
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Annual Report 2017-2018 
____________________________________________________________ 
 

In September 2017 Citizens Advice Hambleton, Richmondshire, 

and Selby & District, and Citizens Advice Ryedale merged and is 

now the largest local Citizens Advice in North Yorkshire.  



 

 

 

 

 

 

 

 

  

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

Advice and education 
We’d work with you to find a way forward, taking into account all the ways your 

problem might be affecting your life and finding the best next steps for you. 

We’d also consider if we could develop your skills to prevent a similar scenario 

arising again. 

We provide integrated advice to solve individuals’ problems either directly 

through our local Citizens Advice network and consumer service, or via our 

self-help website. 

Research and campaigns 
Where systemic barrier with private or public policy and practice stops us 

resolving your problem, we’d look at the experience of other clients’. 
 

We use our national data to understand the impact of policy and regulation, and 

campaign locally and nationally for changes to solve collective problems. So, one 

way or another, we’re helping everyone - not just those we support directly. 

How we work 
When you come to us with a problem you are likely to be helped by one of 

our trained volunteers, using both our local knowledge, supported by our 

national network. 
  

We also create benefit to society through the way we deliver our services. 

This is in addition to the impact our principal activities have on clients’ lives, 

and covers: 

• the benefit of working with 113 volunteers and 43 paid staff, 

• our support for local communities, 

• close working relationships with other organisations in our areas, 

• the power of the national network. 
 

It’s also what makes our service unique.  

Our service aims  

• to provide the advice people need for the problems they face; and 

• to improve the policies and practices that affect people’s lives. 
 

We help people find a way forward 

If you came to us with a problem, we’d help you get back on track, while 

recognising where others might also be facing similar experiences 
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Comments from the Chair

Cllr. Carl Les 
 

As ever, we are indebted to numerous 

and varied sources – our funders, 

large and small, without whom we 

could not open our doors; and our 

volunteers and staff, without whom it 

would not be worth opening our 

doors; our clients, for putting their 

trust and confidence in us by seeking 

our advice; organisations, for listening 

to us when we raise an issue on 

clients` behalf. 

 

This report shows the depth and 

breadth of our activities. We have 

played our role in developing services 

and in working in partnership with 

others. We helped to secure the NYCC 

information and advice services 

contract for the benefit of all the service 

in North Yorkshire. We will consider 

what more we can do to help CANYY 

(Citizens Advice North Yorkshire and 

York) to be fit for the future. 

 

Finally, I must thank our management 

team, and the trustee board, for the 

help and support they give me as Chair 

of this much-needed organisation. 

 

 
 

Chief Executive’s report 

Carol Shreeve 
   

I have been completely overwhelmed 

this year by how well all areas of our 

service have coped with our merger. 

 

It is difficult for anyone to tell that the 

merger with Ryedale took place in 

September and that has to be down to 

the hard work of volunteers, staff, and 

trustee board members, alongside the 

faith and support of our funders. 

 

In hard economic and social times, we 

have managed to grow to meet the 

developing needs of our communities 

and I believe that we are now in a  

sercure position to grow to meet the 

expanding demands on our service. 

For me, highlights of this year include 

the new friendships and partnerships 

we have made thanks to projects such 

as Warm & Well in North Yorkshire, our 

excellent audit results we have 

achieved, and the introduction of new 

methods of helping clients, for example 

our web chat service. 

 

In the coming year we have two equally 

important priorities. Firstly, to embrace 

our role as a North Yorkshire wide 

service, and secondly, but just as 

importantly, to help develop, and 

maintain our local services and 

relationships. 
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Treasurer’s report 

Mark Hoggard 
 

 

This year has been one of significant 

change; the merge with Ryedale to 

create Citizens Advice Mid-North 

Yorkshire, the move of the Selby office 

to new premises, the refurbishment 

work at the Hambleton office and the 

purchase of a new ‘advice bus’ to 

serve the people of Richmondshire, 

and all this against an ongoing 

backdrop of considerable economic, 

political and social uncertainty. 

 

Despite all this Citizens Advice 

Mid-North Yorkshire has continued to 

demonstrate a level of financial 

resilience which has enabled the 

bureau to provide much needed high-

quality support across our community.  

 

As always, we must recognise and show 

thanks for the support provided by our 

funders, who ultimately ensure the 

provision of quality advice continues, 

but equally we should take this 

opportunity to pay tribute to the 

dedicated group of volunteers and 

staff who, under Carols leadership 

and guidance, provide such a 

valuable service. 

 

The Financial Health Monitoring 

Reporting introduced last year 

continues to provide ongoing 

assurance against all key measures 

of liquidity, operating expenditure 

and reserves which all operate within 

agreed tolerances – providing 

confidence in our ongoing ability to 

provide much needed advice services. 

 

As always, we must be ever mindful of 

the continuous need to adapt. Whilst 

use of telephony and digital channels 

will play an increasingly important role, 

this is balanced against the rural nature 

of our community and providing 

extended outreach services. 

 

I consider our ongoing financial 

strategy is well placed to take into 

account these changing demands. 
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Impact and Key Statistics 2017 - 2018 
 

Who we helped 
 

 

 

 

 

 
 

           
   

    

         

     

     

 

 

How we do this 
 

 

 

 

 

 

 

 

 
 

The difference this makes 
 

 

 

 

 

 

 

 

 

All this benefits individuals and society 
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2 in 3 

clients had their 

problem solved 

4 in 5 

clients said advice improved 

their lives, including reducing 

stress & improving finances 

100% 

of our clients reported 

satisfaction with the 

overall service 

8,874 people 

helped face to face, by 

phone, email or webchat  

32,971 issues 
people sought our 

help with 

15 locations  

where we provide free 

and independent support  

£596,141 

estimated worth of donated 

hours by our 113 volunteers 

156 
dedicated local staff 

and volunteers 

£5,347,998 
Total in Financial Gains 

Income gain £3,693,599 

Re-imbursements £16,130 

Debts written off £1,595,541   

Repayments rescheduled £42,728 

Top 5 issues 

Benefits and Tax Credits 

Debt 

Employment   

Financial Services   

Housing  



 
 

Breakdown of all issues we helped with 2017-2018 
 

 Issues Clients 

Benefits & tax credits 8,935 3,035 

Benefits Universal Credit 1,493 762 

Consumer goods and services 758 450 

Debt 8,171 1,518 

Discrimination 291 193 

Education 88 65 

Employment 2,674 1,269 

Financial services & capability 2,446 1,243 

Health & community care 425 255 

Housing 1,826 1,109 

Immigration & asylum 208 131 

Legal 1,064 706 

Other 1,475 560 

Relationships & family 1,617 995 

Tax 281 187 

Travel & transport 273 215 

Utilities & communications 946 346 

Grand total 32,971  
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59% 23% 18%

Main channels used to access our services

Face to face Adviceline Web chat & Email



 
 

Profiles of 

clients helped 

in 2017-2018 
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Local Offices 

Simon Farquhar, Head of Advice           Lucy Ballantyne, Deputy CEO 

Updates for Hambleton & RIchmondshire        Updates for Ryedale and Selby 

 

Hambleton 
 

There is never a time where we get to take it easy and this year has been no 

different.  We're in a period of massive change in respect of welfare reform and the 

often detrimental effect this has on the clients we see.  We have to adapt to this 

changing situation quickly and effectively in order to try and reduce the hardship 

people are facing. 

 

We also had to maintain this service whilst we closed our office for two months for 

refurbishment, which was no mean task.  Our premises, as a former doctor's surgery, 

was large but a rabbit warren of dark corners.  The staff and volunteers were spread 

around the building which didn't promote a good team atmosphere.  So, we took the 

decision to refurbish and improve what we had as there was so much potential for 

improvement.  After Listed Building Consent, the biggest challenge, was finding a 

builder who could do the massive amount of work we needed for the little amount of 

money we wanted to spend.  We were supremely lucky in finding Daniel Bude and his 

team who did amazing work, for fantastic value, and were genuinely lovely people.   

 

We moved out of the office for two months and relocated all our advice services to 

Northallerton Library and Northallerton Town Hall, the remaining staff being 

accommodated in our Richmond office.  It was a challenging two months as it ’s a 

major task to relocate everyone at the same time as managing the refurbishment but 

we reopened on time and on budget.   

 

The premises are now completely transformed.  It's more open and light and a much 

more pleasant place to be for volunteers and clients alike and sets us up for the years 

to come. 

 

I would like to thank all our staff and volunteers for their cooperation during this 

period of upheaval, they, as usual, stepped up to the mark and did what needed to be 

done.  I'd also like to thank our building tenants for their unending patience as they 

remained in the building whilst the works were done.  It was a testament to our 

builders that we received not one single complaint from our tenants.  

 

Lastly I'd like to thank Daniel, our builder, as he and his team were fantastic to 

work with. 
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Richmondshire 
 

Our Richmond office, of the four offices, is the one that had the relatively stable 

year.  No office moves or refurbishment, and they're old hands at merger having 

dealt with three in recent years. 

 

We welcomed many new volunteers to the team but are still missing our longest 

serving volunteer, Ted Darwin, who retired recently.  In his 20+ years of serving the 

residents of Richmondshire he will have helped literally thousands of people and had 

a positive effect on his community that is hard to quantify. 

 

The change we are preparing for though is to become more mobile!  We've provided 

outreach advice services throughout Richmondshire for many, many years but we're 

developing a new mobile project that will see us, along with other partner 

organisations, attending events and venues in rural communities, bringing the service 

even closer to the people.  Watch this space! 

 

 

 

Volunteers week, 

sneak preview of 

our exciting new 

adventure in 

Richmondshire… 

 

 

 

 

 

 

New office in Selby 

 

Looking forward to our official opening 

of the new Selby office. It’s great to finally  

get our sign up! 
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Ryedale 
 

One word sums up the past year – change! Our fantastic team of volunteers have 

embraced the merger and have welcomed no fewer than 9 different supervisors to 

help run the advice sessions since September. They have coped with a new service 

delivery approach, significant staff changes and the introduction of Casebook, as 

well as remote case checking and a new ‘QAA’ audit process. 
 

The dedication of the volunteer team in Ryedale has been quite overwhelming. It’s 

easy when working with great volunteers across all our offices to sometimes take 

their commitment for granted, but there have been times during the past year that 

our Ryedale volunteers really must be thanked for - their willingness to switch roles, 

support new recruits, squeeze those extra appointments in and even running the 

service when the snow was too thick for staff to travel in. 
 

We have welcomed 7 new volunteers and 4 new paid staff since we merged. Morning 

briefings and weekly multi-site Facetime supervisor meetings have been introduced 

and are improving communication and consistency across the offices. 
 

As things settle following all the change for Ryedale, we can look forward to 

continuing to improve our service offer in the coming year. Thank you to a great team 

for your warm welcome, support and enthusiasm. 

 

 

Selby 
 

The past year has been busy and challenging with much of our time spent 

preparing for our exciting premises move. Having been at the Rear of Park Street 

for over 10 years, it was all hands-on deck for a big declutter before packing up. 

Staff and volunteers were brilliant, giving up their free time (and roping family 

members in!) to ensure minimal disruption to our Selby service towards in of year. 
 

This has really been a year of waiting for Selby – another merger, Casebook, the office 

relocation, GDPR, Universal Credit... and the biggest thank you to the Selby team this 

year must be for keeping calm and carrying on while a great deal of ‘back office’ time 

was spent preparing for these very different but very significant changes and events.  
 

Our stoic Selby team have taken everything in their stride, keeping the door open and 

the service running and working as a team whether they were advising, training, 

dismantling desks, packing boxes or covering each other on the rota during absence. 
 

We look forward to the coming year in our new home which will give us a much 

greater opportunity to focus on a positive client journey, starting with our improved 

signage and comfortable, open waiting room. We also look forward to the opportunity 

that our merger with the Ryedale office brings for more multi-location working with a 

slightly shorter travelling distance than to our offices at the top of the map! 

Thank you to the Selby team for all your support during a very busy year. 
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Volunteer recruitment 

and training 

Rachel Hunter, 

Hambleton & Richmondshire 

 

Jane Ferguson, 

Ryedale and Selby  
 

 

 

 

Hambleton and Richmondshire 

 

Out of the 27 expressions of interest to volunteer this year across both offices, 14 

have gone onto train as Gateway Assessors or Advisers.  One telephone gateway 

assessor also covers reception in our Northallerton office one day a week.  

   

We have also had one Generalist Adviser train as a Supervisor/Trainer and now 

supervises as a regular on sessions in the Northallerton office.  

 

Two newly qualified advisers who started as volunteer gateway assessors have also 

gone on to get paid work within each office.  One trainee gateway assessor has left 

having gained paid work.  

 

Recruitment is going very well and we currently have a waiting list for potential 

trainees. One of our newly recruited volunteers said: 

 

‘I have found the training informative and interesting. The on-line resources on CABLink, 

both workbooks and relearning, are comprehensive with relevant exercises and examples 

to work through.’ 

 

All members of the team are friendly and helpful, and everyone has been happy to 

provide shadowing opportunities, answer endless questions and provide advice and 

support as I begin to see clients. Having the ASS and others available has been 

invaluable in building my confidence in putting theory into practice. 

 

I have had the opportunity to attend a couple of external courses and have found 

these very helpful in helping to give a wider context to my learning.  
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If our volunteers were paid 

staff it would have cost 

  £596,141 

   to deliver our service. 



 
 

Ryedale 
 

Prior to our merger recruitment had been on hold in Ryedale due to a lack of 

resources. Since October we have had an active recruitment campaign running and 7 

new volunteers have joined us, training to be volunteer reception and admin support, 

gateway assessors and advisers. 
 

One of those volunteers was a job-seeking graduate who was with us for 5 months 

before she was offered new employment which she directly attributed to the skills 

and experience she gained during the time she was volunteering with us. 
 

We have a team of 18 volunteers in our Ryedale office and look forward to growing it 

more in the coming year. 
 

 

Selby  

We have a total of 25 volunteers in the Selby office. In the past year 56 people have 
expressed an interest in volunteering with us. Of these, 20 applied and 19 were 
recruited in several different roles including admin support, reception, gateway 
assessors and generalist advisers. 

While 9 of these new recruits are still with us, 2 left to take up paid employment and 
2 to continue with studying. 

In the past year we have been able to offer additional training to volunteers 
including an in-house employment course and debt training around using MART.  

We look forward to continuing to expand our team next year. 
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Projects 

 

Action Towards Inclusion 

Simon Farquhar 

Project Coordinator 
 

Over £7m of new funding was secured in March 2017 for the York, North Yorkshire 

and East Riding LEP area to allow a new partnership of 61 organisations to 

‘connect’ with community members who are furthest away from work and training. 

  

The three-year project is funded by the Big Lottery Fund and the European Social 

Fund and is managed by Your Consortium based in Knaresborough.  The work on the 

ground is undertaken by key workers and specialist intervention partners through a 

range of organisations in the voluntary and community sector. 

   

Citizens Advice Mid-North Yorkshire have three key-workers covering Hambleton, 

Richmondshire and Selby, and is also a specialist intervention partner, providing 

support around debt, and financial capability. Currently there are 7 participants taking 

part in the project and to date the project has helped 55 participants.  
 

 

Examples of participant outcomes 2017-2018 
 

• 1 participant started work with local heritage plastering company after completing 

 work experience. 

• 1 participant has started work as a Teaching Assistant in a local school. 

• 1 participant about to start further work experience at NYCC Business Support, 

having already completed 1 week. 

• 1 participant has started Citizen’s Advice Adviser training at Northallerton. 

• 1 participant has been accepted at Teesside University for teaching degree. 

• 3 participants have started voluntary work with Hambleton Community Action - 

supporting coffee mornings and craft sessions at Rivendale Care Home. 

• 1 participant has started voluntary work on a Local History project. 

• 1 participant has started voluntary work in accounts with local community group. 

• 1 participant is about to renew his Gas Safety certificates, part funded by ATI. 
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Participant case Study 

 

Other participants when asked what they have found useful on the project 

have said: 
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The participant was a lone parent with two school aged children. They hadn’t 

worked for two years and were struggling with debt issues. 
 

Keen to find employment that would fit around their caring responsibilities, 

they approached the project for support. The role of the Key Worker is to 

provide an initial assessment for all participants and work with them to put 

together an action plan of key activities that will support them to reach their 

goals and ultimately move closer towards engaging in training, job search 

and employment. 
 

The project was able to put together a package of support including debt advice 

provided by Citizen’s Advice, training consisting of a WEA Introductory 

Confidence Building course, a Teaching Assistant Award and functional Maths 

level 2 provided by Activ8 training; as well as the key Worker providing ongoing 

support through regular meetings and job search support. 
 

Within two months of starting the project they had applied for a teaching 

assistant role and within four months they had taken up employment in a local 

school. The project was also able to assist by supporting the participant with 

their application and providing a reference. 
 

When asked in what ways their life had changed during their time on the project 

they said,  
 

“I became more confident and mixed with different people and was able 

to have the self-belief to apply for a job”. 

 

“I’ve found that coming to the group...I have increased a lot of skills that I didn’t 

think I had. This group has given me a sense of purpose and I loo 

 forward to coming” 
 

“Working with other either as team or groups, engaged in a variety of 

programmes and activities”. 

 

“The project provides me with opportunities to get out of the house that I would not 

otherwise be able to provide for myself”. I still suffer from anxiety but now feel 

more confident in my ability to overcome it in the future”. 

 



 
 

Ex-Forces Support North Yorkshire 

Simon Farquhar 

Project Coordinator 
 

 

 

 

 
 

Citizens Advice Mid-North Yorkshire is one of 14 partners that are supporting 

veterans across Yorkshire. The project is led by Community First Yorkshire and is 

funded by the Army Covenant Aged Veterans Fund, providing practical support and 

companionship to improve older veterans wellbeing and services to assist 

individuals in their needs. 

 
Ex-Forces Support North Yorkshire offer a wide range of advice, guidance and hands-

on support to ex-forces within our region: 

 

• Healthy lifestyle advice and resources 

• Support to keep warm, safe and maintain independence 

• Opportunities to take part in new activities or revisit old hobbies and interests 

• Befriending and home visit 

• Financial support and grants 

• Help and advice for carers and families 

• Specialist advice and advocacy 

• Ex-Gurkha outreach and community work 

• Trips, events, and days out 

• Volunteering 

 

Our contribution to the project is to advise any Armed Forces veterans over the age of 

65 on the myriad of advice topics we cover.  For this project, it has mainly been 

subjects such as benefit checks, Attendance Allowance forms, money advice, through 

to checking whether they can reduce the cost of their utilities, neighbour problems, 

and tax.  Any veterans we see who we think could benefit from the many other 

services offered on the project are referred into Community First, so they can make 

sure that veteran gets all the services they want. 

 

Community First, as always, are doing a magnificent job of coordinating the partners 

and pushing the project forward.  It's a good example of how we're stronger when we 

work together as a partnership, each bringing their particular skills and knowledge to 

the table. 
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Specialist Palliative Care Team 

Benefits Adviser 

Liz Foster 

Project Coordinator and Adviser 

 
The service provides high quality information and 

advice on benefits, debt and other financial issues for 

people affected by cancer or life limiting illnesses, 

their carers and families 
 

The service can give help and advice with: 

• applying for and entitlement to benefits 

• appealing against benefit decisions 

• applying for tax credits 

• health costs such as prescriptions  

• travel to hospital 

• transport concessions such as: disabled 

parking badge (Blue Badge) 

• accessing charitable grants 

• adapted equipment 

• housing issues and costs (inc. energy costs) 

• employment issues. 

 

To ensure all clients receive appropriate advice and 

assistance and equal opportunity to access services, to 

this end we also conduct casework by phone, and make home visits.  

 

Update on project funding from Carol Shreeve, CEO 
  

This project was originally funded by Macmillan and was a paid post. Funding was 

then replaced by the HRW CCG up until December 2017. However, when funding to 

health services was cut this was one of the services that the CCG ceased funding. As 

we have seen in many places funding for non-urgent medical services that can 

prevent admissions further down the line is vital but getting that funding is very hard. 
 

Presently this project still exists thanks to highly trained and dedicated volunteers 

who are willing to go above and beyond to help those in need. There is no future for a 

service like this without proper funding and support and it needs to be supported by 

the statutory services that refer individuals to the services of the project.  
 

 I hope that all who have seen people benefit from the service, as well as the 

preventive work it does, will help it to continue.  
 

A big thanks goes to Liz Foster for being the heart and soul of the project. 
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Key statistics 

2017-2018 

• 168  
NEW clients seen 

  

• £658,208  
Claimed in Benefits  

 

• £5,475  
Awarded in Grants  

from Macmillan  

 

• £3,918 
Average gain  

per client 



 
 

How the Specialist Palliative Care Team Benefits Adviser 

helps people - a Case Study  
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Client is 57 years old gentleman and lives alone in rented property and was 

referred by the Macmillan Cancer Information Centre in Friarage hospital for 

assistance with benefits.  

 

Diagnosed with cancer and on sick leave from his job – receiving SSP of 

£88.45 per week. A claim for Universal Credit had already been made, and he 

wanted to know if there were any other benefits available to him.  He 

received £115.13 per week Universal Credit including help towards his rent.  

 

How we helped  

The Adviser carried out a home visit initially and following the visit a claim was 

put in for Personal Independence Payment (PIP) – client was awarded the 

enhanced rate of both the daily living and mobility components - total of 

£139.75 per week.  An application was also made for a blue badge.  

 

Following award of PIP – Client was informed about the Motability scheme. His 

own vehicle was very old and needed lots of repairs/MOT, so he now uses his 

PIP mobility award to lease a new vehicle, and he has scrapped his old vehicle.  

During the Home Visit, it was also identified that client had a couple of private 

pension pots, so a referral was made to Pension Wise, where an appointment 

was carried out to assist with his options of accessing his pensions early.  

The Macmillan adviser also made an application for a Macmillan Grant to assist 

with his travel costs to and from hospital for his chemotherapy treatments – 

awarded £300.  

 

Application was also made for Council tax reduction as client lives alone, and 

receives PIP, so would also get a severe disability premium added into his 

applicable amount for council tax.  

 

He already had the 25% single occupancy deducted from his council tax, but 

now gets full 80% of his council tax bill paid.  

 



 
 

Money Advice Service 

Debt Advice Project (MASDAP) 

Bev Dixon 

Project Coordinator 
 

 

 

 

In 2017/18 the MAS DAP project has continued to 

provide debt advice and support to some of the most 

vulnerable clients within our community.  

 

How the MAS Debt Service Works 

Clients can access the service in several ways, including 

via drop in sessions, the telephone advice line, outreach 

service or through a third-party referral.  

 

All clients are given an initial assessment which 

determines their needs and capabilities. If the 

assessment shows a client can manage with telephone 

advice, then they can be referred direct to the MAS 

telephone advice service. Contact from the telephone 

service is direct to the client within 2 working days. 

This is often useful for clients who work or who can’t get 

in for an appointment due to transport difficulties and/or cost.  

 

Clients who are not able to manage telephone advice are offered a face to face debt 

appointment within 1-3 weeks. Any emergency issues are dealt with at the 

assessment stage and holds are placed on their accounts until after the client has 

seen an adviser. 

 

Clients are given a budget sheet to complete and bring to their appointment which 

asks them to list all income, outgoings and debts. The budget sheet gives the 

information needed to determine the client’s options as well as highlighting areas 

where savings and cuts can be made. 

 

Following the appointment, a client will be advised on the best options for dealing 

with their debts. This could be by agreeing reduced payments, token payments 

(£1pm) or by taking insolvency measures - Debt Relief Order (DRO), Individual 

Voluntary Arrangement (IVA) or Bankruptcy. 
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Key statistics 

2017-2018 

In 2017/18 we saw 

over 400 clients with 

£2,576,579 

worth of debt!. 

 

Many of these clients 

were helped to achieve 

debt solutions with 

total gains of 

£510,000+ 

 



 
 

Extra Support 

Any of these options can be accessed with support from the Debt Adviser or by 

referring the client into one of our extra services – Debt Relief Order Unit and Debt 

Management Service. 

 

The Debt Management Service is a new service provided by Citizens Advice. The DMS 

act on behalf of a client including contacting creditors, setting up reduced offers of 

payment, asking for a moratorium hold on debts or arranging an IVA. This means 

clients no longer need to be referred to third party agencies for follow on help. They 

can stay within Citizens Advice from start to finish…a great bonus for clients. 

 

Referrals and Partnership Working 

We continue to receive referrals from outside partnerships including the Mental 

Health Team, Women’s Refuge, Broadacres Housing Association and Local Authority. 

Many of these clients are vulnerable and do not know where to start when dealing 

with their debts. As well as offering debt advice we also look at budgeting and ways of 

increasing income for clients. We have also had several successful claims this year for 

debt write offs from energy companies and charitable trusts. 

 

The Team 

The project is currently supported by 2 debt workers (Bev & Adam), admin support 

(Charlotte & David) and 2 volunteers (Grahame and Julie). The help and support by 

everyone has been invaluable – Thank you all! 
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Pension Wise 

Tom Adamski 

Project Coordinator 
 

In 2017-18 Citizens Advice Mid-North Yorkshire partnered with Citizens Advice in 

Hull and Leeds to continue delivering the government’s Pension Wise service for 

the Yorkshire region. 

   

Launched in April 2015, Pension Wise is a guidance service 

set up to help people understand their options under the 

pension freedoms. 
 

We deliver face-to-face Pension Wise appointments to 

people aged 50 and over with a defined contribution 

pension. As well as on site at Hambleton, Richmondshire, 

and Selby, the service was delivered from Craven, 

Harrogate, Scarborough, and York local Citizens 

Advice centres. 
 

This year we continued our strong performance, 

maintaining our 100% customer satisfaction rating. 

 

2017-18 was also a year of change: we were delighted to 

welcome Pauline Ohr back as a valuable member of the 

team, and it was also Nigel Lewen’s last year on the 

service – having been a constant and invaluable presence on the team since we 

started in 2015. Suffice it to say Nigel’s experience, skills and personality will be hugely 

missed, though we’re lucky to have him back at Mid-North Yorkshire as a volunteer 

(after a well-earned holiday!). 
 

As well as delivering appointments we continued our strong relationships with local 

businesses, including regular training sessions for staff at Skipton Building Society HQ.  
 

And we look forward to developing the service as it continues in 2018-19. 

 

Page 21 

‘Covered everything I needed and more, I wasn’t expecting to get so much for 

free!’ 

 ‘Excellent service. Really good advice and spoken to on my level. 

Will recommend to friends.’ 
 

‘(It) has really taken the worry out of the issue for me. I feel I can move forward 

now and make a decision about my retirement.’ 
 

Tom at the North Yorkshire 
Wider Partnership conference 

in November 2017. 

 



 
 

Rural Reach 

Rachel Hunter 

Project Coordinator 

 
 

 

Into its final year of current funding from the Big Lottery Reaching Communities 

Fund, the project is going from strength to strength.  All outreaches are busy 

hives of information and advice, and venue hosts keep asking for extra sessions 

to be held. 

The reoccurring theme of benefits and debt being the main issues people are 

requiring help with, but there are always cross overs to other areas of housing, 

relationship, and employment etc.  The transfer from Disability Living Allowance to 

Personal Independence Payments and benefit appeals have kept the team busy and 

the home visits we offer booked up way in advance.  

With social isolation on the increase it is vitally important the outreach service is 

maintained to keep the lifeline of our services out in the community. The team are 

fantastic and not only deliver their advice session each week they are just as keen to 

give talks and presentation to local groups to promote the service.  I would like to say 

a huge thank you to their commitment and passion for the project and to watch this 

space for exciting times ahead. 

Some of the comments from our clients who have accessed our services through 

Rural Reach in the past year: 
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‘Good to have an outreach service’ 

 ‘Definitely helped to put me on 

track’ 

 ‘Service was outstanding’ 

‘Love coming here they all make you feel so welcome’. 

‘Good for local access’. 



 
 

How Rural Reach helps people in rural communities - a Case Study  
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Ms Grant lived alone in her own property in a rural location in the Yorkshire 

Dales.  She had to give up work a couple of years ago at a local business due 

to her disabilities.  She applied for benefits at the time in order that she can 

live and lease a mobility car so that could get her to the local town and local 

disability group.  

 

In 2017 Ms Grant was asked to move from one of her benefits, Disability Living 

Allowance, to the new benefit, Personal Independence Payment (PIP).  Following 

an assessment Ms Grant was awarded the care component of PIP but she was 

declined the mobility component. This in turn meant that Ms Grants car would 

have to be returned leaving Ms Grant virtually housebound.  

 

In shock Ms Grant contacted the Richmond office and an adviser paid her a 

home visit.  In the months to follow the adviser worked with the client appealing 

the decision, collecting evidence to demonstrate Ms Grants mobility issues and 

representation her at Tribunal.  Additional to this the adviser checked that Ms 

Grant was on every other benefit she should be and referred her to the Warm 

and Well project to check her energy tariffs were working for her.  When the 

appeal reached tribunal and the decision was overruled and Ms Grant was 

awarded the enhanced mobility component.  Ms Grant could once again lease a 

mobility car. 

 

Without the intervention of the Rural Reach project and the adviser guiding and 

representing the client though the tribunal process Ms Grant would have been 

left socially isolated in her home. 

 

Ms Grant stated – The adviser was a lifeline, he came in and took all the worries 

away from me.  He was so helpful, kind and supportive.  If I had not had him help 

me I would be stuck in my house 24/7 - now I can get out and about to the shops, 

see my family and meet my friends and the sewing group I attend.  Thank you. 

 



 
 

Advice Matters 

Lucy Ballantyne 

Project Coordinator 
 

Our three-year Big Lottery funded “Advice Matters” 

has several objectives which benefit our volunteers, 

our clients and the local community. 
  

Through our recruitment and training programme, we aim to increase the confidence 

and skills of new volunteers to help them move into further training or employment 

opportunities. These are some of the things our volunteers have said during year two: 

“Volunteering has helped my daily routine and put me back in a situation where I can 

help people again. I am enjoying working with a great team of people and feeling 

challenged again – for the first time since retiring from teaching.” 
 

“Volunteering has helped me gain work experience, therefore helped towards finding 

paid work, and I have learned a lot and feel more confident with finding answers for 

some difficult issues. I think it is a great opportunity to give some support to the 

community, but also it helped me to develop myself. I also feel more confident to 

apply for a job I really would like to do.” 
 

The project provides a specialist welfare benefits and debt service optimising poverty 

relief for low income families, reducing stress and anxiety and maximising available 

household income. 95% of the people we have helped through the project have 

stated that they feel less stressed or anxious about money after receiving advice from 

our caseworkers and 62% have reported that their household income or the money 

they have available to spend each month has increased. The amount of debt written 

off because of the project during the past year is £665,239 and an amazing income of 

£1,699,703 was generated through new benefit claims and successful appeals. 
  

As we move into the final year of this invaluable project we will looking to continue its 

success and seeking ways in which we can sustain the service it provides. 
 

Some of the comments our clients have made about the Advice Matters project 

in the past year: 
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“When I come to Citizens Advice I feel something actually happens. I came initially as 

I was short of food. Over the last few months my options have developed and the 

problem may now be improved. The light at the end of the tunnel is now on...” 

 

“I think your organisation is fantastic and I am spreading the word about 

the good work you do. I was starting to struggle financially so the 

successful appeal is a huge relief.” 

 



 
 

Warm & Well in North Yorkshire 

Laura Thomas 

Project Coordinator 
 

‘Warm & Well in North Yorkshire’ relaunched in September 2017. It is now funded by 

North Yorkshire County Council (NYCC) as part of their Winter Health Strategic 

Partnership. The funding of Warm & Well enables NYCC to meet their public health 

requirements to provide a countywide single point to gather referrals and to tackle 

the causes of fuel poverty & excess winter deaths. 

 

The aim of Warm & Well is to address the causes of cold homes for vulnerable people 

in North Yorkshire. This includes people living in fuel poverty, struggling to pay their 

bills, living in cold or damp homes or who have inadequate heating. The support is 

aimed at those on low incomes, benefits, families with small children, people with 

disabilities and long-term health conditions and vulnerable older people.  

 

 

• Citizens Advice Mid-North Yorkshire is the lead 

 partner coordinating the delivery of the Single 

 Point of Contact (SPOC); 

 

• NEA are providing guidance, advice and 

 support, highlighting potential funding 

 opportunities. 

 

• Yorkshire Energy Doctor carries out home 

 visits as a referral partner, but also 

 contributes to research and campaigning 

 work for the project. 

 
 

 

We are working with the seven district councils of North Yorkshire, and an additional 

20 partners, from the public, private and voluntary sectors, across North Yorkshire to 

deliver practical solutions to the client’s cold related problems. The Warm & Well team 

run the SPOC, talking to every client that is referred to the service and ensuring that 

they get assistance from the correct organisation for their needs. A full list of partners 

can be found on page 25. 

 

Referrals 
 

Since Warm & Well relaunched in September 2017 we have received 213 referrals. 

November was our busiest month with 63 referrals and Hambleton was our busiest 

district, with 59 client’s resident in this area. 
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Most referrals were made via the website (39%), followed by telephone (30%), then 

27% of referrals came via email and 4% of referrals came face-to-face via local 

Citizens Advice or by letter. 

 

• 62% have received face-to-face or telephone energy advice, 

• 26% of clients receiving, or due to receive, practical measures installed in 

their homes via a local Home Improvement Agency or the ECO scheme, 

• 10% of clients were referred to the Age UK network, and 

• 2% to other local agencies.  

 

Local Citizens Advice offices in North Yorkshire are also a referring partner in Warm & 

Well, helping clients who are struggling to pay their energy bills, offering advice on 

budgeting, utility switching to find cheaper suppliers, benefit checks, applying for 

extra support such as the Warm Homes Discount or Priority Services Register and any 

other services that will help someone to pay their utilities and therefore keep warm. 

Over the winter period this assistance was funded by Energy Best Deal Extra through 

national Citizens Advice. This enabled us to have a part-time adviser to help clients 

address their energy related issues.  
 

The Energy Best Deal Extra team across all four offices delivered 66 face-to-face or 

telephone appointments. The amount clients saved on their energy bills was £15,219 

and £1,174 worth of energy debts were written off.  
 

Warm & Well has so far been very successful, meeting its aims and objectives and 

helping a significant number of people to access help. Citizens Advice Mid-North 

Yorkshire will continue to coordinate the SPOC over the next few years, allowing us to 

grow and develop the service.  
  

Some quotes about the project: 

 

 

 

 

 

 
Two Ridings Community Foundation 

 

We would like to thank Two Ridings Community 

Foundation who kindly provided us a grant from 

their Winter Resilience fund which enabled us to 

 provide practical help to people with issues related to keeping themselves and their 

homes warm. For more information about Two Ridings Community Foundation and 

the work they do please visit their website at: 
 

http://www.trcf.org.uk/about/what-is-a-community-foundation/ 
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Easy to make a referral - I made a referral and it was taken efficiently and promptly' 

'Have been pro-active and are raising awareness of issues around fuel poverty' 

'You did well for us' from a client 

 

http://www.trcf.org.uk/about/what-is-a-community-foundation/


 
 

Working in Partnership 
 

The partnership working we are undertaking with all districts is reaping rewards 

and we are slowly beginning to raise the profile of Citizens Advice Mid-North 

Yorkshire as a strategic partner and a flexible deliverer of local services. We are 

making good use of local data and are continuing to increase our involvement in 

the local community and community partnerships. 

 
Citizens Advice North Yorkshire and York 
In September 2017 the consortium was awarded the contract from North Yorkshire 

County Council to deliver the NYCC Information and Advice Service. This is a single 

point of contact where people in North Yorkshire can access information about their 

local Citizens Advice. They can access the service by telephone, email and online at 

www.cany.org.uk.  

 
Selby Advice 

Selby Advice is a network of almost 30 agencies and 

organisations from within the voluntary and community sector 

who work together to improve advice and information services 

for people in Selby District. We share resources and training and help people in the 

area to access services to suit their particular needs. 
 

Through the Advice Matters project, we also offer specialist welfare benefits and debt 

advice and training to member organisations on request. 

 

Warm & Well in North Yorkshire Partnership 
 

Along with the seven district councils in north Yorkshire, the partnership includes 

the following organisations: 

 

Age UK Knaresborough       Carers Resource – Selby 

Age UK North Craven       Carers Resource – Ryedale & Scarborough 

Age UK REACT        Citizens Advice Craven & Harrogate 

Age UK Selby        Citizens Advice Scarborough 

Age UK Scarborough & District      Groundworks 

Better Homes        NYCC Living Well 

British Red Cross        North Yorkshire Fire & Rescue Service 

Broadacres         White Rose Home Improvement Agency    

Carers Resource - Craven       YES Energy Solutions     

Carers Resource – Hambleton &      Yorkshire Energy Doctor 

Richmondshire        Yorkshire Housing 

Carers Resource – Craven &Harrogate  
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http://www.cany.org.uk/


Over the year we also attended meetings, events and/or delivered presentations, 

including the following: 

 

• North Yorkshire Wider Partnership 

• Equality and Diversity Partnership 

• Winter Health Partnership 

• Mental Health Forum 

• Domestic Abuse Forum 

• Landlords Forum 

• Citizens Advice National Conference 

• Refugee Council 

• Jobcentres in all districts 

• Army Covenant  

• District, Town and Parish councils 

• Community organisations 

• Housing and homelessness 

 
  

Research and campaigns 

 
Citizens Advice Mid-North Yorkshire Research and Campaigns Team are passionate 

about improving the lives of residents in our areas and making society fairer for all. 

We support national campaigns delivered by Citizens Advice and plan, organise 

and deliver local campaigns on issues we believe have an importance for the local 

community. 

 

We do a lot of campaigning and working with other organisations via our social media 

channels and attending meetings organised by statutory bodies regards consultations 

to changes in delivery of services. 

 

Below are examples of local and national research and campaigns work carried in 

2017-2018. 

 

• Big Energy Savings Week 

• Scams Awareness Month 

• Mental Health Awareness Month 

• Local Landlord Survey around Universal Credit 

• Full Service Universal Credit survey 

• Letters to MP’s asking for their support in our campaigning work, 

both locally and nationally. 
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Thank you to our Funders and Supporters 
We would like to take this opportunity to thank the following organisations, and 

individuals without whom, along with our volunteers, we would not be able to 

deliver our service to the communities of Hambleton, Richmondshire, Ryedale, 

and Selby & District. 

 

Organisations 

Big Lottery Awards for All Fund 

and Reaching Communities Fund 

Community First North Yorkshire 

YourConsortium 

Two Ridings Community Foundation 

NHS HRW CCG 

National Energy Actions (NEA) 

All Saints Church Sinnington PCC 

Middleham Race Day 

St. Peters Church, Norton 

The Little House 
 

Regional Council 

North Yorkshire County Council 

NYCC Stronger Communities 

 

District Councils 

Hambleton District Council 

Richmondshire District Council 

Ryedale District Council 

Selby District Council 

 

Town Councils 

Colburn Town Council 

Helmsley Town Council 

Northallerton Town Council 

Pickering Town Council 

Richmond Town Council 

Selby Town Council 

Stokesley Town Council 

Tadcaster Town Council 
 

 

 

 

Parish Councils 

Aldwark Area Parish Council 

Aysgarth Parish Council 

Barlby & Osgodby Parish Council 

Bellerby Parish Council 

Brayton Parish Council 

Brompton Parish Council 

Brompton on Swale Parish Council 

Brough with St Giles Parish Council 

Caperby cum Thoresby Parish Council 

Catterick Parish Council 

Cawood Parish Council 

Eggborough Parish Council 

Flaxton Parish Council 

Hambleton Parish Council 

Hillside Greater Parish Council 

Hovingham & Shackleton Parish Council 

Husthwaite Parish Council 

Ingelby Arncliffe Parish Council 

Lillings Ambo Parish Council 

Melsonby Parish Council 

Middleton Tyas Parish Council 

Monk Fryston Parish Council 

Newton le Willows Parish Council 

North Duffield Parish Council 

RIccall Parish Council 

Rudby Parish Council 

Scorton Parish Council 

Tanfield Parish Council 

Ulleskelf Parish Council 

Warthill Parish Council 

Welburn Parish Council 

Wintringham Parish Council 

Whorlton Parish Council
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List of volunteers and paid staff 
 

Trustee Board Members from 1st April 2017 - 31st March 2018 

Carl Les 

Chair 

Robert Pringle 

Vice-Chair  

Mark Hoggard  

Treasurer 

Rachel Allen 

Christine Brown, 

Claire Chambers  

Martin Collins 

Gillian Cooke 

Cllr Lawrence Gros, 

Kevin McGready 

Neal Porter 

Janet Sharp 

Laura Tunney 

Claire Wesley 

 

Advice Session Supervisors 

Simon Jones 
 

 

Rural Reach/Outreach  

Debra Grace  

Brian Woodley 

 

Specialist Debt 

Julie Childs 

Grahame Tebbutt

Specialist Palliative Care 

Team Benefits Adviser 

Liz Foster 

Reseach & Campaigns 

Dr Allen Warren 

 

IT/ Health & Safety 

Andrew Cohen  

 

Communications & Promotions    Volunteer Charity Worker 

Atef Abojesh                                         Peter Crabtree 

 

Administration/Reception 

Christine Chatterton  

Edna Cooper 

Mal Danks 

Yuly Diaz  

Mandy Fitzgerald 

Christine Harvey 

Penny House 

Barbara Janeczek-   

Mikolajczyk 

Malgorzata Kaczmarek 

Fiona McCulloch  

Helen Rawson 

Alice Robinson  

Gillian Rowland 

Lidija Sepliakova  

Denise Sigsworth  

Brenda Stables 

Jill Whisker 

 

Advisers/Gateway (* = gateway only) (** = webchat only) 

Sue Adsett* (Outreach) 

Mary Borrett 

Andy Butler * 

Anne Brown 

Peter Brown*  

Carol Budd 

Holly Calder** 

Ros Campbell 

Aileen Chisholm 

Anne Cox 

Laura Cunningham* 

Nigel Dakin 

James Dixon** 

Viv Farey 

Mandy Fitzgerald* 

Martin Garside * 

Ann Goodburn  

Noreen Harrison * 

Neil Hobson 

Adrian Hodgson 

Jeff House 

Felicity Hurst 

Sian Jones 

Simon Jones 

Hugh Jenyns 

John Kitson* 

Nigel Lewen  

Judy Long 

Michael Longstaff * 

Elaine Lynam 

Kathy Marshall 

Tony Martin * 

David McAsey* (Outreach) 

Ros Merritt  

Janet Mitchell* 

Jo Murray  

Shona Padbury* 

Phil Sample  

Clare Scott* 

Bruce Skinner * 

David Smee 

Wanda Stables * 

Tim Tribe 

Gill Wadsworth * 

Ann Wallwork * 

Trevor Widdison
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Trainee Advisers/Gateway (* = gateway only) 

Paul Adamson* 

Pamela Allison 

Karen Banks 

Marian Bateson 

Stephen Batie 

David Boyes 

Helen Chapman 

Hilary Cullen* 

Peter Farrall 

Christopher Grant 

Karolina Holewinska 

Suchanek* 

Nick Jackson* 

Laura Mallett* 

Katie Morris 

Pranisha Oli 

Christopher Olie 

Simon Parr 

Kath Pringle 

Philip Reilly 

Jeremy Sherlock 

Maciej Stepien* 

Richard Stevens 

Martin Stott 

Jennifer Veitch 

Nerys Woolacott 

 

 

 

PAID STAFF 

 

Carol Shreeve – CEO 

Lucy Ballantyne - Deputy CEO 

Simon Farquhar – Head of Advice 

Carolyn Newman- Finance Manager 

David Hatton - IT Support  

Rosalie Boyles - Projects Development 

Adam Matthews - Communications 

Advice Services Managers 

Jane Ferguson  

Rachel Hunter  

Ann Walsh  

Advice Session Supervisors 

Laura Docherty 
Simon Fisher  
Julie Medford 
Sue Palin 
 

Volunteer Recruitment 

and Training 

Leanne Hawkes 

 

Administrators 

Suzette Armstrong 

David Hatton 
Gillian Cohen 

Sarah Matthews 

Wendy Morrison 
Andrew Peacock 
 

Cleaners 

Suzette Armstrong – Richmond Office 

Hannah Brown - Richmond Office 

Una Atkinson - Selby Office 
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Action Towards Inclusion 

Simon Farquhar - Project Coordinator 

Tracy Watts -Keyworker 

Sharmila Malla - Keyworker 

Vinathe Sharma - Keyworker 

Zillah Holmes - Administrator and Debt Intervention 

 

Ex-Forces Support North Yorkshire 

Simon Farquhar - Project Coordinator 

Brian Woodley - Outreach Caseworker 

 

Macmillian & Citizens Advice 

Benefits and Money Advice Service 

Liz Foster - Project Coordinator and Caseworker 

From January 2018 Liz has been volunteering her role. 

 

Rural Reach and Advice Matters 

Rachel Hunter - Project Coordinator (RR) 
Brian Woodley - Outreach Worker (RR) 
Jayne Crowther-Green - Welfare Benefits Caseworker (AM) 
Ken Dent - Debt Caseworker (AM) 
Jackie Fielding - Welfare Benefits & Debt Caseworker (AM) 
 

MASDAP - Specialist Debt Advice 

Bev Dixon - Project Coordinator and Caseworker 

Zillah Holmes - Caseworker 

Charlotte Baker - Administrator 

 

Pension Wise 

Tom Adamski - Project Coordinator and Caseworker 

Nigel Lewin - Pension Wise Agent 

Pauline Ohr - Pension Wise Agent 

Adam Matthews - Pension Wise Admin 

 

Warm & Well in North Yorkshire 

Tom Adamski SPOC Coordinator 

Laura Thomas Partnership Coordinator 



 
 

 

Contact details 
 
  

                     
                    Hambleton 
 

 

277 High Street, Northallerton, 

North Yorkshire, DL7 8DW. 

Telephone: 01609 776551 

Email: admin@northyorkslca.org.uk 

 

 
                  Richmondshire 

 

 

23 Newbiggin, Richmond, 

North Yorkshire, DL10 4DX.  

Telephone: 01748 823862 

Email: admin@northyorkslca.org.uk 

 

                   
                   Ryedale 

 

 

Harrison House, Norton Road, Norton, 

Malton, North Yorkshire 

Telephone: 01653 695542 

Email: ryedale@northyorkslca.org.uk 

                                             

                    Selby 

                    & District 

 
38 Ousegate, Selby, 

North Yorkshire YO8 4NH 

Telephone: 01757 701320 

Email: selby@northyorkslca.org.uk 

 

  

Outreach locations 
 

Bedale Library,    Mercury House (Richmond District Council) 

Colburn Library,    Phoenix House Catterick Garrison), 

Colburn SureStart    Pickering Library 

Community House, Selby   Stokesley Library (The Globe) 

Easingwold Library,   Tadcaster (MP’s Office) 

Leyburn Medical Practice   The Clock, Thirsk 

 

Telephone Advice    Social media  
Adviceline 03444 111 444 

      @CAMid-NorthYorks 

Email Advice  

advice@northyorkslca.org.uk      @citizensadvicemidnorthyorks 

 

Online 
www.citizensadvicehrs.org.uk 
www.citizensadvice.org.uk 
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