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Introduction
Citizens Advice Daventry & District is an independent charity and a company limited by guarantee,
providing free and impartial advice, guidance, support and information to the citizens of Daventry and the
surrounding rural area.
Citizens Advice Daventry & District is a member of the National
Citizens Advice service and holds the Advice Quality Standard
Certification.
The aims of Citizens Advice are:
•

To provide the advice people need for the problems they
face, and

•

To improve the policies and practices that affect
people’s lives

Our service is provided free at the point of delivery and makes
responsible use of the experience so gained. This includes
the provision of front line diagnostic advice with referral to
specialist agencies where appropriate

Postal Address:
Citizens Advice Daventry & District
The Abbey
Market Square
Daventry
Northants NN11 4XG
Company number: 3877564
Charity number:
1078687
Admin / Fax:

01327 701 644

Adviceline:

03444 889 629

Welfare Benefits /
Disability helpline: 01327 701 646
Website: www.citizensadvicedaventry
anddistrict.co.uk

Citizens Advice Daventry & District provides advice and
information through a combination of client drop-in and
appointments, a county telephone advice service, email and
home visiting.
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Email:
supervisor@daventry.cabnet.org.uk
Chief Officer:
Dave Berry
Chair:
John Donovan

Chair’s Annual Statement 2017/18
I am pleased to report on a successful year for Citizens Advice Daventry and District (CADD). CADD is the main
advice organisation in the area offering free and independent advice on the problems that people face, be that
welfare, housing, debt, employment or any of the many other varied issues that we encounter. We also work to
gather evidence that could be used to improve practices and procedures that affect people on a day to day basis.
The strength of our organisation lies in the staff and
volunteers who carry out this work. I am constantly
impressed by the efforts of the relatively small
number of people who carry out this work which helps
to improve the lives of so many. During the year the
staff and volunteers have also had to cope with the
introduction of a new client recording system which
was successfully introduced in December. So on
behalf of the Board I would like to thank them for
their outstanding work this year.
CADD experienced a reduction in total income in the
year and recorded a small deficit for the year which
nonetheless was a better outcome than budgeted.
We are grateful to Daventry District Council for
their continued support without which we could
not continue our work. We are also grateful for the
support we receive from Daventry Town Council and
indeed from all our funders who are listed towards
the end of this report.
Securing our level of income in the current year is
once again looking challenging with notice being
served on our contract with First for Wellbeing
through which funds from the Northamptonshire
County Council are routed. Funds of £21500 from
this source has led us to help clients to claim over
£680,000 in benefits in the last year and this is
at risk if the funding is discontinued. The future
funding scenario is uncertain with the proposed
change to Unitary Council status within the county
and the Board will monitor and react to the new
situation as it evolves. The Board continue to explore
all opportunities to secure further funding and an
application has been made to the National Lottery
Reaching Communities fund where our bid is
in process.

We continue to be committed to working with local
voluntary and statutory sector partners and with
other CA offices to develop new and improved
services within the tight budget constraints that
we experience.
The number of clients we have had during the year
is approximately the same as last year but there has
been an increase of 19% in clients from the Daventry
town area with a reduction in the numbers elsewhere
in Northamptonshire following a reduction in our
contribution to the county telephone service. In terms
of the subjects on which we have given advice there
has been a small increase in housing issues offset by
a small reduction in benefits advice.
Last year saw the introduction of a new Performance
Quality Framework and Membership agreement from
national Citizens Advice. We get regular feedback on
our performance and we are compliant and in most
areas above the national average.
During the year the Friends of CADD and our staff
and volunteers have raised money through the 100
Club, quiz evenings and other activities and I would
encourage you to support them in this.
I would like to thank the members of the Trustee
Board for their work over the past year. Our Treasurer,
Bill Dearns, stepped down during the year and I would
like to thank him for his many years of service in this
role and am pleased to say that he has agreed to
remain on the board. Steve Hupfield has become the
new Treasurer and as Steve has had to step down
from the role, Clive Brown has become Deputy Chair.
We also saw the resignations during the year of Brian
Williams and Colin Poole as Trustees and I would like
to thank them for their service.
John Donovan
Chair, Trustee Board
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Chief Officer’s Report 2017/18
My first full year in post has been an interesting one that has included successfully retendering for our contract
with Daventry District Council (DDC) for funding from April 2018 for 3 years, establishing a good working
relationship with the Daventry Town Council (DTC) whose support along with our DDC funding has meant we
are continuing to move forward in providing our very necessary service. Support from The Northamptonshire
Community Foundation (NCF) has also contributed significantly in our outreach work. So thank you to DDC, DTC,
NCF and The Constance Travis Trust for their continuing financial support.
We still need more volunteer advisers as sadly some have had to leave often due to caring for ageing family
members. One of our longest serving volunteers, now retired, was recently awarded a BEM for her work with
us. Without our volunteers we couldn’t provide the service we do, so a very grateful thank you to everyone who
volunteers with us. My thanks also to our small but dedicated paid staff team whose humour, commitment and
dedication is seen every day we are open. My last thank you goes to the volunteer Trustee Board their wisdom
and commitment continues to challenge and sustain me.
The context in which we are operating has also changed with Universal Credit, with all its challenges, and more
confusing systems for us to empower our clients to access. We respond to the opportunities that come from our
changing context and move forward.
The systems I mentioned above are ones that give our clients 100 pages of their files expecting them to wade
through them to find the relevant sections. Phone calls from the DWP staff to an elderly client again expecting
them to be able to react to them immediately. The DWP doesn’t record outgoing calls so we end up with the
DWP saying one thing and the client another with no written evidence. Evidence that doesn’t have to necessarily
include 100 pages.
When one of our clients went for a work capability assessment they were told they were fit for work. So the
person who has Psychosis and Schizophrenia stopped taking their medication because the DWP told them they
were fit for work. It took a long time for the GP to get them back on their medication!
We worked with an external agency to gather evaluation feedback from 33 people with mental health problems
and/or disabilities we helped in 2017. They told us:
•

Successful benefits claims/appeals increased their income by between £2,893 and £8,991 a year

•

81% said our advice and support helped them solve their money worries

•

71% said they now better understood how to manage their finances

•

93% had improved mental wellbeing,

•

90% felt more optimistic about life

•

83% said they could better deal with problems,

•

80% felt less stressed/anxious

•

79% felt more in control of their lives
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Further research with local partners and 41 potential clients with mental health issues and disabilities, shared
these experiences:
	83% said they find the benefits system stressful and the same proportion said they wanted help and advice
about benefits
	80% said they’re worried about having enough money to live on
	52.5% said they have had to cut back on food to save money
	50% have debt problems and want help or advice resolving those problems
	48% feel they have had a benefit claim turned down unfairly

These issues are exacerbating their health problems and preventing them from leading a fulfilled life:
	92% said money worries were contributing to stress, anxiety and depression
	64% said they had made physical health problems worse
	54% said they had contributed to difficulties in their personal or family relationships.

We will manage our finances responsibly, continue to seek funding to help support our clients and volunteers,
deliver a high quality responsive service and seek opportunities to move the organisation forward.
Dave Berry
Chief Officer
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Our bite-sized Service Strategy


The needs of our clients are our top priority. We assess the needs of clients and ensure that the
most appropriate information, advice, self-help or referral is provided at an early stage.



We want to be the first place of contact for people in the local area seeking any type of advice.



We are continually reviewing the ways that people can access our services, including telephone,
email, outreach and home visiting in addition to our drop-in and appointments.



Our very secure national client case recording system has been developed to ensure that
clients do not have to repeat information they have already provided.



We strive to ensure that our commitment to equality translates into an effective discrimination
advice service.



Our Research and Campaigns policy aims to enable us to have an impact on policy, both locally
and nationally.



We seek ways of working in partnership where possible to prevent duplication and improve the
range of services available to those in need.



As the backbone of our service, we are investing in the personal and professional development
of our staff and volunteers, as well as those who manage them.
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Client Statistics
New Clients / Enquiries
Email

2017/18

(2016/17)

Drop in and appointments

2,074

2,048

Telephone

1,277

1,380

Email

214

207

Home Visits

167

151

Total clients with new issues

3,732

3,786

Total new enquiries

4,768

5,004

Home Visits

Telephone
Drop in and
appointments

Client enquiries by subject

Subject

No of new
client issues

% of total

Benefits

1464

39%

Debt

397

11%

Housing

368

10%

Employment

319

8%

Relationships

291

8%

Consumer

138

4%

Legal

171

4%

Health

65

2%

Immigration/Discrimination

61

2%

Tax

30

1%

Travel / Transport

34

1%

Financial Services

46

1%

Utilities & Telephones

49

1%

Other

299

8%

Total

3732

100%

Travel / Transport
Financial Services
Tax

Utilities & Telephones

Immigration/
Discrimination

Other

Benefits

Health
Legal
Consumer

Relationships

Employment

Housing

Debt
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Our clients
Housing:

Staying with friends

Tenants of a Registered Social Landlord

44%

Private Tenants

20%

Own their own home no mortgage

13%

Buying their home with a mortgage

12%

Staying with friends

8%

Are Homeless or in B&B

3%
100%

Are Homeless
or in B&B
Tenants of a
Registered Social
Landlord

Buying their
home with a
mortgage

Own their own
home no mortgage

Private Tenants

Couples without
dependents

Family:
Single people

49%

Adults with dependents including children

26%

Couples without dependents

25%

Single
people

100%
Adults with
dependents
including children
Carers

Employment:

Retired

Employed: Full time,
Part time or Self Employed

36%

Unemployed seeking work

21%

Permanently sick or disabled

21%

Retired

16%

Carers

6%
100%

Employed

Permanently
sick or disabled

Unemployed seeking work
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Client Contact by Area
Client Contact by Area

Parish

Clients

Althorp

Hellidon

Arthingworth

Holcot

Ashby St Ledgers

Holdenby
Hollowell

2

Barby

23

Kelmarsh

3

Boughton

1

Braunston

74

Lamport

2

Brington

3

Lilbourne

2

Brixworth

25
21

Naseby

7

Catesby

Nether Heyford

Chapel Brampton

Newnham
10

Other Northamptonshire
(County Telephone Service)

76

Anonymous

193

Total clients

3,732

21

Clay Coton

Overstone

2

Clipston

2

Pitsford

Cold Ashby

6

Preston Capes

4

Cottesbrooke

5

Ravensthorpe

15

Creaton

1

Scaldwell

39

Sibbertoft
Spratton

1

2

East Haddon

15

Everdon

14

Stanford upon Avon
Staverton

East Farndon

12

Stowe IX Churches

4

Sulby

1

Thornby
17

Walgrave

5

Eydon

1

Watford

11

Farthingstone

4

Weedon

125

Welford

2

Welton

17

West Haddon

17

Fawsley
Flore

Out of Area

Norton
Old

Elkington

428

35
8

Church Brampton

Draughton with Maidwell

102

123

Canons Ashby

Dodford

South Northants

Long Buckby
Marston Trussell

DIRFT

2,076

28

15

Crick

Daventry Town:

Kilsby

Moulton

Charwelton

857

5

18

Byfield

Daventry District: Rural Area:

Clients

Badby

Brockhall

District 2017/18

Parish

13

Great Oxenden
Guilsborough

10

Hannington
Harlestone
Haselbech

Whilton
Winwick

5

2

Woodford Halse
Yelvertoft

73
6
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Research and Campaigns 2017/18
Citizens Advice has twin aims. One is in the name—Advice for clients who visit the office with many
problems from Benefits and Debt to personal family
issues and Consumer.
The other aim is to capture details of those problems
which are caused by the system and could be altered
to make things more efficient for clients. This is where
Research and Campaigns comes in. Information
about the same regular problems are collected and
sent, through Evidence Forms to Citizens Advice
National office.
One example of this is the delay in receiving Universal
Credit (UC). When it was first introduced applicants had
to wait up to 6 weeks before any money was received.
This has been reduced to 4 weeks after evidence
forms from all over the country told of hardship being
inflicted on clients who are in need. Previous benefits
are stopped when UC is applied for, but for the client
there is still a period without any money. An Advance
Payment can be asked for but this is a loan so amounts
when received are less until the loan is repaid. If old
benefits were continued until first payment of UC that
problem would be solved. This collecting of evidence to
send to Citizens Advice National office and then passed
on to central Government is a demonstration of the
second aim of Citizens Advice.
During the past year Citizens Advice National office
has focused on Mental Health and how this can impact
on a person’s well-being. Evidence forms have been
sent in to Head office from Daventry to illustrate these
problems. Here are a variety of issues these people
have to contend with.
Benefits:
To claim disability benefits the governments assessor
will score the client’s disability, if the score is less
than 15 points then the client fails the test. These
assessments appear to fail to clearly identify mental
health issues, depression for example, is not obvious.
If the applicant is called for an assessment away from
home and cannot leave the house because of his
illness, he cannot go for assessment and the benefit
is stopped.
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One client has been getting Disability Living Allowance
for many years for a number of physical problems. He
had a Mobility car. That benefit has now been replaced
by Personal Independent Payment (PIP). This needed
another assessment. Our client is now suffering from
depression as he forgot to go to the assessment, lost
the letter and his benefit was stopped and his car taken
away. He has to appeal which means writing a letter,
attending a Tribunal, increasing the stress on him and
he can’t cope. We can help him but he has been told it
could take up to 8 months. He has also been
questioned about fraud. All this has made his mental
illness worse.
A knock on effect for this client and others in a similar
situation is Debt, with his income greatly reduced.
He cannot hold down a job but the rent and normal
household bills need paying. For these clients the only
way out if family can’t help is to take out a loan or bank
overdraft. The easiest loans to get are still those with
exorbitant interest rates. They are in a debt spiral they
can’t get out of without help from us.
Another area which needs highlighting is the lack of
accommodation for young people in Daventry. This is
a national problem but information about cases from
Daventry are sent to Citizens Advice National office in
the hope that more money can be given to this area to
provide hostels or single accommodation for people
who have to resort to rough sleeping. Food parcels
can be given but although these are essential they are
limited if there is no way to heat the food, store some
for another day and so on.
Each person who comes to the office of Daventry and
District Citizens Advice need help or advice of some
sort and It is often possible to help sort things out. By
the sending of evidence to Citizens Advice National
office, it is hoped that some of these problems can be
avoided.
The Citizens Advice service in Daventry is staffed by
Volunteer advisers, they are essential to make sure that
this work can be continued. Without evidence to the
contrary Government will assume that all is well. It isn’t,
so they need to know how their policies affect ordinary
people in the hope that changes can made as soon
as possible.

Thank you from Citizens Advice Daventry & District
A huge thank you to the following organisations who supported us in 2017/18;

Daventry District Council			

South Northamptonshire District Council

Daventry Town Council				

Constance Travis Trust

Community Law Service

Daventry Consolidated Charity

Commsortia/First for Wellbeing
(Northamptonshire County Council)

Friends of Citizens Advice Daventry & District
Parish Council Donations

Northamptonshire Community Foundation		

We also thank numerous clients and other individuals who kindly gave donations, throughout the year or provided
services in kind.
And we especially thank our volunteers, staff and trustees for giving their time and commitment to providing this
advice service to clients.
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Advice Quality Standard

Citizens Advice
Daventry & District

The Advice Quality Standard (AQS) tells
your clients that you offer a quality assured
service. It will communicate your commitment
to professionalism, quality and customer
care. Only organisations which have achieved
the Standard will be able to display the AQS
logo. These guidelines are designed to help
you use the logo correctly and consistently.
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