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Chair's Introduction

Citizens Advice Epsom & Ewell is a
local charity that helps local people to
resolve the problems they face in life.
It also works tirelessly on research
and campaigning to bring about
changes to policies and practices that
adversely affect people’s daily lives.

Welfare benefits is currently the biggest
area of our work closely followed by debt,
housing, employment, and relationship
and family issues. Our gateway assessors
and advisers also help with a range of
other matters which extend into many
areas of people’s lives such as consumer
goods and services, tax and pensions,
student loans, travel and transport,
immigration, the utilities and winter fuel
payments, food safety and boundary
disputes.

Our service is confidential and impartial
and we're proud to say that it's free,
thanks largely to Epsom & Ewell Borough
Council who kindly provide our core
funding and our office space in the Old
Town Hall. We greatly appreciate and
value their continued support despite the
increasing financial pressures facing local
government.

We also run two specialist services for

those with more complex needs:

. Our accredited money advice
project, which is regulated by the
Financial Conduct Authority, funds
two specialist caseworkers who deal
with the more difficult debt cases
and help clients to better manage
their money and avoid debt spiral-
ling out of control. This project is
funded by Rosebery Housing Associ-
ation and Epsom & Ewell Borough
Council.

. Our long-established outreach
project for people with severe and
enduring mental health issues in
Epsom & Ewell and three adjoining
Surrey boroughs. The service is
aimed at those who are unable as a
result of their iliness to visit or
telephone their local Citizens Advice
office in the normal way. This
project is funded jointly by the

Surrey Downs and East Surrey CCGs,
and Lloyds Bank Foundation.

During the year we were delighted to
welcome Lisa Davis, our new Chief
Executive. Lisa brings a wealth of experi-
ence to the role and has joined us at an
important time as we move forward with
ambitious plans to improve access to our
services by developing telephone, digital,
and outreach channels, and secure new
and more diverse sources of income to
fund services for local people in need.
These twin aims are critical to ensuring
the long-term sustainability and effective-
ness of our services.

Looking forward our wonderful organisa-
tion is stronger in the areas where it
needs to be, extremely well led by its new
Chief Executive, and better equipped as a
result of the investment that the Board of
Trustees has made in its leadership and
support. Following a performance audit
at the end of the financial year we were
awarded a double green rating for
Leadership and Equality and accredited
with the Advice Quality Standard certifi-
cate for debt, welfare benefits and
telephone advice.

As always, the last word belongs to our
small team of dedicated staff and our
many loyal volunteers. I'm delighted to
acknowledge here just how much the
Board values the work they do, the
results they achieve, and their commit-
ment to our many grateful clients. My
thanks also to my fellow trustees. We are
now in our 80th year and intend to use
the occasion to celebrate our past as one
of the oldest Citizens Advice bureaux in
the country - and our future as a thriving
and ambitious local charity.

Peter Edwards
Chair of Trustee Board
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2018/19 at a Glance

Everyone experiences problems
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Trustee Board
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Overview from our Chief Executive

Citizens Advice Epsom and Ewell has been providing advice and information to local
people for nearly 80 years. As we embark on this momentous year, we continue to
evolve and grow, so as to meet the needs of our local community.

| started as Chief Executive Officer here at
Citizens Advice Epsom & Ewell (CAEE)
halfway through the year, and what a
busy second half it's been!

In October, we commenced with the full
roll-out of Universal Credit (UC) in the
borough. Since this time we have seen a
huge increase in the number of UC
queries - 400% increase in quarter 3 and
89% increase in quarter 4. This increase
has been echoed nationally, and so we
are extremely pleased that the Govern-
ment has granted Citizens Advice fund-
ing to provide a ‘Help to Claim’ service
which aims at helping people throughout
the process up to their first payment. This
service will commence from 1 April 2019.

It really is no surprise then that welfare
benefits remains our biggest area of
work, following by debt, housing, employ-
ment and relationship and family issues.
But we do know, as we anticipated with
UC this time last year, that there are
other areas that are expected to increase
in the coming months. The impact of
Brexit remains unknown and we have
already started to see an increased
demand in immigration, settled status
and citizenship advice queries.

Through this work we are extremely
pleased with the fantastic outcomes that
have resulted. Our financial outcomes
during this year have increased by 18.7%
from the 2017/18 year to £1.8 million.
Additionally, we are immensely proud of
the non-financial outcomes that have
been achieved that demonstrate a
marked improvement in our clients’ lives
or perspectives. We have seen great
strides in the numbers reporting that
they are feeling better able to manage
their financial affairs, having a reduction
in feelings of isolation and an improve-
ment in their self-esteem.

In starting this new role, | found that |
was challenged myself in what | fully
understood in terms of all that Citizens
Advice did. The breadth of advice that is
provided and the length of training
undertaken to ensure that the best
service is provided, really struck me. We
saw the full culmination of what is re-
quired when we were assessed through
our performance audit by the National
Office. It was recognised that CAEE is a
strong organisation as we were awarded
a double green rating for Leadership and
Equality and accredited with the Advice
Quality Standard certificate for debt,
welfare benefits and telephone advice.

This is a great platform upon which to
build and building for the future is ever
so important for us. New funding
streams will need to be secured in order
to diversify our sources of income to
ensure we remain financially viable for
years to come. Linked to this, we know
that partnership working is crucial -
allowing for focus on a more holistic
approach to services and thereby provid-
ing for the wellbeing of clients as well as
helping them financially. Further, widen-
ing access to our services remains a key
priority. The introduction of UC demon-
strates this point clearly. As the whole
system is online, this means that there
are members of our community who will
be digitally excluded. The consequences
of this are wide ranging—from people
falling into debt, to potentially losing their
homes if they are unable to access and
submit an online application. This is in
addition to challenges in continuing to
reach some of the most vulnerable
people in our community such as the
elderly and those suffering from complex
mental health conditions.
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Overview from our Chief Executive (cont.)

These are the key areas upon which | will
be focusing in the months to come. They
are challenges, but | look forward to them
particularly as | feel so supported in
facing them.

My arrival here followed the departure of
Liz Dobson, who was CEO for over 4
years, and interim CEO Tim Clark. | am
grateful to them both for leading the
organisation remarkably, which is evident
in the fantastic processes, monitoring
systems and key relationships that were
previously fostered and upon which | can
build.

| truly appreciate the welcome that |
have received by Peter, our Chair, and
the full Trustee Board and look forward
to working through these priorities
together.

Additionally, our key funders and stake-
holders have all taken the time to meet
with me, and it is so refreshing to see
how CAEE is held in such high regard by
them.

We are grateful to Epsom & Ewell Bor-
ough Council who kindly provide our core
funding and our office space in the Old
Town Hall in Epsom. We greatly appreci-
ate their continued support despite the
increasing financial pressures. Rosebery
Housing Association and Epsom & Ewell
Borough Council fund our Money Advice
and Debt project. Additionally, our Mental
Health Outreach service which is funded
by the Surrey Downs CCG, East Surrey
CCG and Lloyds Bank Foundation has
enabled those suffering from severe and
enduring health conditions to be able to
access the advice and support they need.
As always, we are so grateful to them all
for their support.

Finally, as we look forward to our 80th
year providing advice, one thing is cer-
tain. We could not have achieved such a
milestone without the committed staff
and volunteers that we have. Having
never worked in the voluntary sector
prior to my appointment here, | can never
seem to get accustomed to the fact that
people voluntarily come in each week
simply for no other reason than to be of
help. It is this dedication that puts CAEE in
good stead when looking toward the next
80 years!

Lisa Davis
Chief Executive Officer
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About Us

helps people to solve their problems and find ways
forward. Itis run by volunteers, supported by a
small team of paid staff.

We provide free, confidential, high quality, impar-
tial information and advice. We also use the evi-
dence we collect to campaign for social improve-
ments.

' Citizens Advice Epsom & Ewell is a local charity that

Our vision

Our Vision is to create an environment in which everyone living, working or studying in
the Borough is easily able to get the advice they need for the problems they face.

Our mission and strategic objectives to achieve our vision
Our Mission is:

To provide free, confidential, and impartial advice on issues affecting people’s day-to
day lives; and ¢ / .

To effect changes to government policy and practices at both local and national level,
-which materially improve the lives of our clients.

Our strategic objectives are:

To provide an accessible, expert advice and information service - by utilising tele-
phone, digital and outreach channels, and working in partnership with others, to
complement the face-to-face services provided from our Epsom office, which bene-
fits as many clients as possible and responds to changing patterns of demand.

To improve the policies and practices which affect people’s lives - by developing and
contributing to research and campaigning activities which lead to material improve-
ments in public and private sector policies and practices.

To ensure the long-term sustainability and effectiveness of CAEE services - by focus-
ing on good governance, robust financial management and secure funding, develop-
ing skilled and motivated staff and demonstrating our positive impact on the wider
community. '

How our activities deliver public benefit:

The trustees have had regard to the Charity Commission’s public benefit guidance
where relevant, our main activities and who we try to help are explained above.
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How We Helped Local People

3,129 Iocal people 1,778 phone calls 9,206 contacts on
helped, with an average for advice answered behalf of clients
of 3 issues each (39% of calls)

Nearly 70% of the problems that people bring to
us relate to Benefits, Debt, Housing and Employ-
ment.

We dealt with 9,403 issues

In the main volunteer-provided Core service the
biggest issues in these categories in 2018-19 have
been:

Our Top 5 Issues

Benefits (3,195 enquiries):

34% - Benefits & Tax Credits

Employment and Support Allowance (15%), Per-
sonal Independence Payments (22%) and Hous-
ing Benefits (12%).

Debt (1,589 enquiries)

Council Tax Arrears (23%), Rent Arrears (15%),
and Credit Card, Charge and Store Cards (12%)
Housing (938 enquiries) 10% - Housing

Private Rented (27%), Threatened and Actual

0, 0
Homelessness (19%) and HA property (11%) 5% S Efnploymant
Employment (764 enquiries)

Pay and Entitlement (23%), Terms & Conditions of 7% - Relationship & Family
Employment (14%), Dispute resolution (8%) and
Dismissal (15%)

“Just brilliant! It was my first
experience of Citizens Advice

These are the biggest categories of and I find it hard to
issues that people bring to us—but we comprehend how such a helpful
offer far more than just these ‘big four’ . and superb organisation

manages to exist in ‘today’s’
environment. Thank you!”

L~

Some of the other issues that local people con-
tacted us for help with in 2018/19 included:

Income tax codes Care costs Consumer issues Discrimination
Free prescriptions Boundary disputes Energy costs Regidence issues
Industrial injuries Bin collections Domestic violence  Obtaining NI number
Winter Fuel payments Food safety Student loans Faulty goods
Travel documents Vets and pets Personal injuries Mediation
Court processes Small Claims Marriage Inheritance tax
Probate Power of attorney Blue badge Wills
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Our Impact 2018-19

What We Do For Clients Benefiting Everyone

We change lives by giving people the advice The help we give to individuals
and information that they need to find a way benefits our whole society
forward.

The world is becoming more complex, and,

perhaps unsurprisingly, the problems that Saving local taxpayers money
people face are also becoming more com- by advising 79 clients threat-
plex. We have been finding that they re- ened with being made home-
quire far greater intervention to help solve less

them.

Keeping people in their
homes, by advising 50
clients who had posses-
sion orders

“It's always worth contacting them

to discuss your problem. They are
there to help.”

[ —

We add value to clients, volunteers and soci-
ety, both wellbeing as well as financial.

Supporting working people
with over 764 employment
Our value to society related issues.

In xfiscal‘benefits In public value

By reducing health ser-  Wider economic and At a time in my life when redun-

vice demand, maintain- social benefits. dal:lcy had robbed me of my con-
ing employment and : fidence and self-esteem, you

housing £17.57 guys made me feel like | could
take on the world!”’

£3.5o (For every £1(invésted)
(For every £1 invested) £4',781;, 247 V
£951,250 v g e 85% of clients reported overall
(in total) satisfaction with the service.

These figures were calculated using an external Treasury-approved model

In 2018/19 we secured this much needed income for clients

£1,627,427 £15,879 £82,876 £58,218
Additional Reimbursements, ser- Debts written off Repayments re-
income vices, loans scheduled
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Key Achievements 2018/19

In 2018/19 we continued to help large numbers of local people with high
quality advice and information, whilst targeting our specialist services on
those who need them most.

Widening access to our services

We have continued to extend our Adviceline service to provide local people with a choice of
ways to access our services. We now operate Adviceline Mon-

day to Friday 10am - 4pm. We also continue to look at other e LR

ways of developing our service and will be exploring how tech- ~Our Adviceline number
nology can assist. With the digitisation of the Universal Credit S | R
process, and many people being unable to travel to our Epsom i

office, we look to developing new outreaches to further widen 0300 330 1164
access.

Implementing our Fundraising Strategy

Our financial sustainability is an area that we have been concentrating on so that we can
continue to provide the support that the community needs. This year we have focused our
efforts on establishing a framework to guide us onto a sustainable long term financial ba-
sis. These efforts have helped us better understand the funding landscape within which we
operate, and helped shape how we channel our efforts so as to align with a higher proba-
bility of success. Additionally, the Strategy assists in ensuring that we keep our costs low
and maximise opportunities to work more efficiently. We see this Strategy as forming a
good basis upon which we can further develop our fundraising capability for years to
come.

Performance Audit

We were very pleased to have been awarded a Green rating for overall leadership and
leadership equality following our Leadership Self Assessment e

site visit Aud?t this year. Thisgmeans that wepprovided the evi- W acajad GREEN
dence needed to demonstrate good leadership, and as a re-
sult, our Advice Quality Standard was renewed for a further e bt
three years in respect of Advice with Casework in Welfare Ben- accredited with the
efits and Debt, and for Telephone Services. The assessor’s re- ADVICE QUALITY
port confirmed that we exhibited a strong performance which ~ STANDARD for another 3
was reflected in the scoring given in each of the nine areas years.
assessed.

ratings across all areas
~ assessed and were

Raising Awareness

Very much linked to the fundraising aspect, we know that publicity and raising awareness
are vitally important. These two strands go hand in hand and so we are proud of the
strides that we are making in terms of developing our local brand. We have worked hard
on our communications and this year we implemented a monthly newsletter that is shared
with a wide group of stakeholders including funders, Councillors, schools, local businesses
and the many supporters that we value. This is one communication tool that we hope will
keep these groups aware of our work and the impact we are making. Additionally, we have
supplemented this tool with a more targeted use of our social media and are actively en-
suring that we generally have a presence in community events .
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Key Achievements 2018/19 (cont.)

Giving specialist benefits advice

We have continued this last year to help to challenge Benefit decisions for which we have
been successful in nearly all our appeals. Our dedicated team help clients to apply for Man-
datory Reconsiderations and Appeals and continue to support them right up to attending
the tribunal. As the process can be daunting, clients find having someone supporting them
on the day, arguing their case, particularly reassuring.

Our Research & Campaigning Activity

We have built a strong team in R&C, and during the last year we have been very active in
local research and campaigning on the issues that impact people’s lives. We were delighted
to note a 36% increase (from 99 to 135) in the number of issues that we identified and re-
ported on during the year. Of these 135, we saw increases of 75% in employment support
allowance issues, 271% in universal credit issues and 216% in personal independence pay-
ment issues.

Mental Health Outreach Project

We were delighted to receive confirmation that the NHS funding for our Mental Health
specialist outreach unit will continue for a further three years to March 2022. This will ena-
ble us to continue to support clients who suffer from severe and enduring mental illness,
and as a result are unable to access the Citizens Advice service through the usual volunteer
-led channels.

Achieving more and more every year

As shown by the trends below, we continue to provide even greater benefits to our local
community, whilst facing increasing pressure and demands on our funds and resources.

2016/17 2017/18 2018/19
Number of issues we 8,556 8,439 9,403
helped with
Financial gains achieved £1.2m+ £1.4m+ £1.6m+
Number of issues identified 86 929 135
and reported as
campaigning concerns
Clients overall satisfaction 87% 80% 85%
rating
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Looking Forward 2019-22

Our Vision is to create an environment in which everyone in the Borough
of Epsom and Ewell is easily able to get the advice and information they
need for the problems they face. We aim to deliver this vision by provid-
ing an accessible, expert advice and information service; improving the
policies and practices which affect people’s lives; and ensuring the long-
term sustainability and effectiveness of our services.

Widening access to advice

Looking forward, we believe that the de-
mand for advice will continue to change,
and increase. This means that we have to
continually assess and adapt our service as
best we can to meet the needs of the com-
munity.

To meet this demand, we extended the
times for our phone service which now
operates Monday to Friday from 10am to
4pm (previously until 2pm only). We are
also looking to investigate advice by email,
to explore whether this will be a useful tool
in addition to better understanding how we
can utilise technology and digital tools to
enable improved access.

We know as well that Outreach services are
more important than ever. There are many
- the elderly, those suffering from mental
health conditions, the disabled and many
others - who find it difficult to access our
services.

We know however that there is much more
that can be done and therefore view widen-
ing access as a specific challenge area for
us to address. This is not just a local issue,
but one that also carries much national
focus for our organisation. As such, the
development and implementation of plans
to widen access will be a key priority for the
coming years.

Partnership working

We are continuing to strengthen links with
key stakeholders in providing support to
people, but there is more to be done.

This is an area of increasing focus and is

inextricably linked to other factors including
funding. Funders are increasingly looking
for more partnership working when consid-
ering grants.

Additionally, there are so many benefits
beyond funding for partnership working. If
done well, the benefits can include being
more effective and efficient as well as deliv-
ering a much more rounded service to the

client. We see developing and establishing
these relationships to be key to evolving
our service.

Ensuring the long-term sustaina-
bility and effectiveness of CAEE
services

We have been around for nearly 80 years
and want to be around for the next 80
years.

Over the coming years we will focus on
increasing awareness of who we are and
what we do, as well as increase our fund-
raising actions. We want to work hard to
ensure that we are as financially resilient as
we can be, to ensure that we are here when
and where local people need us. We will
continue to build upon the outcomes of our
performance appraisal so that our leader-
ship, good governance and robust financial
management will lead us through the chal-
lenges ahead. In so doing, we will work to
secure funding; recruit, train and motivate
staff and volunteers; and market ourselves
in a way that there is no doubt as to the
positive impact that we make.

Citizens Advice Epsom & Ewell Annual Report 2018/19
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Campaigning for Change

As well as providing an advice service to the public, an important aspect
of our work concerns the identification of any cases of injustice and un-
fair practices that come to our attention. We identify and record specific
issues, take up local issues with relevant agencies and companies; keep
in close contact with our Member of Parliament; network with other Citi-
zens Advice offices to address wider issues; and work with Citizens Advice
at a national level to influence government, agencies and businesses.

In 2018/19 , we identified and reported evidence on 135 Research
- and Campaign issues, including:

14 Employment Support Allowance issues;

+ 26 universal Credit issues: and

19 Personal Independence Payment issues.

Over the last year we were involved in Scam Awareness week and Big Energy Saving
week. Campaigns have included: looking at homelessness and the issues accessing bank
accounts; a survey for digital access; and a lot of work to prepare for the roll out of Uni-
versal Credit in Epsom & Ewell in October 2018. We continue to look at the issues the
local community faces.

We feed the evidence we collect locally into national Citizens Advice, which uses it to cam-
oo ] Paign for social improvements. To read about some of the policy issues that

Citizens Advice is challenging, see their website: www.citizensadvice.org.uk/
E about-us/policy/ '

Equalities & Diversity

We support the “Stand up for Equality” objectives, which are:

*  Challenge discrimination through advice by identifying discrimination and human
rights issues, providing the equality advice people need and empowering clients to
act

. Promote equality through advocacy by telling our diverse clients’ stories, ensuring
those in authority do their job and leading on and influencing key policy on equality

e  Value diversity through our roles of employer, volunteer agency and contractor by
providing visible and committed leadership, developing a strategic approach to di-
versity management and implementing equality competences
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Our Partners

We work closely with a number of local partners to provide a holistic and
streamlined advice service for the problems that people bring to us.

Food Bank

We work closely with the Epsom & Ewell Foodbank as an author-
ised approver for Foodbank vouchers.

Charitable Trusts

We are again grateful to our local trusts, especially Epsom Paro-
chial Charities and Ewell Parochial Trust for their continued gen-
erosity in support of specific financial grants for clients.

Family Law Clinic

With the pro-bono support of two local solicitors, Jacky Lewis of
Jacky Lewis Family Law and Lora Clark of TWM Solicitors we offer
appointment based advice sessions each month for family law
issues.

Pensions Guidance in Epsom

Citizens Advice nationally has a contract to provide face-to-face
information and guidance for people approaching retirement and
affected by the changes in pensions regulations. We have ar-
ranged for one of the specialist pensions guidance advisors to
hold appointments in our Epsom office each week so that local
people can easily access this free guidance.

Surrey Crisis Fund

With other Surrey Citizens Advice, we assist Surrey County Coun-
cil by advising clients on applications for support to meet their
immediate and urgent short-term needs.

Job Centre

Since the introduction of Universal Credit we have been working
closely with the job centre to ensure clients get the support they
need. In the next financial year we have started with the Help to
Claim service assisting clients with their Universal Credit applica-
tions up to their first payment.

Issued 208 Food-
bank vouchers, ena-
“bling 134 families
and individuals to be

fed

Applied for 350 char-
itable payments for a
total of £21,363

2 family law solici-
tors, offer 8 pro-
bono sessions each

month

Pensionwise
available 2 days
each week

.

Citizens Advice Epsom & Ewell Annual Report 2018/19
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Advice In Depth

Mental Health —Mid & East Surrey MH Outreach service

We have run for many years a specialist outreach unit to provide an accessible advice ser-
vice for clients suffering severe and enduring mental illness who are unable to access the
Citizens Advice service through the volunteer-led service. This service extends far beyond
Epsom & Ewell to cover Mole Valley, Reigate and Banstead and Tandridge. The service is
funded by the National Health Service CCGs for these areas (Surrey Downs CCG and East
Surrey CCG), with additional funding from Lloyds Bank Foundation for England & Wales
(since October 2016).

As many of the people who are referred to us either find it difficult or impossible to travel,
we go out across Mid and East Surrey to places more local to them. We have built up over
the years a network of partnerships with statutory bodies, such as the local CMHRS and

EIS' and Voluntary Support groupS, SUCh as Mary ------------------------------------------------------

: Case Study: — The client was referred to

Frances Trust, Richmond Fellowship and Reigate ithe service after being discharged from'

Stepping Stones. These groups act both as : hospital following a suicide attempt over '
referrers and also as secure and safe outreach ithe Christmas period. ~They had been:
locations iunable to work since 2011 due to mental :
© ' :illness. :
How the Mental Health team helped their i The client had been living with their par-:
clients last year: ents due to lack of funds but was unable:

to return. They were concerned abouti
, how they would be able to live ongoing, as :
We helped 58 were ‘,Allwere Referrals  :their only income was ESA (assessment :

phase component).

146 in-patients  underthe  from 19 :
in secure care of partner  : Investlgatlons revealed the client had:

clients hospital Community organisa- never received a decision letter following:

through Wars KAg ksl e Ean assessment and therefore remained on :

:assessment rate pending full assessment. :

thigsgrvice Health :We helped the client to complete the
85 ESA50 work capability questionnaire, and :
30 473 62 88 obtam all the necessary medical evidence. :
FEVIEWS Benafits Of the of our tAs a result the client has been placed in
&16 e Bariaie clients :the support group and has received back-:
Tribunals e iBslis had debt dated payments due, of over £13k. Their:
fought for issues 5 ongoing weekly entitlement also increased :
Akt related to iby 73.9% The client is happy that their:
Universal :ongoing income is manageable and very:
Credit :happy that they are now able to start:
:repaying debts to their parents for all:
i their assistance in prior years. :
P e o8 8 R B B A A A A AR o

Impact of this work for their clients: Thankyoumessagesrecelvedbythe team
’The world needs people like you, you are;
: making a difference.’ :
£745 967 : Thank you for everything, you've changed :
: :my life.” :
Total Income Gained  Without your help | would undoubtedly be';

face down in a gutter somewhere, dead,
tor back in hospital. You are quite literally

a lifesaver!
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Advice In Depth

Money Advice & Debt (FCA accredited)

Debt is the second biggest area of issues that people bring to us. Most cases are seen by
the general team, but for the more complex cases we have a referral system to our inter-
nal specialist Money Advice and Debt Team. This service is funded by Rosebery Housing
Association and Epsom & Ewell Borough Council, which enables us to give holistic advice
addressing a wide range of financial problems, not just rent arrears.

Debt advice is complex, and has become increasingly regulated in recent years. We are
formally regulated by the Financial Conduct Authority for not-for-profit (free) debt advice,
and our whole debt advice team—volunteer and specialist alike—is trained and accredit-
ed by the Money Advice Service.

In October 2018 Epsom & Ewell became a full service area for working age residents
claiming Universal Credit and this has impacted the service significantly. Clients are as-
sisted in making claims and we work with their creditors while their finances stabilise.
We support our clients with Foodbank vouchers, applications to local charities, Surrey
Crisis Fund, Discretional Housing Payments and Discretionary Hardship Fund to alleviate
hardship and help clients manage their liabilities more effectively.

Our debt clients: i Case Study: Substantial Rent

519 e i EArrears
clients clients 56% of 7 R : We supported a single mother who due to &
helped in ‘helpedby = ..« disabledor  :personalissues, including a bereavement,
: : d eviction as a result of substantial rent =
| with our had long i face . : | :

tota specialist were term health s arrears and failure to communicate with
1,589 P female i : the Housing Association (HA). We secured a :
debEi debt team Issues : court adjournment to enable a more de- &
ebt issues : tailed review, rectified a problem with her :
: Universal Credit which had greatly reduced :
Top Debt : the rent payments to the HA, and she start- }
Issues Debts Repay- : ed making arrears contributions from her  :
. ments : benefit income. We also applied to a local :
Council Tax Inc‘qme Written h : charity for a grant to reduce these arrears, :
Gain Off Resched- : and set up an arrangement with Council  :
& Rent uled : Tax Bailiffs for these debts. The client was =
Arrears  £322,491 : hugely grateful and understands the im- &
and Card £63,319 : portance of communications with any :
Sl £55,369 : creditors going forward. '

: Case Study: Family crisis

CREDIT capp

t98 2 895,48 18535162 15y

: We assisted a family to make a successful application for Univer-

: sal Credit following the loss of employment as a result of the cli-
ent having to care for his sick wife and young children. The family
: had no internet connection, but this was remedied so that the

: client was able to check both his and his wife's Universal Credit

: journal on a regular basis. We worked with the client to make a

: successful application for Council Tax support and the family are
now making regular payments to reduce arrears. The family were :
put in touch with a pro bono lawyer to receive advice about a

: possible medical negligence claim as a result of the wife’s treat-
: ment in hospital and the client’s resultant loss of earnings.

BIEAREANENENN SN NS TN RN Y
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Advice In Depth

Appeals & Tribunals

As welfare reform continues, the restrictions on eligibility mean that there are people
who will no longer be entitled to benefits. However, there is a significant number who
appear to be both quite genuinely entitled to financial support, and often very much in
need of this support, and for these clients our volunteers go ‘above and beyond' the call
of duty to assist and support with Appeals and Tribunals.

: Case Study: — ESA Appea/'

i This client came to the office last year seeking

: help to appeal the DWP decision not to award
: her ESA, finding her fit for work. The client had
: requested a Mandatory reconsideration but

: the decision remained the same. The client felt
: that the DWP Assessor had not taken into con-
i sideration her multiple health issues and the

i impact they had when they made the decision.
i Losing her ESA had wider consequences with

: the client who was also struggling with debt,

: for which she also sought advice from us. Once

: the client had lodged her ESA Appeal with our

: help she was able to ask for her ESA to be rein-
: stated pending her Appeal. At the Appeal in

: March of this year the client was awarded ESA
: and was placed in the support group with a

: recommendation that she was not to be reas-

: sessed within 12 months of the Tribunal deci-

i sion. This resulted in a financial gain for the

: client of almost £6k and a great sense of

i relief.

The Advice Quality Standard

The problems our clients face are com-
plex and the advice we give must be ac-.
curate. We are independently assessed
by the Advice Service Alliance and are
proud to hold the Advice
Quality Standard Mark. @@=
We have also been addi- | .°
tionally credited for Ad- | we' /.
vice with Casework for | advice
debt and benefits, es- tuiy
sential for our appeals
work.

f Case Study: — PIP Appeal'

The client had been in receipt of PIP, but following
: review by the DWP the client was awarded 0 :
: points for both Daily Living and Mobility and lost
: her PIP award. Due to health problems the client *
: was unable to request a Mandatory Reconsidera-
tion in time, we helped her make a late applica-

: tion, whilst this application was accepted DWP’s

: decision did not change. The client was therefore

: helped to appeal. The client suffered from

both physical and Mental Health problems. At the
: hearing the client was awarded standard rate Dai-
: ly Living and enhanced mobility. The whole pro-

: cess from Requesting a Mandatory Reconsidera-
tion to attending the successful Appeal Hearing

: took 8 months. The judge commented that this is
: one of the many cases where there was an issue

: with the WCA process as a whole, and it was a
gshame the client had been put through such a

: stressful process. The client had found the process
i very stressful and was extremely relieved it was

2 over and the decision had gone in her favour. She
was very thankful for the help and support we

: had given her throughout the process, including
: attending the Hearing with her. :

Citizens Advice Epsom & Ewell Annual Report 2018/2019

17



Our Organisation

Citizens Advice Epsom & Ewell comprises 60+ local volunteers who use
their training and skills to provide a range of quality advice services to
local people. They freely donate more than 21,000 hours of their time each
year, estimated to be worth more than £400,000, or the equivalent of a
commercial service of 12 full-time employees. This year our volunteers
included three law students who worked four days a week for us in the
placement year of their degree. The work of the volunteers is supported,
monitored and quality-controlled by a small team of paid staff.

Who we work with

We are a member of Citizens Advice, the operating name of the National Association of
Citizens Advice Bureaux, which provides a framework for standards of advice and case-
work management as well as monitoring progress against these standards. Operating
policies are independently determined by our Trustee Board in order to fulfil its charita-
ble objects and comply with the national membership requirements. The charity is a
member of Citizens Advice Surrey, a consortium in which Citizens Advice across the coun-
ty work together on common objectives. We also co-operate with a number of other advi-
sory services, local authorities and charities on behalf of clients.

Our Governance & Management

We are governed by a Trustee Board. Our Trustees are all volunteers from the local com-
munity who have gained considerable skills, knowledge and experience in their working
lives. The Board works with the Chief Executive and other staff to guide, govern, shape
strategy, and give direction.

Applicants for the position of Trustee are interviewed by a panel of Trustees. Those se-
lected are proposed for appointment either by resolution of the Board or by election at a
General Meeting. The Chair, Vice Chair and Treasurer are elected annually at the next
Board meeting following the date of the Annual General Meeting. As part of their induc-
tion, new Trustees are encouraged to sit in on client interviews, having signed a confiden-
tiality agreement, to help develop their understanding of the work of the bureau, and to
attend the short induction course organised by the National Association.

Legal & Administrative details

Epsom & Ewell Citizens Advice Bureau, also known as Citizens Advice Epsom & Ewell, is a
registered charity and a company limited by guarantee incorporated on 27th September
2000. The maximum liability of each member is limited to £1. The company commenced
operations on 27th September 2000 at which date the assets and liabilities of the former
unincorporated association of Epsom & Ewell Citizens Advice Bureau were acquired. We
are governed by our Memorandum and Articles of Association as amended on 13th Janu-
ary 2011.

We are authorised and regulated by the Financial Conduct Authority FRN:617607. A regis-
ter of Trustees' interests is maintained at our office, and is available to the public.

Charity Registration: 1085779 Chief Executive: Lisa Davis
Company Registration: 4079521 Company Secretary: Peter Edwards
Principal Office: The Old Town Hall, The Bankers: Charities Aid Foundation

Parade, Epsom, Surrey, KT18 5AG Independent Examiner: Adrian Rodrigues

FCA for HG Field & Co.
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Our Trustees

Trustees Role Date Appointed Date Resigned Notes

Peter Edwards Chair
Alison Cribbs Vice-Chair
Shaun Jones
lan Davison
Alexis Marz

Hony Premial

Charlotte Dixon 12/6/18

Christine Key 12/6/18
Alistair Calton 27/11/18
Mohammed Mahdi  Treasurer 6/6/19
Bernie Watson 25/9/18 Co-opted
George Bell 17/2/19 Co-opted

This financial year saw the departure of three trustees: former Chair Charlotte Dixon,
Christine Key, after many year's service, and Alistair Calton, and two new appointments:
George Bell and Bernie Watson who bring new skills and fresh perspectives to our work.

Mohammed Mahdi (Treasurer) resigned with effect from 6th June 2019. These accounts
have therefore been reviewed and signed by Bernie Watson, Acting Treasurer whilst a
permanent replacement is recruited.

By invitation, Epsom and Ewell Borough Council appoints two councillors as its represent-
atives to attend meetings of the Board as non-voting observers. The Council’s representa-
tives for the year were Councillor Tony Axelrod and Councillor Liz Frost. Our President is
the Mayor of Epsom & Ewell. No other persons or bodies external to the charity are
entitled to appoint persons to the Trustee Board.

The Chief Executive is responsible for delivering our strategic objectives and for the day to
day management of the organisation, its paid staff and volunteers.

The Board usually meets quarterly and has two committees with responsibilities respec-
tively for Finance and Human Resources. Each of them has written terms of reference that
are reviewed periodically. In addition, there are also groups that meet as and when
required such as Research & Campaigns and Business Planning. Several of our trustees
have responsibility for specific areas of the Board's work such as Finance, Governance,
Human Resources, Income Generation, Information Assurance, Research & Campaigns,
Mental Health, and Website & Social Media. There is a full induction and training pro-
gramme for all new Trustees.
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Our People 2018-19

Our wonderful volunteers make it possible to do what we do

Longest Serving 5

31 Years

Over 20 Years

60+

Volunteers 55

Skilled Advice Staff

...supported by 5
Paid Staff (2.8 FTE)

9

Trustees

22

Advisors
MAS Debt
Accredited

5 3.6 FTE)

Youngest volunteer is 17

Specialist Caseworkers Oldest retired many years ago...
(Paid Staff)
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Financial Review

Financial Performance and Position

The Financial Statements set out later in this report show the financial results for the
year.

Overall the charity’s funds decreased during the year by £15,131, the combined result of
deficits across both the unrestricted and restricted funds.

The results for the year for the general fund was a deficit of £11,516 (surplus of £8,050 in
2017/18). The deficit relating to the general fund is due to exceptional expenditure dur-
ing the year of £21,720. The net exceptional deficit is lower following the release of the
Citizens Advice EBDX grant. The departure of the previous Chief Executive Officer (CEO)
in April resulted in expenditure on a short term contract with an interim CEO, and re-
cruitment costs for the permanent position. Our new CEO joined us in September 2018.
In general, income and expenditure remained largely stable with a slight increase in total
costs (excluding the exceptional costs explained above) by 0.2% in comparison with the
2017/18 financial year; largely due to a decrease in staff costs offset by increased sup-
port costs, whilst there was an 0.05% drop in income compared to 2017/18.

With regard to restricted funds the result for the year was a deficit of £3,615 (2017/18:
deficit of £1,803). The charity seeks to recover its costs fully and is striving to attract fund-
ing that would ensure full cost recovery of project costs.

Principal Risks

There is continued pressure on our existing funding partners - primarily Epsom and
Ewell Borough Council, Rosebery Housing Association and the NHS - to make savings and
maximise the return on their spending. Our reliance on these key partners for the bulk
of our funding clearly represents a key risk.

To minimise this risk and risks to its long-term sustainability the bureau is implementing

a strategy that focuses on:

. bringing in additional income and on diversifying its income streams through fund-
raising;

. prioritising cost reduction by ongoing assessment of risks and identification of op-
tions to reduce costs/improve efficiencies; and

»  achieving full cost recovery from all future projects so that direct costs are fully cov-
ered, together with a proportionate share of our overheads.

We now have exit strategies in place for all ongoing funded projects.

Our other key risk is the risk of non-compliance with data protection regulations. We
hold sensitive client data and its security is extremely important to us. We follow Nation-
al Citizens Advice guidelines and procedures to ensure data is kept safe and any risks of
breach are mitigated. In particular, we:

. Ensure all staff undertake annual information assurance training;

Utilise security access passes;

Implement data encryption and pseudonymisation techniques

Work in line with our data retention policy; and

Use confidential disposal methods.

The bureau’s financial position at the end of the year was sound. Its financial health
monitoring assessment indicate that risk of defaulting on its financial commitments is
low and that its reserves were well managed during the year.
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Financial Review (cont.)

Reserves Policy

The Trustees review the reserves and the reserve policy on a regular basis.

The charity’s reserves consist of: Unrestricted funds, Designated funds and Restricted funds.
The definitions of these funds are set out on page 35. Details of the restricted and designat-
ed reserves are shown in the balance sheet on page 27. Following the review of the re-
serves policy during the year, Trustees decided to set an unrestricted reserves level
(including redundancy reserves) of £55,000 to £88,000; the equivalent of 3-5 months’ budg-
eted operating expenditure, in line with National Citizens Advice policy and requirements.

In arriving at this reserve level, Trustees considered the financial risks facing the charity and

the cost of running the organisation to ensure that enough reserves would be available to:

. manage the timing of cash inflows and outflows and have the ability to pay bills as they
fall due;

. ensure continuity of its charitable activities in the occurrence of an unforeseen event
(including a down turn in income); until alternative arrangements are put in place; and

«  fulfil specific commitments, for example, redundancy payments; and to invest in the
future by supporting business development and growth opportunities that will provide
an increased return to the charity.

At the end of the financial year, the balance of unrestricted reserves was £85,689, (2018:

£97,205) including £22,000 designated redundancy reserve.

Investment Policy and Objectives

During the year, there was no change to the Board policy that a minimum of two months'’
cash operating costs should be held at instant access and the remainder of the funds which
are not immediately required for operational purposes should be held on deposit in UK
based accounts.

The Finance sub-committee periodically reviews the deposit account arrangements having
regard to the best available market rates of interest, flexibility, accessibility, and risk.

Funding Sources

The charity’s sources of funding during the year included the following:

. Epsom & Ewell Borough Council (EEBC) - funding for our core service;

. NHS (East Surrey CCG, Surrey Downs CCG and CFS Mental Health Foundation) and
Lloyds Bank Foundation for England and Wales - funding for Mental Health Project;

. EEBC and Rosebery Housing Association - funding for Money Advice and Debt Service;

«  Additionally, we received funds from Surrey County Council as a Councillors Grant and
via Citizens Advice Surrey under the Surrey Crisis Fund, Epsom & Ewell Mayor's charity,
Epsom Parochial Charities and Ewell Parochial Trust; and Citizens Advice as part of the
national contract with the Department of Work & Pensions for their Help to Claim Uni-
versal Credit Scheme.

We also raised some funding through donations and various fundraising activities.

We are very grateful to all funders and donors, without whom we would not be able to
deliver our service.
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Statement of Directors’ responsibilities,
Independent Examiners & Small
Company Exemptions

Statement of Directors’ responsibilities

The Directors (who are also Trustees of Epsom and Ewell Citizens Advice Bureau for the
purposes of charity law) are responsible for preparing the Trustees’ Report and the finan-
cial statements in accordance with applicable law and United Kingdom Accounting Stand-
ards (United Kingdom Generally Accepted Accounting Practice).

Company law requires the trustees to prepare financial statements for each financial year

which give a true and fair view of the state of affairs of the charitable company and of the

incoming resources and application of resources, including income and expenditure, of the

charitable company for that period. In preparing these financial statements, the trustees

are required to:

. Select suitable accounting policies and then apply them consistently;

. Observe the methods and principles in the Charities SORP;

. Make judgements and estimates that are reasonable and prudent;

. State whether applicable UK Accounting Standards have been followed, subject to any
material departure disclosed and explained in the financial statements; and

. Prepare the financial statements on the going concern basis unless it is inappropriate
to presume that the charitable company will continue in business.

The trustees are responsible for keeping proper accounting records that disclose with rea-
sonable accuracy at any time the financial position of the charitable company and enable
them to ensure that the financial statements comply with the Companies Act 2006.

They are also responsible for safeguarding the assets of the charitable company and
hence for taking reasonable steps for the prevention and detection of fraud and other ir-
regularities.

In so far as the trustees are aware:

. there is no relevant audit information of which the charitable company’s independent
examiners are unaware; and

»  the trustees have taken all steps that they ought to have taken to make themselves
aware of any relevant audit information and to establish that the independent exam-
iners are aware of that information.

The trustees are responsible for the maintenance and integrity of the corporate and finan-
cial information included on the charitable company’s website. Legislation in the United
Kingdom governing the preparation and dissemination of the financial statements may
differ from legislation in other jurisdictions.

Independent Examiners
H.G Field & Co were appointed our independent examiners on 6 March 2018, and were re-
appointed for this financial year at the Annual General Meeting on 18 September 2018.

Small Company Exemptions

In preparing this report, the Trustees have taken advantage of the small companies ex-
emptions provided by section 415A of the Companies Act 2006.
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Approval & signature

Approval

Approved by the Board of Trustees on 17 September 2019 and signed on behalf of the
Board:

Pokse B dsds

Peter Edwards
Chair
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Independent Examiners’ Report

INDEPENDENT EXAMINERS' REPORT TO THE TRUSTEES OF EFSOM AND EWELL CITIZENS ADVICE
BUREAU

YVe report 10 the charity trustees on our examingtion of the accounts of the Company for the
year erced 31% March 2019 set aut on pages 26 to 35,

This report is made solely to the chanty s irustees, as & body, in accordance with Sectiag 145
of the Charities Act 2011 (the Charties Ast) and regu ations made under section 154 cf tha
Act. Our work has been unde‘taken so that we might staie to the charity's trustees, those
matters we are requirec to siate to them in an independent examiner’ s report and for no other
purpose. To the fuliest extent permitted by law we do not accept or assume responsibility to
anyanz other than the thanty and the cnarity's Trustees as a body, for cur work or for this
repomn.

nsibilitles and basis of repart
As the trusiees of the Company {who are also the directors af the sompany for the purposes
of company law), you are raspensible for the praparation of the aczounts in azcordance with
the requirements of the Companies Act 2005 i'the 2006 Act’

Having satisfied ourselves that the accounts of he Company are not required to be audited
for this year under Part 16 of the 2006 Ad and are el ig bla for independent examination, we
report in respec! of our exarinat on of your charity's accounts as carried out under section
145 of the Charites Act 2071 (‘the 2011 Aat’ ) In camy ng out aur examination, we have
fallowew the Directions give by the Charty Commissicr {under gection 145(5){b} of the 2011
Act.

Independent examiners’ gtatemeant

The company’s gross income excecded £250 000 and aur exam rer is qualified Ic underske
the axamination by being a qualified member of the Institute of Chartered Accountants in
England & Wales

\We have completed our exanunation. We confim that no material matiers have ¢ome to our
attention which gives us cause ‘o believe that:

r aceewrting recards wera not kept in accardance with section 385 of the Companies Act 2006:
or

* the accounts do not accard with such razords: or

* tha accounts do not comply with re evant accounting recuirements under section 395 of the
Companies Act 2006 other than any requirerment that the acceunts give a 'true and fair’ view
whic is not @ matter considsred as part of an incependent examination, or

‘the accounts have not been prepared ir accorcance with the Charitizs SORP (FR§102)

//’IX\(;‘\»&';L,_ A 9. ;g}l?—/ .

Acran Rodrigues FCA, Independent Examiner

HG Field & Co

Acosuntants

Ludwell House, 2 Guildiord Strest

Chertsey Surrey KT16 880 17" Septamber 2019
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Statement of Financial Activities

Year ended 31 March 2019

Note Unrestricted

funds
Income from:
Donations and legacies 2 9,079
Charitable activities 3 137,850
Other (including fundraising) 4 11,682
Total Income 158,611
Expenditure on:
Raising funds 5 8,629
Charitable activities 5 154,045
Total Expenditure 162,674
Net income/expenditure for the year (4,063)
Transfer between funds 13 (7,453)
Net movement in funds (11,516)
Reconciliation of funds
Balances brought forward 2018 13 97,205
Balances carried forward 2019 13 85,689

Restricted
funds

50

122,302

122,352

133,420

133,420

(11,068)
7,453

(3,615)

11,855

8,240

Total funds
2019

9,129
260,152
11,682

280,963

8,629
287,465

296,094

(15,131)

(15,131)

109,060

93,929

Total funds
2018

13,717
261,618
5,780

281,115

1,847
273,021

274,868

6,247

6,247

102,813

109,060

There are no recognised gains or losses in the above two financial years other than those included in the
Statement of Financial Activities. All activities derive from continuing operations.

The notes on pages 28 to 35 form part of these financial statements.

Citizens Advice Epsom & Ewell Annual Report 2018/19

26



Balance Sheet

as at 31 March 2019

Unrestricted Restricted
Funds Funds

£ £

Fixed Assets

Computer Equipment 8 3,209 - 3,209 -

Current Assets

Debtors 9 906 - 906 17,600

Cash at bank and in hand 87,885 20,657 108,542 116,870
88,791 20,657 109,448 134,470

Creditors—amounts falling due

within one year 10 6,311 12,417 18,728 25,410

Net Current Assets 82,480 8,240 90,720 109,060

Net Assets 85,689 8,240 93,929 109,060

Represented by:
Funds of the Charity

General Funds 13 63,689 - 63,689 75,205
Designated Funds 13 22,000 - 22,000 22,000
Restricted Funds 13 - 8,240 8,240 11,855

85,689 8,240 93,929 109,060

For the year ending 31* March 2019 the company was entitled to exemption from audit under section 477 of
the Companies Act 2006 relating to small companies.

The members have not required the company to obtain an audit of its accounts for the year in question in ac-
cordance with section 476 of the Companies Act 2006.

The directors acknowledge their responsibilities for:

A)  complying with the requirements of Sections 386 & 387 of the Companies Act 2006 with respect to ac-
counting records and

B)  preparing financial statements which give a true and fair view of the state of affairs of the company as at
the end of each financial year and of its surplus or deficit for each financial year in accordance with the
requirements of Sections 394 & 395 and which otherwise comply with the requirements of the Compa-
nies Act 2006 relating to financial statements, so far as applicable to the company.

These financial statements have been prepared in accordance with the provisions applicable to companies

subject to the small companies regime and in accordance with FR$102 SORP

The financial statements on pages 21 to 35 were approved by the Board of trustees and authorised for issue
on 17 September 2019 and are signed on its behalf by:

Peter Edwards, ‘\ Bernie Watson
Pata S Seenod, Chair oh—— Acting Treasurer

Trustee Trustee

Company Registration No: 4079521 Charity Registration No: 1085779
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Notes to the Financial Statements

for the year end 31 March 2019

1. Accounting policies

a) Basis of preparation

Epsom and Ewell Citizens Advice Bureau (also known as Citizens Advice Epsom & Ewell) is
a charity limited by guarantee in the United Kingdom. In the event of the charity being
wound up, the liability in respect of the guarantee is limited to £1 per member of the
charity. The address of the registered office is given in the charity information on page 18
of this Annual Report and Accounts.

The nature of the charity’s operations and principal activities are in providing advice and
counselling to the general public. The charity constitutes a public benefit entity as de-
fined by FRS 102.

The financial statements have been prepared in accordance with Accounting and Report-
ing by Charities: Statement of Recommended Practice applicable to charities preparing
their accounts in accordance with the Financial Reporting Standard applicable in the UK
and Republic of Ireland (FRS 102) issued on 16 July 2014, the Financial Reporting Standard
applicable in the United Kingdom and Republic of Ireland (FRS 102), the Charities Act
2011, the Companies Act 2006 and UK Generally Accepted Practice as it applies from 1
January 2015.

The financial statements are prepared on a going concern basis under the historical cost
convention, modified to include certain items at fair value. The financial statements are
prepared in sterling which is the functional currency of the charity.

The significant accounting policies applied in the preparation of these financial state-
ments are set out below. These policies have been consistently applied to all years pre-
sented unless otherwise stated. The charity adopted FRS 102 in the current year having
previously prepared accounts under SORP (Financial Reporting Standards for Smaller En-
tities). No transitional adjustments were required in funds or income for the year.

b) Incoming resources

All incoming resources are included in the Statement of Financial Activities when the
charity is legally entitled to the income after any performance conditions have been met,
the amount can be measured reliably and it is probable that the income will be re-
ceived.

No amount is included in the financial statements for volunteer time in line with the
SORP (FRS 102).

Voluntary income by way of grants, donations and gifts is included in full in the State-
ment of Financial Activities when receivable and when the amounts are known with cer-
tainty and are measurable. Grants, where entitlement is not conditional on the delivery
of a specific performance by the charitable company, are recognised when it becomes
unconditionally entitled to the grant.

Donated facilities and donated professional services are recognised in income at their
fair value when their economic benefit is probable, it can be measured reliably and the
charity has control over the item. Fair value is determined on the basis of the value of the
gift to the charity. For example the amount the charity would be willing to pay in the
open market for such facilities and services. A corresponding amount is recognised in ex-
penditure.
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Notes to the Financial Statements

for the year end 31 March 2019
1.  Accounting policies (continued)

b) Incoming Resources (cont.)

Incoming resources from grants, where related to performance and specific deliverables,

are accounted for as the charitable company earns the right to consideration by its per-
formance. Where income is received in advance of performance it is treated as deferred
income and included within creditors.

c) Resources expended

All expenditure is accounted for on an accruals basis and has been classified under
headings that aggregate all costs related to the category. Expenditure is recognised
where there is a legal or constructive obligation to make payments to third parties, it is
probable that the settlement will be required and the amount of the obligation can be
measured reliably.

Charitable expenditure comprises those costs incurred by the charitable company in the
delivery of its activities and services for its beneficiaries.

Governance costs include those costs associated with meeting the constitutional and
statutory requirements of the charitable company and include independent examiner
fees and costs linked to the strategic management of the charitable company.

All costs are allocated between the expenditure categories of the Statement of Financial
Activities on a basis designed to reflect the use of the resource. Costs relating to a partic-
ular activity comprise both costs that can be allocated directly to such activities and
those costs of an indirect nature necessary to support them.

d) Fund accounting

Restricted funds

Restricted funds represent grants and donations received which are subject to re-
strictions on their expenditure imposed by the donor or through the terms of an appeal.
The aim and use of each restricted fund is set out in the notes to the financial state-
ments.

Unrestricted funds and designated funds

Unrestricted funds represent funds that are expendable at the discretion of the trustees
in the furtherance of the objects of the charitable company. Such funds may be held in
order to finance both working capital and capital investment.

Designated funds are those funds which are unrestricted in nature but which have been
designated by the trustees to be used in a particular manner.

e) Tangible fixed assets

Tangible fixed assets are stated at cost (or deemed cost) or valuation less accumulated
depreciation and accumulated impairment losses. Cost includes costs directly attributa-
ble to making the asset capable of operating as intended. Fixed assets are capitalised if
their value is over £2,000.

Depreciation is provided on all tangible fixed assets, at rates calculated to write off the
cost, less estimated residual value, of each asset on a systematic basis over its expected
useful life.
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Notes to the Financial Statements

for the year end 31 March 2019

1. Accounting policies (continued)

f) Debtors and creditors receivable / payable within one year

Debtors and creditors with no stated interest rate and receivable or payable within one
year are recorded at transaction price. Any losses arising from impairment are recog-
nised in expenditure.

g) Recognition of liabilities
Liabilities are recognised when an obligation arises to transfer economic benefits as a
result of past transactions or events.

h) Employee benefits

When employees have rendered service to the charity, short-term employee benefits to
which the employees are entitled are recognised at the undiscounted amount expected
to be paid in for that service.

A pension scheme for employees is operated on a defined contributions basis. Contribu-
tions are expensed as they become payable.

i) VAT

Expenditure included in the accounts includes VAT as the bureau does not recover VAT.
Irrecoverable VAT is included within the relevant costs in the Statement of Financial Ac-
tivities.

j) Tax

The charity is an exempt charity within the meaning of schedule 3 of the Charities Act
2011 and is considered to pass the tests set out in Paragraph 1 Schedule 6 Finance Act
2010 and therefore it meets the definition of a charitable company for UK corporation
tax purposes.

k) Leases

Rentals payable and receivable under operating leases are charged to the SOFA on a
straight line basis over the period of the lease. However, there have been no such costs
in 2018/19.

I) Going concern

The financial statements have been prepared on a going concern basis as the trustees
believe that no material uncertainties exist. The trustees have considered the level of
funds held and the expected level of income and expenditure for 12 months from au-
thorising these financial statements. The budgeted income and expenditure is sufficient
with the level of reserves for the charity to be able to continue as a going concern.
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Notes to the Financial Statements

For the year end 31 March 2019

2 Donations
Unrestricted Restricted Total Total
2019 2018
£ £ £ £
Voluntary Income
Mayor's charity 1,853 - 1,853 5,000
Ewell Parochial Trust - - - 750
Legacy 5,000 - 5,000 5,000
Other donations 2,226 50 2,276 2,967
9,079 50 9,129 13,717
3  Charitable Activities
Unrestricted Restricted Total Total
2019 2018
£ £ £ £
Epsom & Ewell Borough Council 120,812 13,640 134,452 134,989
Citizens Advice 6,581 - 6,581 4,223
Surrey County Council 2,400 - 2,400 4,588
Lloyds Bank Foundation - 20,662 20,662 20,257
NHS Surrey - 41,000 41,000 41,000
The Trussell Trust (Foodbank) - - - 2,889
Legal Support Trust 5,000 - 5,000 5,100
Epsom and Ewell Parochial
Trusts 3,057 - 3,057 1,572
Contracts &Fees:
- Rosebery Housing Association ) 47,000 47,000 47,000
137,850 122,302 260,152 261,618
Further information about these
grants are provided in the
Report of Directors and
Trustees.
4 Otherincome
Unrestricted Restricted Total Total
2019 2018
£ £ £ £
Room hire 1,608 - 1,608 1,500
Fundraising events 4,398 - 4,398 2,498
Investment Income 1,044 - 1,044 1,239
Miscellaneous income 4,632 - 4,632 543
Total Other Income 11,682 - 11,682 5,780
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Notes to the Financial Statements

for year end 31 March 2019

5 Analysis of expenditure

: Specialist
Generalist .
Advisory Services I rﬁg‘r{:;itaigg
(Unrestricted (Restricted Total Total
funds) funds) 2019 2018
£ £ £ £
Raising funds
Staff costs 8,1 03 - 8,1 03 1,096
Other direct costs 526 - 526 751
Activity Total 8,629 - 8,629 1,847
Charitable activities
Staff costs 53,348 109,029 162,377 175,080
Other direct costs 21,720 - 21,720 -
Support costs 78,977 24,391 103,368 97,941
Activity Total 154,045 133,420 287,465 273,021
Generalist Specialist
Support costs Advisory Advice and Tz%t,fgl 'I'zc(:)t1a8I
Services Information
£ £ £ £
Governance 220 47 267 1,177
Management 22,888 6,300 29,188 28,534
Office, IT &
Communications 15,572 6,234 21,806 16,501
Premises 40,004 11,665 51,669 51,669
Other 293 145 438 60
Activity Total 78,977 24,391 103,368 97,941

The other direct costs, included in Charitable Activities, relate to costs of an interim CEO and the
recruitment fees to find a permanent CEO .

The basis of allocation of support costs is hours contributed by staff and volunteers.

Expenses amounting to £nil (2017: £22) were reimbursed to 0 (2018: 1) member of the Trustee
Board. No trustee indemnity insurance was purchased.

EECAB paid £1,770 in the year ended 31 March 2019 (2018: £2,525) for various insurance services,
including professional indemnity cover.

6 Governance costs

These are costs associated with the governance of the charity and include and independ-
ent examination cost of £120 (2018: £1,120 of which £900 related to a
familiarisation fee due to the change in Independent Examiner).

Citizens Advice Epsom & Ewell Annual Report 2018/19 32



Notes to the Financial Statements

For the year end 31 March 2019

7  Information regarding Trustees, Directors and Employees

2019
£
Wages and salaries 171,326
Social security costs 10,052
Pension costs 3,254
184,632
The average number of employees,
analysed by function was:
2019
Charitable purposes 8
Fundraising & publicity 1
Management and administration of 2
charity
1

No employee received remuneration of more than £60,000

2018

£
174,803
10,254
3,049
188,106

2018

10

No Trustee was remunerated for any services. All payments were by way of reimbursement of expenses.

8 Tangible Fixed Assets

2019 2018
£ £
Cost—Computer Equipment
Additions 4,812 -
At 31 March 2019 4,812 -
Depreciation—Computer Equipment
Charge for the year 1,603 -
At 31 March 2019 1,603 -
Net book value—Computer Equipment
At 31 March 2019 3,209 -
In the year ending 31 March 2019, the office server was upgraded which resulted in
capitalisation of £4,812 of costs and a depreciation charge of £1,603.
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For year end 31 March 2019

9 Debtors

Total Total
2019 2018
£ £
Grants receivable - 16,000
Miscellaneous debtors 384 1,028
Prepayments 522 572
906 17,600

10 Creditors—amounts falling due within one year
Total Total
2019 2018
£ £
Deferred income (grant in advance) 11,653 16,723
Other creditors including tax and social security 5,693 6,475
Accruals 1,382 2,212
18,728 25,410

11 Related party transactions

There were related party transactions with Citizens Advice Surrey for shared services, Citizens Advice
Sutton where they have paid rent for the use of a room and Citizens Advice HQ in relation to insur-
ance and information services. There have been no other related party transactions.

12 Pension Scheme

The charity implemented an auto-enrolment scheme with NEST (a defined contribution occupational
pension scheme) with effect from 1 july 2017, in place of Scottish Widows. NEST is backed by the
government. The company contributed 2% of pensionable earnings and the employees pay at

least 3%. The minimum contributions will increase in the financial year ending 31 March 2020 to:
company contributions of at least 3% of pensionable earnings and employee contributions of at least
5%.

The pension cost shown in the accounts for the year represents contributions payable by the
company and amounted to £3,254 (2018: £3,049). There were no significant contributions payable
or outstanding at the year end.
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13 Movement of funds

At 1 April At 31 March
2018 Income Expenditure Transfers 2019
£ £ £ £ £
Restricted Funds

Health Watch 561 - - (561) -
Debt advice 9,668 59,820 (62,454) - 7.034
Mental Health - 62,532 (70,387) 7,855 -
Emergency Fund 1,308 - (102) - 1,206
Foodbank 318 - (477) 159 -
Total Restricted Funds 11,855 122,352 (133,420) 7,453 8,240

Unrestricted Funds
General fund 75,205 158,611 (162,674) (7,453) 63,689
Designated funds 22,000 - - - 22,000
Total Unrestricted Funds 97,205 158,611 (162,674) (7,453) 85,689
Total Funds 109,060 280,963 (296,094) - 93,929

The £7,453 transfer from unrestricted funds into the restricted funds cover £8,014 of notional costs
that are not recoverable from the funders or specific project reserves, and £561 surplus from the
completed Health Watch project. It has been confirmed that this balance is not repayable.

Restricted Funds

Health Watch: A restricted fund paid by Surrey County Council through Citizens Advice Surrey to help
improve the health and social care services in Surrey.

Debt Advice: A restricted fund financed by Epsom and Ewell Borough Council, Rosebery Housing Asso-
ciation and EECAB's general fund as dedicated money and debt advice for those in the most difficult of
situations.

Mental Health: A restricted fund supported by the Lloyds Bank Foundation for England and Wales and
the NHS to support our work in the outreach project for those with severe and enduring mental
health issues.

Emergency Fund: A restricted fund paid for by an anonymous donor to allow the bureau manager to
make small provision to people in the Epsom and Ewell area where such funding cannot be obtained
by other means.

Foodbank: A restricted fund paid for by the Trussell Trust to support the bureau’s provision of drop-in
advice service on energy matters, welfare benefits, money and credit problems, education and
healthcare.

Designated Funds

Redundancy reserve
This reserve has been designated by the Trustees for the purpose of covering any redundancy and

associated costs that may arise. There has been no change in the Trustee's risk analysis associated
with this reserve.

Citizens Advice Epsom & Ewell Annual Report 2018/2019

35



Thank you to our supporters

Our Core Funders
Epsom & Ewell Borough Council

LPSOM X
“EWELL %%

BOROUGH COLINCIL

Our Mental Health Funders
Surrey Downs CCG
East Surrey CCG

Lloyds Bank Foundation
for England & Wales

NHS

LLOYDS BANK FOUNDATION %

England & Wales

Our Specialist Debt Funders

Epsom & Ewell Borough Council

Rosebery Housing Association

SPSOM ¢
*EWELL

BOROUGH COUNCIL

ROSEBERY 6

RN CIATION

With Thanks also to:
Epsom Parochial Charities
Ewell Parochial Trust
Ewell Rotary

West Ewell Ladies Group
Soroptimist International

Waitrose Community Matters
- Epsom store

Legal Support Trust
Everest Spice, Epsom

Citizens Advice (national)
Surrey County Council
County Councillors representing Epsom & Ewell

A former volunteer who kindly remembered us
in his will.

All our donors and sponsors

Our amazing volunteers
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Citizens Advice - Epsom & Ewell
The Old Town Hall

The Parade

Epsom

Surrey

KT18 5AG

f v

caee.org.uk

Citizens Advice Epsom & Ewell is an operating name of Epsom & Ewell Citizens Advice Bureau.
Charity Registration Number 1085779. Company Limited by guarantee. Registered number 4079521 England.
Authorised and regulated by the Financial Conduct Authority FRN: 617602.

Registered office: The Old Town Hall, The Parade,

Epsom, KT18 5AG
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