
 
 
 
 
 

 
 
 
 
 

Annual Report   2020/21 

 
 

 
 

 
 
  



 

 
 
 
CITIZENS ADVICE SERVICE 
 
 
AIMS AND PRINCIPLES 
 
The Citizens Advice service provides free, independent, confidential and impartial 
advice to everyone on their rights and responsibilities. It values diversity, promotes 
equality and challenges discrimination. 
 
It values diversity, promotes equality and challenges discrimination. 
 
The service aims: 
 

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

 
 
Principles 
 
Independence  Impartiality  Free   Confidentiality 
 
EQUAL OPPORTUNITIES 
 
The Management of Citizens Advice Rossendale & Hyndburn is committed to a policy 
of equality of opportunity in its employment practices and in the service it offers to the 
community. 
 
The aim of the policy is to ensure that no applicant, employee, volunteer or client is less 
than fairly treated because of class, colour, creed, ethnic or national origin, disability, 
sex, sexual orientation or marital status. 
  



 

 

About the Service 
 

Citizens Advice Rossendale & Hyndburn helps local people resolve their legal, money 
and other problems by providing information and advice and by influencing policy 
makers. We use evidence from our clients’ experiences to campaign for 
improvements to unfair laws and practices that can affect everyone. 

Every local Citizens Advice office is an independent registered charity. Without funding 
and volunteers we could not continue to provide services to local people living and 
working in Rossendale and Hyndburn. 

In 2020/21 we successfully delivered a number of funded projects, which included; 
Money Advice Service Debt Advice Project, debt advice in Rossendale funded through 
Rossendale Council, Crisis Support through the National Lottery Community Fund, 
Homelessness Prevention through our Henry Smith project, Universal Credit Help to 
Claim with funding from the DWP, Energy Advice through British Gas Energy Trust and 
The Energy Redress fund, Census Support through the Good Things Foundation and 
our general advice service with funding and help in kind from Rossendale and 
Hyndburn Borough Councils. We also got extra support from the Community 
Foundation for Lancashire to help support volunteers working remotely. 

We delivered advice through our offices in Bacup and Accrington and at Rossendale 
Council’s One Stop Shop, over the phone on Adviceline and by letter and email.  We 
also developed improved referral systems with partners and local community 
organisations, launching Refernet for some partners and encouraging partners to 
refer through our website due to the suspension of face to face services.  We have 
continued to promote our services through the Rossendale and the Hyndburn Covid 
groups, which has strengthened local connections with stakeholders. 

Our team and staff and volunteers have shown amazing resilience in response to the 
Covid pandemic, mobilizing our workforce to deliver services remotely and from July 
2021, started returning to delivering services face to face in our offices.  We have 
continued to develop our services to cope with the challenges that Covid 19 has 
presented so that we can continue to help with their problems when they need it 
most and access it in a way they need to.   Without our dedicated team of staff and 
volunteers, we would not be able to continue to deliver a free, quality service to all. 

We know that demand for our services will increase as cost of living and the impact of 
the pandemic take hold and we review our services to ensure that they effectively and 
efficiently fulfill our aims and vision, within the resources we have, as well as looking 
for ways to sustain services. 

  



 

 
 

Annual General Meeting 2020-21 
 

Thursday 18 November 2021, 1.30pm 
Stubbylee Hall and also via Google Meet 

                                              
 
Agenda 
 

1. Welcome  
 

2. Minutes of last meeting 
 

3. Matters arising 
 

4. Annual Report 
 

5. Financial report 
 

6. Election of board for ensuing year 
 

7. Confirm Executive Committee positions 
 

8. Appointment of auditor 
 

9. Vote of thanks 
 

10. AOB 
 
 
John Blackburn 
Secretary 
  



 
Minutes of Citizens Advice Rossendale & Hyndburn Annual General Meeting held on 3rd 

December 2020.  
 
Present:  Nick Pilling (Chair), Hugh McGinn (Treasurer), Rachel Whippy, Marylin Proctor, Judith Addison,  
Susan Butterworth, Julia Hannaford ,Jenny Duthie, Sherry Long, Sue Sinclair,  John Blackburn 
(Secretary). 
 
Apologies: Christine Petterson, Linda Allen, Moira Staines, Sue Butterworth. 
 
Welcome: Chair opened the video link meeting at 2.05 pm. 
 
Minutes of the previous meeting: Approved by the meeting. 
 
Matters arising: None 
 
Annual Report from the Chair:  The chair thanked the staff and volunteers for their hard work during 
the year and in particular for the way they have adapted to the challenges and different ways of 
working caused by the Covid 19 pandemic. 
 
Annual Report from the Chief Office: RW had completed a written report for the AGM, which is 
available within the Annual Report. 
Key statistics and achievements were discussed. We have helped over 3,300 clients with over 20,000 
issues of which welfare benefits, debt and housing were the most common followed by employment & 
PIP claims. We achieved a £6,000,000 income gain for our clients and got £400,000 of debt written off. 
She added her thanks to the staff and volunteers.  
 
Finance:  The treasurer advised those present at the meeting that our financial position is sound and 
that our reserves stand at £160k for the year end of March 2020. He further advised that next year's 
position looks reasonable with a small surplus predicted at this stage but as usual the medium term is 
uncertain. 
 
The 2019/20 accounts were presented and discussed. A proposal to accept the annual accounts was 
proposed by J Blackburn, seconded by N Pilling and approved by the meeting. 
 
The meeting voted to re-appoint the independent examiner Lee Accountancy. 
 
Election of Trustees.  The current trustees were re-elected last year so no election was needed at this 
meeting. We noted the resignation of Brian Essex, we should notify RBC so they can appoint an 
observer if they wish. Action NP. 
 
The meeting confirmed the current executive of N Pilling, M Staines, H McGinn and J Blackburn, should 
serve for another year. 
 
AOB . J Hannaford & J Duthie added their thanks to the staff & volunteers for coping so well with the 
changes caused by the Covid 19 situation 
 
Vote of thanks. The secretary thanked all concerned with the delivery of our advice service. 
 
J Blackburn Secretary  



 
 
 

MESSAGE FROM THE CHAIR 

 

In my report to last year’s AGM I mentioned the impact that Covid-19 had started to 
have on the work of citizens Advice Rossendale & Hyndburn, and at the time it was 
difficult to imagine the extent to which it continues to affect the way we work, and the 
problems facing the communities that we exist to help. 

 

I would like to pay tribute to the way our staff and volunteers have responded and 
adapted to the changes in the way that we work that Covid has necessitated.  You will 
see figures in the report that demonstrate that we have continued to provide a valued 
and important service despite not being able to welcome clients into our offices as we 
have been used to doing. We have all learned a good deal, and some of the changes 
to the way we work can perhaps be incorporated into how we operate in the future. 

 

We have continued to receive support from our two local authorities, and are grateful 
for the resources that they provide. I think that we have been able to prove that we 
have used these resources wisely. Similarly, thanks are due to our other funders, 
whose money helps us to run the various projects that we deliver.  

 

I would like to thank my fellow members of the Trustee Board for the work they have 
done over the past year, and a special mention for our Chief Officer, Rachel Whippy, 
for the way in which she has reacted to the extra demands forced upon us by Covid. 
Hopefully, next year’s report will be able to paint a picture of a gradual return to 
something like normality. 

 

Nick Pilling 

  



 
 
Chief Officers Report - A Reflection 
 
Throughout 2020-2021 our staff and volunteers continued to provide an invaluable 
service to people in need through the most challenging times we have ever 
experienced together.  The pandemic meant we had to change the way we delivered 
support overnight.  Because we have the technology in place, the right equipment and 
most importantly, an incredibly dedicated team, we were able to continue to deliver 
advice to people over the phone and by email whilst our face to face support was 
suspended.  
 
We saw an increase in the demand for welfare benefits and employment advice, 
whilst the government measures took some pressure off people facing debt, demand 
decreased.  Our community of statutory and voluntary services came together to get 
crisis support and help to those facing the greatest challenges and we continued to 
promote our service and encourage partners to refer people to us for help, 
particularly in relation to their incomes and employment situation, with complex 
issues relating to furlough and self-isolation rules.   
 
Because of the suspension in face to face support, this did affect our demographic.  
Although maybe not the impact we expected, we did see reduction in those with 
disability and health issues and slightly fewer people from the Asian communities.  In 
contrast, we saw a definite shift in age range, with more younger groups accessing 
advice.  This was likely due to reduction in access to face to face support, but also the 
availability of Covid crisis support through local authorities and other services.  
Additionally, younger people’s employment situations were affected more during the 
pandemic and so more accessed our service seeking advice. 
 
Our key stats show that we have reached over 3,200 people with over 16,000 advice 
issues and welfare benefit problems have by far become the greatest enquiry area we 
have dealt with. It is also significant that 43% of the people we help have health issues 
or disabilities and we must continue to ensure that we can support clients with 
welfare issues that can cause hardship and distress to many people.  We cannot do 
this without the help of our volunteers, who are the frontline of the service and also 
our staff, who are able to support vulnerable people with incredibly complex issues. 
 



 
As we reflect on the last 12 months, we have learned to cope with the effects of Covid 
on how we work and will work differently in the future, combining office and remote 
work, making the best use of the technologies available to us and building on the 
partnership work that's been created.  However, we know that the impact of the 
pandemic will continue long into the future and that increases in the cost of living, 
potential increases in inflation and the tide of debt that's been artificially held back 
under Covid measures will undoubtedly create more demand for the services we 
offer.  
 
We plan to sustain our service by continual review and modernisation to make it as 
efficient and as accessible as possible, invest in volunteers and staff capacity and 
expertise, whilst ensuring an equitable spread of advice to those who need it most 
focusing resources on delivering local support and continuing to work with local 
authorities and other organizations to increase funding and support.   
 
Rachel Whippy 
November 2021 



 



 

 



 

 



 

 



 

 



 

 



 

 



 

 



 

 



 

 
 



 



 

 



 
 

 



 

 
 



 

 



 



 



 

 
  



 
 
 

Our Impact in 2020 - 2021 
 
  



 

What our volunteers say: 
  

Before I joined Citizens Advice as a volunteer, I worked in role answering a 
vast range of enquiries from all sectors of society where I could only provide 
information so I signposted many customers to Citizens Advice for advice. I 
thought I could 'recycle' the skills I learnt whilst I was working and now as a 
CARH adviser I can again help people with a wide range of enquiries and 
spend  much of my time supporting ill and disabled clients. I am grateful 
every day for what I have when I meet so many people leading lives full of 
pain and I feel I can try and help ease their journey.  

I volunteer with Citizens Advice in the 
hope that my small contribution will 
help with the wonderful free service 
they provide to those in genuine need.

I volunteer to use my skills to help others 

I volunteer to feel I am contributing to my community and 
keep busy in retirement 
I volunteer to keep my brain active and because I have the 
time 

Volunteering at Citizens Advice 
means that I get to interact with a 
variety of people every day. This is 
my favourite part of volunteering, 



 
 

Our Funded Services 
 

• Rossendale Crisis Support - we have helped 1,067 people over 5 years gain access to 
crisis help and support when they are facing financial crisis and help to access support 
through partners. 

• Money Advice Service Face to Face Debt Advice Project – we helped 322 people with 
their debt issues last year, demand was much lower due to the pandemic.  However, 
demand will increase due to the pandemic measures being lifted and the increase in cost 
of living,w e expect more people will seek specialist debt advice, which is FCA regulated.  

• Universal Credit Help to Claim - we’ve been delivering a national telephone service 
during the last 12 months and helped 1,066 local  people with their universal credit issues.  

• Henry Smith, Housing Advice & Support - our specialist housing advisers help people 
who are homeless, or at risk of homeless with their housing issues, including finding a 
home and landlord problems. We helped 469 people with their housing issues last year. 

• Tudor Trust, Welfare Reform Prevention Project - this project ended July last year, we 
helped 734 people over 5 years with their complex welfare benefit issues, helping them to 
challenge unfair decisions and discriminatory practices as well as build resilience and 
empowerment.  

• Energy Redress, The Healthier Energy Project - helping those who are most vulnerable 
from cold weather heat their homes, access energy saving measures and access other 
support and income to improve their health and wellbeing. In partnership with Homewise, 
we have helped 562 households in our first year. 

• British Gas, Covid Response project - newly funded from October 2020 and in 
partnership with Citizens Advice Blackpool , our accredited energy advisers have so far 
helped 222 people most at risk of poverty from the pandemic with their energy, debt, 
financial and benefit issues. 

• Equality and Welfare Reform Transformation Project, Esmee Fairbairn - addressing 
the inequalities within the welfare benefit system which adversely affect vulnerable and 
disadvantaged  people. 

 

  



 

 
Proud to work in partnership with the following organisations; 
 

 
 

 
 
 
 

 

 
 
 
 

 
 
 
 
 
 
 
 
 

 
 
 
 

 



 

 


