
“Thank you for your help to us in regard to our bills…we have been told we could take it fur-
ther but it would be expensive… once again thank you for all your help in this matter.”  
 
“This is just to say thank you for your time … when we discussed some issues that are con-
cerning us ... our apologies for accumulating such an extensive file and reiterate our appre-
ciation in your assistance to date.”  
 
 
 
From 2008 Satisfaction Survey: 
 
“Advisers have an extremely hard job to do here and are very dedicated to the time and effort 
they put in and in my impression of today’s world trying to sort a problem is so hard.”  
 
“Extremely helpful and really appreciate that people volunteer to do this to help others.” 
  
(on CAB Service):  “Very friendly makes you feel at ease” 
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Citizens Advice East Sussex 
 
In 2005 the five Citizens Advice Bureaux in East Sussex, includ-
ing ourselves, formed themselves into a consortium whose pur-
pose is "to identify and develop options for improving services to 
clients throughout East Sussex by closer working between the in-
dividual Bureaux, and to provide, where appropriate, a single 
point of contact for funding agencies".  The other members of the 
consortium are Hastings & Rother CAB, Lewes & Seaford CAB, 
Rother District CAB and Wealden District CAB. 
 
We have been actively involved in the work of CAES and share the view of the other member 
Bureaux that, by working more closely together, we can achieve a more effective delivery and 
co-ordinated approach to the provision of advice services across East Sussex;  be better 
equipped to identify any gaps in service provision and develop new services to meet those 
needs;  provide greater opportunities to access funding for the development and provision of 
new services;  and facilitate more effective establishment of robust partnerships with other or-
ganisations within the statutory, voluntary and privates sectors. 
 
The Consortium appointed a part-time Co-ordinator, Geoff Brown, to oversee the various pro-
jects currently running and to make bids to expand our work further through partnership and 
collaboration. A present the CAES works with East Sussex County Council through Children's 
Centres and Age Concern as well as the RBL/RAFBF Caseworker which is a county wide pro-
ject, managed by Eastbourne CAB. The most recent success is East Sussex Advice Plus, 
funded through the Big Lottery—a 3-year project to develop a network of advice services 
across the county and promote better referrals and interaction between advice agencies. This 
is also housed in Eastbourne CAB’s offices.  
 
Find out more about Citizens Advice East Sussex at  www.escab.org.uk 

Volunteering 
 
We could not achieve the positive outcomes that we do without the energy, commitment and 
enthusiasm of all the people who give their time freely to help others. Eastbourne Citizens Ad-
vice Bureau has around 80 volunteer staff made up of trained advisers, trainees, social policy 
co-ordinators, receptionists, administrators and trained mediators. 
 
But to achieve even more we need to recruit additional volunteers and we welcome 
applications to join the Bureau’s volunteer staff. We want an organisation that reflects the pro-
file of the community we serve and we are particularly keen to receive applications from mem-
bers of Black and minority ethnic communities, Lesbian, Gay, Bisexual or Transgender people 
and people with a disability. 
 
If you are interested in volunteering for the Bureau we would love to hear from you. All our 
new volunteers receive structured training in a friendly and supportive environment and it is a 
great opportunity to learn new skills that will make a real difference to people’s lives in your lo-
cal community. 
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Bureau Manager  
Alan Bruzon 
 
Office Manager 
Jodi Truss 
 
Training and Quality  
Manager 
Anne Sykes 
 
Advice Session Supervisor 
Sue Jack 
 
Administrator 
Julie Trowsdale 
 
Money Advice Caseworker 
Roger Smith 
 
RBL/RAFBF Welfare Bene-
fits and Money Advice 
Caseworker  
Paul Wallis 
 
Administrator 
Celia Coates 
 
Advisers 
Aktar Hussain 
Alan Bluemel 
Alison Attwood 
Anne Bolter 
Brigitte Donald 
Clive Wright 
Colin Bowler 
Elizabeth Scott 
Geoff Carruthers 
Geoff Ferguson 

Gina Partridge 
Gladys Attwater 
Graham Keep 
Hazel Samuriwa 
Honey Fulbrook 
Ingrid Press 
Jacqueline Claridge 
Jacqui Highfield 
Jane Elphick 
Jean Macdonald 
Jeanette Hope 
Joan Fox 
John Press 
Joshua Perry 
Judith Skinner 
Leena Kinnunen 
Lindsey Jeffreys 
Lorna Secombe 
Lucy Henderson 
Maria Ashley 
Marilyn Newman 
Michael Clewett 
Michael Newland 
Pam Hooper 
Pat Blake 
Patricia Delaney 
Patricia Marshall 
Paula Duggan 
Peter Wilkinson 
Ray Allaway 
Ron Collins 
Rosemary Robson 
Sandra Lewis 
Sarah Bunting 
Sebastian Guest 
Simon Evers 
Tara Langan 
Vikki Reynolds 

 
Social Policy Team 
Sarah Rose 
Adrian Ley 
Patricia Delaney 
Hugh Riddick 
 
Administrators 
Ruth Hansford 
Judy Grant 
Kathy Jenkins 
Joan Blazeby 
Helena Fontenelle 
Jacqui Haffenden 
Tina Shingler 
Nicholas Webb 
 
Receptionists 
Pat Bruce 
Anne Coates 
Elizabeth Hunter 
John Egan 
Margaret Cable 
 
Trustees 
Nicola Williams 
Graham Keep 
Michael Prescott 
Ken Macdonald 
John Boyle 
Hugh Riddick 
Peter Austin 
Hugh Graham 
Hilary Morgan Jones (nee 
Puryer) 
Michael Frayne 
 
 

Our staff team (as at 1st April  2009) 

The in-kind contribution made by our volunteers is enormous. We have around 75 volunteers 
who give on average 6 hours of time per week. Taking holidays into account this amounts to 
around 15,000 hours of donated time every year. If this were to be paid at £7 per hour it would 
cost £104,000 a year. However the value of the work of our fully trained volunteer advisers 
could be more appropriately equated with (at the very least) the cost of a junior solicitor at 
around £50 per hour. Applying this rate to our 35 fully trained volunteer advisers alone pro-
duces an in-kind contribution amounting to around £500,000 per year. 



EASTBOURNE CITIZENS' ADVICE BUREAU

TRUSTEES' REPORT

FOR THE YEAR ENDED 31 MARCH 2009

The trustees present their report and accounts for the year ended 31 March 2009.

The accounts have been prepared in accordance with the accounting policies set out in note 1 to the

accounts and comply with the charity's Memorandum and Articles of Association, the Companies Act

1985, the Charities Act 1993 and the Statement of Recommended Practice, "Accounting and Reporting

by Charities", issued in March 2005.

Structure, governance and management

The charity was incorporated on 2 March 2001. The charity's number is 1086163. It is governed by its

Memorandum and Articles of Association.

The charity's ojectives are to promote any charitable purpose for the benefit of the community in East

Sussex by advancement of education, the protection and preservation of health and the relief of poverty,

sickness and distress.

The trustees, who are also the directors of the company for the purpose of the company law, who served 

during the year were:

M Prescott

K  Macdonald

H Graham

G Keep

J Boyle

H Riddick

N Williams

P Austin

M Frayne (Appointed 4 November 2008)

H Puryer (Appointed 4 November 2008)

The charity is controlled and managed by a Committee of Management. New trustees are appointed by 

the Committee of Management in accordance with the charitable company's Memorandum and Articles 

of Association.

None of the trustees has any beneficial interest in the company. All of the trustees are members of the 

company and guarantee to contribute £1 in the event of a winding up.

The bureau is an independent member of the National Association of Citizens' Advice Bureaux.

The trustees have assessed the major risks to which the charity is exposed, and are satisfied that systems

are in place to mitigate exposure to the major risks.



EASTBOURNE CITIZENS' ADVICE BUREAU

TRUSTEES' REPORT (CONTINUED)

FOR THE YEAR ENDED 31 MARCH 2009

Objectives and activities

The trustees have paid due regard to the Public Benefit guidance issued by the Charity Commission in

deciding what activities the charity should undertake during the year. Full details of how the charity

complies with this guidance is contained within the separate detailed Annual report 2008/2009.

The policy adopted in furtherance of these objects is to provide Citizens Advice Bureau services and

outlets supplying a free, independent, confidential and impartial service of advice, information and

councel for the public. There has been no change in this policy during the year.

Achievements and performance

Full details of the activities, achievements and performance of the charity during the year are contained 

within the separate detailed Annual Report 2008/2009.

Financial review

The financial result for the year shows a deficit of £5,793, comprising a deficit of £7,554 on unrestricted 

funds and a surplus of £1,761 on restricted funds.

The charity's main asset is its cash reserves, although £24,965 of these are represented by designated and

restricted funds. After excluding those reserves represented by the designated and restricted funds,

available reserves are satisfactory compared to the charity's monthly expenditure. It is the trustees' long-

term intention to build up future reserves to a level equivalent to 4 months expenditure.

Notes 15, 16 and 17 set out an analysis of the assets attributable to the various funds and a description of 

the funds. These assets are sufficient to meet the charity's obligations on a fund by fund basis.

On behalf of the board of trustees

M Prescott

Trustee

Dated: 14 October 2009



EASTBOURNE CITIZENS' ADVICE BUREAU

INDEPENDENT EXAMINER'S REPORT

TO THE TRUSTEES OF EASTBOURNE CITIZENS' ADVICE BUREAU

I report on the accounts of the charity for the year ended 31 March 2009, which are set out on pages 4 to 

15.

Respective responsibilities of trustees and examiner

The trustees, who are also the directors of Eastbourne Citizens' Advice Bureau for the purposes of

company law, are responsible for the preparation of the accounts. The trustees consider that an audit is

not required for this year under section 43(2) of the Charities Act 1993 (the 1993 Act) and that an

independent examination is needed.

Having satisfied myself that the charity is not subject to audit under company law and is eligible for 

independent examination, it is my responsibility to:

(i) examine the accounts under section 43 of the 1993 Act;

(ii) to follow the procedures laid down in the general Directions given by the Charity Commission 

under section 43(7)(b) of the 1993 Act; and

(iii) to state whether particular matters have come to my attention.

Basis of independent examiner's report

My examination was carried out in accordance with the general Directions given by the Charity

Commission. An examination includes a review of the accounting records kept by the charity and a

comparison of the accounts presented with those records. It also includes consideration of any unusual

items or disclosures in the accounts, and seeking explanations from you as trustees concerning any such

matters. The procedures undertaken do not provide all the evidence that would be required in an audit

and consequently no opinion is given as to whether the accounts present a ‘true and fair view’ and the

report is limited to those matters set out in the statement below.

Independent examiner's statement

In connection with my examination, no matter has come to my attention:

(a) which gives me reasonable cause to believe that in any material respect the requirements:

(i) to keep accounting records in accordance with section 221 of the Companies Act 1985; and

(ii) to prepare accounts which accord with the accounting records, comply with the accounting

requirements of section 226A of the Companies Act 1985 and with the methods and principles

of the Statement of Recommended Practice: Accounting and Reporting by Charities

have not been met; or

(b) to which, in my opinion, attention should be drawn in order to enable a proper understanding of the

accounts to be reached.

A B Griffiths FCA DChA

18 Hyde Gardens

Eastbourne

East Sussex

BN21 4PT

Dated: 14 October 2009
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Eastbourne Citizens Advice Bureau 
Unit 6, Highlight House, 

8 St Leonards Road, 
Eastbourne, 
East Sussex 
BN21 3UH 

 
telephone: (01323) 417177 

 
fax: (01323) 412072 

 
Charity Registration No. 1086163 

Company Registration No. 4171801 
 

www.eastbournecab.co.uk 
 

www.escab.org.uk 
 

www.moneymakesense.co.uk 
 




