
 

 
 

Coventry Citizens Advice 
Making  

society fairer

Annual Report  
2016–17



2

Our Service in numbers

 

 

 

21,048 
Total number 
of enquiries 
dealt with 
by Core & 
Casework 
Services

13,000 clients
seen by Core & 

Casework Services

4 out of 5 people  
said advice they received  

had improved  
their life  

55
Volunteers 
supported 
our service

57%
of Volunteers 
moved into 
employment  
or education

21,120 
– hours of service  

provided by Volunteers  
over the year

Over £150,000  
of value added service 

Over 10,000
more clients seen  

by Targeted Services

* This figure is a national figure from the 'The 
Difference We Make – our impact in 2016-17' 
(Citizens Advice 2017).

(including health and finances)*
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Coventry Citizens Advice is a local independent charity delivering, what we believe is an essential service. We 
have been serving the citizens of Coventry for over 75 years 
and have every intention of serving them for another 75 
years. But we need your help.
Over recent years we have successfully delivered advice and support projects for central government departments, our local 
authority, reputable national charities and multi-national utility 
companies (see the inside back page for a public thank you to our 
current funders and partners). We deliver outcomes to above the 
required standard and on time. We innovate and we co–design, 
working with our funders to continually improve our programmes 
for the betterment of our clients. We use our clients’ experiences to 
generate evidence–based policy change. The consequence of this 
work ethic is a string of projects which have been considered to be 
leading examples of their kind.
The funding environment for organisations like ours is constantly 
changing, becoming more complex. We need to respond and are 
always looking for innovative ways to work and new partners to 
work with. We are a trusted brand, locally and nationally, and always 
open to mutually beneficial and productive partnership working. It is a privilege to serve our community and, with your help, we aim 
to carry on making a difference.
If you read something in this report which you would like to know 
more about visit our website – at www.coventrycitizensadvice.org.uk.  
If you would like to talk to us about a potential partnership opportunity, or would just like to make a simple donation to help 
us continue our services, please contact Nigel Smith, Interim CEO 
on nsmith@coventrycab.org.uk Thank You

Nigel Smith  Interim CEO

An open letter to our Community
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Chair’s Report: A Demanding Year

The past year has been a demanding year for the City. 
The beginnings of recovery from the UK’s recession are 

emerging, but the pressure on many people remains intense. 
Pressure over housing, money, utility bills, food costs, 
debt management, welfare reform and Universal Credit 
implementation is considerable. Every day we find the demand 
for our services rising as more and more people seek help, 
advice and support from our organisation here in the city. 
We remain watchful and involved in the national policy framework and 
discussion around a range of issues – welfare reform, utility policy, 
financial and lending regulation, support for refugees and asylum 
seekers, food poverty, gambling regulation and housing matters, to 
name but a few. We see a core part of our mission not only to help 
people at their time of need, but to seek to influence local, regional and 
national policy and practice, in order that people are treated fairly and 
reasonably and that policy protects the most vulnerable, rather than 
exposing them further to risk and pressure.  

Funding & Partnership
Funding from partners has also ensured that those most vulnerable 
in our society are able to access free, impartial and expert help, 
advice and information when they most need it. We are especially 
grateful to our core service funder, Coventry City Council, who, despite 
overwhelming internal pressures over funding due to national funding 
cuts, has continued to maintain our grant and make our service 
possible. The advice sector and city partnerships, which are many and 
varied across the city and beyond, continue to nurture our work and 
allow us to better perform our collective responsibilities in Coventry 
and across the wider region.

The funding that we receive for commissioned services has become 
smaller, whilst requiring additional activity. We are likely to see a further 
diminution of income during the coming years and are actively looking 
for new sources of support and income. In order to maintain our core 
services, we have undertaken an exercise in reviewing all our costs and 
expenses and will be implementing some structural changes in the 
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coming months to consolidate the review’s findings and maintain, as 
always, effective financial stewardship and controls. 

The Generosity of People & Progress
The performance of Coventry Citizens Advice has been impressive, 
rising to meet the challenge presented to us to care for our clients in 
the best way possible. I never cease to be astonished at the consistent 
diligence and commitment of staff, volunteers and fellow trustees in 
giving their time and effort. I must express my thanks to all those who 
work or volunteer, as well as to our partners across the City  
and beyond. 

Inevitably, during the year 
we’ve had several staff leave 
for new and exciting career 
opportunities, including our 
Chief Executive.  We are 
recruiting this autumn and have 
also had a number of new and 
excellent colleagues join us over 
the past year. 

The year ahead presents a 
whole range of opportunities for 
us to consolidate our services 
and improve the way we support 
the residents of Coventry and 
beyond. I am very much looking 
forward to the progress we’ll 
make in making our City a better 
and fairer place to live.

Simon Brake,  
Chair of the Board  
of Trustees. 
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Trustees Report

Outwardly the role of a trustee may appear a little like the end 
of a loaf – worthy, essential even, but a little dry and boring. 

Nothing could be further from the truth. It is a roller coaster 
of challenges and emotions: sadness that Coventry Citizens 
Advice is still needed as much as ever by the people of Coventry; 
admiration for our volunteers who give up their time to learn 
the skills necessary to help people effectively and then provide a 
regular service to the organisation; regret that we cannot reach 
more vulnerable people; pride in the staff and volunteers who 
regularly meet the demands placed on them; frustration that we 
cannot exert greater influence on political leaders and awe at 
the campaigning work undertaken by staff.

Despite all trustees knowing how diverse and rewarding the role 
can be, in 2016 we realised we weren’t entirely sure how well we 

were carrying out our responsibilities or where we should focus to gain 
maximum benefit from making changes. 

We therefore decided that we should ask an external body to carry 
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out a governance review to assess our performance and suggest 
improvements we could make to our contribution to Coventry Citizens 
Advice. The National Council for Voluntary Organisations were able to 
assist with this. We were very pleased with the results of the review 
(and possibly just a little relieved that, as a Board, we were considered 
to be functioning effectively). The review also facilitated our creation of 
an action plan to further develop governance. A skills audit of trustees  
demonstrated the breadth of knowledge and experience currently 
provided by the Board but has also identified where additional skills 
would be useful.

In the coming year we are looking forward to welcoming new trustees 
with a range of skills, that will increase the diversity of the Board and 
bring with them fresh ideas and enthusiasm; to build on the dedication 
and achievements of current and previous board members.

It is a real honour 
and privilege 
being a trustee at 
Coventry Citizens 
Advice. Knowing 
the difference 
we make across 
the city with the 
services we provide 
to clients fills me 
with pride.

Harry Hall, Trustee
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Coventry Citizens Advice is a volunteer driven organisation 
and we are enormously privileged to have such an 

impressive volunteer force.  

Each week, volunteers gave over 
400 hours of service as advisers, 
administrators, receptionists, and 
research and campaigner support 
workers.  Over the last two years, 
57% of volunteers moved onto 
further education or employment 
opportunities, 11% of those within Coventry Citizens Advice itself.

We positively support the contribution made by volunteers of all ages. 
Our oldest volunteer last year was 79, with the youngest clocking 
in at 14.  Our average volunteering age is 39. Men and women are 
represented equally.

We are proud that our volunteers come from across the whole city, 
with high representation (around 60%) from the most deprived Wards. 
Our volunteers speak over 20 different languages. Volunteers were and 
remain core to our service.

In 2016–17 we ran three recruitment cycles, with 10 sessions of training 
for advisers.  We led successful recruitment drives for PensionWise, the 
Money Advice Service and Macmillan, freeing up staff to spend more 
time with their clients. 

Volunteers Report

In 2016–17

55 volunteers 
helped us reach 

over 10k people 
with more than  

26k issues
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We created new volunteering roles – Utility Champions and 
Communications Volunteers – providing more variety in our volunteer 
opportunities and better support to our services. Separately, our 
Work Placement Programme recruited and trained, three Coventry 
University students who worked with Core Services to deliver advice 
three days per week. 

Staff feedback was resoundingly positive:
‘He is so reliable; you could set your watch by him!’

‘We look forward to her coming in…she really gives us a boost’

‘She asked to learn audio–typing, we were able to give her our expertise 
whilst she gave us loads of admin support.’

More importantly, our volunteers said:

‘The support I receive from the staff is first class.’ – Joe

“Volunteering here gave me a fresh start and  
a whole new perspective.” – Alex

‘Tuesday is my volunteering day – the best day in my week’ – Carol

If you want to know more 
about volunteering at Coventry 
Citizens Advice contact me on:

ARugg@coventrycab.org.uk 
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Treasurer’s Report

This has been another year of change for our organisation. 
We have seen cuts to our core and project funding and 

as a result we have needed make some tough decisions. Our 
incoming resources this year were £3,075,138, down from the 
previous year’s income of £3,691,175. At the end of this year 
there was a modest surplus of £3,535.
As at the 31 March 2017 our reserves stood at £473,126, of which 
£162,151 was restricted.

The Integration projects have continued to increase in size and we have 
been fortunate enough to be a part of the new  Big Lottery/ESIF Building 
Better Opportunities  schemes. We are also continually grateful for the 
ongoing support from Coventry City Council, Macmillan, The Big Lottery, 
Coventry Building Society, Severn Trent Water, National Grid, Tudor 
Trust, the Money Advice Service, Western Power Distribution, Citizens 
Advice and a range of other partners who together provide the funding 
that enables Coventry Citizens Advice to provide and maintain a wide 
range of services.

We have experienced additional funding cuts following the year end 
and have also gone through a lot of organisational change. These have 
brought us more challenges, but we are firmly committed to continuing 
our proud history of providing help and advice to the citizens of Coventry 
in these changing times. Our staff and volunteers work tirelessly 
campaigning, supporting and promoting the organisation and I would 
like to express my thanks to them all. We are actively seeking out new 
sources of funding to continue to support our current projects but we 
are always looking for new worthwhile projects where, we believe, we 
can make a real difference.

Leon Taylor

Treasurer
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Statement of Financial Activities for the year ended 31 March 2017

Unrestricted
Funds

Restricted
Funds

Total
2017

Total
2016

Income and Endowments from £ £ £ £
Donations and legacies 1,327 – 1,327 1,830

Charitable activities 776,557 2,290,469 3,067,026 3,684,960

Other Trading Activities 5,920 – 5,920 2,601

 Investments 865 0 865 1,784

Total Income and Endowments 784,669 2,290,469 3,075,138 3,691,175

Expenditure on  

Charitable activities: 797,862 2,185,939 2,983,801 3,501,561

Governance Costs 87,802 – 87,802 84,930

Total Expenditure 885,664 2,185,939 3,071,603 3,586,491

Net (Expenditure)/Income (100,995)  104,530  3,535 104,684
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Our City – Our Clients

Our City

Coventry is the ninth largest city in the UK, with 345,000 
citizens – an increase of 2.4% on last year. When set against 

the national average, our city has a younger and more diverse 
population but also higher rates of homelessness, deprivation, 
and health inequality. We also have fewer residents in skilled 
occupations and substantially fewer ‘knowledge workers’ than 
the national average. 
We live in a city that is becoming ‘digitally included’, but we are not 
there yet. While 70% of Coventry citizens say they have access to the 
internet, only 40% feel confident using it.

We live in a city which is increasing its skills base; currently only 36% of 
residents are ‘knowledge workers’ (compared to 45% nationally).

Coventry is more ethnically diverse than the UK as a whole, yet average 
income is £24K PA compared to a national average of £31K PA, one 
quarter of children live in low income families and 13% of households 
are in fuel poverty.

Most recent figures say we have 573 homeless households in priority 
need (nearly double the national average), with higher infant and 
standard mortality rates than the national average.

We live in a city with a continuing need for our active support.

Average income in 
Coventry is 
£24K PA 

– compared to a 
national average of

£31K PA 

One Quarter 
of children in 

Coventry live in low 
income families 

and 13% of 
households are in 

fuel poverty
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Our Clients
Our efforts as a local CA are geared to giving equal access to all 
elements of our city's population, but particularly those who are 
potentially vulnerable and/or 'hard to reach'. Hopefully, the figures 
below show we do reach all of Coventry.

l The age of our clientele represent a 'normal distribution' with the 
bulk between 30–55 years old

l just over 1/3 of our clients are white with just under 2/3 being BAME

l our clients are evenly split between those that categorise 
themselves as disabled, retired, unemployed or employed

l 1/3 of our clients are in social housing, 1/3 are in private sector 
accommodation and 1/4 are owner occupiers

l single people represent 1/5 of our clients, with 13% couples with 
children, 12% single parents and 8% couples with children.

We continually strive to reach those 
most in need and have added digital 
services to our pre–existing 
face–to–face drop–in 
services in recent years. 
We are now one of the few 
independent multi–issue 
advice services 
continuing 
to offer F2F 
services 
and we will 
continue to be 
so for as long 
as we can.
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Our role is to listen to our clients, learn from their 
experiences and influence decision–makers. But 

research and campaigns is a collaborative act. So, with the 
help of our partners, these are our top 5 achievements 
from 2016–17:

Key Outcomes
l we helped drive the development of Coventry’s first multi–agency 

food poverty project – ‘Feeding Coventry’ – and continued to play a 
critical role in combatting food poverty;

l we shaped the implementation of, and led community feedback on, 
reforms to Council Tax Support, winning a more sympathetic and 
just Council response to council tax debt recovery;

l with partners, we designed and delivered the city’s response to 
reforms to the Benefit Cap, helping to mitigate some of its most 
damaging impacts;

l we led local and regional policy responses to the roll out of 
Universal Credit ‘live service’ in our role as Citizens Advice ‘UC 
Partnership Intelligence Hub’ for the Mercia District; and,

l with others, we helped reverse Council budget proposals to close 
the Jobshop and associated employment support programmes for 
NEETS and others.

Research and Campaigns

1256 

Housing issues 
dealt with

6098 

Welfare issues 
dealt with

5219 

Debt issues dealt 
with
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And Other Highlights
l Giving evidence to the House of Lords Select Committee on 

Financial Exclusion at a special visit they made to our local office;

l Receiving representatives of the Albanian Ministry of Public 
Administration wanting to know how the work of local CA offices 
strengthened civil society in our pluralist democracy;

l Having our work featured in the March (Budget Edition) of The 
Economist magazine;

l Achieving a ‘Highly Commended’ for our anti–loan shark campaign 
work from the England Illegal Money Lending Team – the only such 
award in our region; and,

l Being shortlisted for the Citizens Advice ‘Most Influential  
Campaign’ Award.

This is only a snapshot of the work we did in 2016–17. 

If you want to know more about our work contact Ed Hodson at 
ehodson@coventrycab.org or visit the campaigns pages of our 
website. Help us get the voices of our clients, our advisers and our 
partners heard.

At Coventry Citizens Advice

Key
	 Welfare

	 Debt

	 Financial Services and Capability

	 Utilities

	 Housing

		 Employment

In 2016–17 our cases were made up of:
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Core Services
Sitting at the heart of Coventry Citizens Advice, Core Services 
is the first point of access for the people of Coventry who need 
help with the problems they face. 

What did we achieve last year?

How did we do it?
We had a team of dedicated volunteers and staff providing the service 
through our 3 channels of advice.
l Our daily drop in service – was open 5 days a week providing a 

triage service and advice, signposting and referrals – whatever was 
best for our clients.

l Advicebuddy – Advice was available 24 hours a day from our 
self–help website.  People could contact us through Advicebuddy if 
further help was required. We responded within 3 working days.

l Adviceline – Our trained volunteers took calls Monday to Friday 
between 10am and 4pm.  

l Witness Service – this was a direct referral system for witnesses 
who had advice needs that we could help with.

l Digital Money Coach – We also provided tailored 1–2–1  support for 
clients to complete a wide variety of online tasks – 340 appointments 
to date, £500,000 in financial gains and 70% of clients reported having 
more confidence in dealing with 
things online.

l Earn it, don’t burn it – This 
was an early intervention 
project aimed at Orbit Housing 
Association tenants, focusing on 
ways to earn and save money 
using online tools and resources.

We helped more than 

people

Dealt with more than 

enquiries
17,000 8,000 

If you would like to know 
more about the work of Core 
Services explore our website 
or contact Joanne Adams on 

joanne.adams@
coventrycab.org.uk 
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Casework Services

In 2016-17 Casework Services supported over 5000 clients 
through multiple channels from delivering information 

through to representational work at tribunals and county 
court. This service represented those with multiple complex 
needs and those most vulnerable. 
The service was delivered through a number of projects including the 
Money Advice Service Debt Advice Project (MASDAP), Macmillan Cancer 
Support, Restart (Trussell Trust – Foodbank), Children and Young Persons’ 
Project (ChYPP) and TB/HIV support. We experienced real challenges 
throughout the year; primarily due to relentless demands for our services.

ChYPP– Children and Young Persons’ Project 
increase the life chances and opportunities for children in Coventry  
by removing the barriers faced by them and their parents 
Financial gains– £270,839.20

Financial gains of

Thank you your 
support has made a 
great difference at 
this difficult time

Macmillan Cancer  
Support Service 
supporting cancer patients:

Client quote£3,469,508.31

Restart –Trussell Trust
 supporting vulnerable clients who use 
Coventry Food Bank  
1500 enquiries,  
financial gains of £791,907.92

939       client cases supported 

343       non casework activities
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Money Advice Service 
This specialist debt team
dealt with 2063  

client enquiries in 2016–17.

The team also received an 

84% grading 

in a recent national quality of 
service review; one of the highest 
grades for such work in  
the country. 

Their clients were equally happy 
with their work.

TB/ HIV support  
funded by Local  
Authority Public Health –  

I am very grateful 
for the support I 
have received. I am 
hopeful that this will 
contribute towards 
my healing process

Client quote

Financial gains of 
£41,731.69

complex cases  
 advised40

Building Better  
Opportunities
Coventry Citizens Advice offered 
two projects under the banner of 
Building Better Opportunities – 
‘Progress’ and ‘Breakthrough’. 

Progress: 
Helping young people to navigate a 
path towards a successful future.

Breakthrough: 
Helping people to break down 
barriers that stops them from 
moving forward.



90 clients helped 
since October 2016

£142,724.10  
Financial gains since 
October 2016

If you would like to know more 
about the work of Casework 
Services explore our website 
or contact Balwant Nahal on

bnahal@coventrycab.org.uk
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The Utilities Team

The Utilities Team have highly successful partnerships 
with Severn Trent, Western Power, Cadent Ltd–Affordable 

Warmth Solutions, and Citizens Advice providing holistic 
support packages to fuel poor households to manage fuel debt, 
save energy and reduce fuel bills. 

Targeted Services

The Big Difference Scheme 
has supported over 

40,000 
 Severn Trent customers to 

reduce their water bill

Helped over 1000 clients

Generated nearly £1.5m  
in financial savings

This year our AWS, Power Up & Energy Best Deal Extra projects:

£927,827 
Income Maximisation/debt  
£364,619
Heating Solutions
£88,583
Switching tariffs    
£86,265
Health & Wellbeing
£15,072 
Behaviour Change

Savings came from

In 2018 we want to:
l Establish tariff switching 

sessions in the community 
to educate people on how 
to reduce their energy bill by 
switching tariffs

l Create more partnerships with 
energy and health agencies 
to reach more fuel poor 
households 

If you would like to know more 
about the work of the Utilities 
Team explore the projects 
pages on our website  
or contact Claire Differ on 

CDiffer@coventrycab.org.uk 
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Pension Wise 
We were one of the local 
Citizens Advice offices chosen 
to deliver the Pension Wise 
service. Launched in April 2015, 
the service provides guidance 
on pension freedoms across 
the UK.

By February 2017 the national 
service had delivered 119,000 
face to face and phone 
appointments.

We delivered face to face 
Pension Wise appointments to 
people aged 50 and over with 
a defined contribution pension 
in nine locations including 
Coventry & Rugby, and have 
delivered 5,140 appointments 
in August 2017. Customer 
satisfaction is 90% and we 
regularly receive positive  
user feedback.

 

 

‘That’s the best 45 
minutes of information 
I have received in a long 
time, I now understand 
my options and what 
decisions I need to 
make.’

Thank You.

Pension Wise Client

Coventry Consumer 
Empowerment  
Network

Protecting and promoting 
consumers’ rights 

Citizens Advice funded our 
Consumer Empowerment 
Partnership for the 4th year running; 
one of only two local offices in the 
country to be so rewarded. This is 
what we did with the money:
Key Activities
l worked with Trading Standards 

to support National Scams 
Awareness Month

l worked with the City Council 
and the NEA to drive Big Energy 
Saving Week

l worked with Citizens Advice to 
publicise National Consumer 
Week

l contributed heavily to the 
national debate on the 
treatment of energy Pre–
payment Meter Users, and

l delivered a research project for 
CA on access to ‘online market 
places’ for those with disabilities. 

If you want to know more about 
this work visit the project pages 
or contact Ed Hodson at  
ehodson@coventrycab.org.uk 
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Rooted Project 2016–2021

Funded through Big Lottery Fund, Rooted is a collaboration 
between Coventry Citizens Advice and Valley House, 

targeting people who are homeless or vulnerably housed. 
Through a combination of practical advice and information coupled 
with emotional support, the project has enabled isolated, vulnerable 
and disadvantaged individuals to access and sustain tenancies. 

So far we have supported 61 clients, many of whom are disabled, 
unemployed and living in temporary unsecure accommodation.

All clients have reported improvements in their well–being.

To date we 
have prevented

  33
 evictions 

We believe Temporary 
housing in hostel 
accommodation is not an 
appropriate way to address 
housing crisis for the most 
vulnerable.

We welcome a joined up 
service from providers  
to prepare and support 
vulnerable tenants before, 
during and after their  
initial tenancies.

Key Learning 
What we know:
Early Intervention is the Key – putting 
early support in place to minimise crisis 
and costs. Our service users prefer to 
receive expert practical support first 
before emotional support is provided. 

Service users benefit emotionally from 
the provision of immediate financial 
support to meet their practical needs 
in a crisis. Once people have a secure 
home they are more likely to accept/want 
to explore emotional support/underlying 
mental health issues.



22

The Integration Project

The ‘Integration Project’ supported families arriving in the UK 
from one of three Home Office programmes: Syrian refugees 

(VPR), former Afghan interpreters 
for the British Army and vulnerable 
refugee children with their families 
(RVC). The project was a partnership 
with Coventry City Council, Coventry 
Refugee & Migrant Centre and 
Coventry Law Centre.
Integration Officers provided holistic 
wrap-around support for newcomers 
during their first year in the UK.

From it’s inception in 
2014 the project has 
received:

104 Afghans

370 people on the VPR 
(Coventry), and

48 people on the RVC 
programme

If you want to know more 
about our Targeted Services 
explore the project pages on 
our website or contact  
Julie Robinson at 

JRobinson@ 
coventrycab.org.uk  
for further information.

The project also supported 68 
people in the VPR programme 
who settled in Warwickshire.

The Integration Project is a 
national leader in developing 
approaches to refugee 
resettlement. 



23

Thank You

Age UK
Band Hatton Button
Big Lottery Fund
Coventry Independent Advice 
Service (CIAS)
Citizens Advice nationally and 
other Local Citizens Advice across 
Warwickshire and the West Midlands
Coventry Building Society
Coventry City Council
Coventry Law Centre
Coventry Refugee and Migrant 
Centre (CRMC)
Coventry and Rugby CCG
Coventry University
European Social Fund
Foodbanks Coventry
Groundworks
Healthwatch Coventry
Holts
Loveitts
Macmillan Cancer Support
Micro Technology Services (MTS)
Midland Heart
Money Advice Service
National Grid
Orbit Housing Association
Partnership for Coventry
Public Health
Schools from across Coventry
Severn Trent Water
Trussell Trust
Tudor Trust
Voluntary Action Coventry
Western Power Distribution
Whitefriars Housing Association

A big thank you to all our 
funders, partners and 
supporters
To all other organisations 
and individuals who we 
may not have mentioned 
above, we want to say 
how much we have valued 
your support over the 
past year in our work to 
make society fairer.
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www.coventrycitizensadvice.org.uk 
   

@coventryCAB


