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Citizens Advice Annual Report

Chair’s Report

During the year we engaged in a wide consultation process on the
impact of the Review of Public Administration, and the
reorganisation of local government on Citizens Advice in Northern
Ireland. The report and recommendations which emerged are both
comprehensive and daunting and will be taken seriously by
Citizens Advice.

| have to say that the sight of a whole organisation — paid staff and
volunteers — involved in discussing the future of Citizens Advice
was impressive. | was at every meeting because | saw it as my
duty to emphasise the role of the Trustee Board in promoting the
debate. On a personal level | saw it as my duty as chair to ask the
hard questions of the organisation and even at the risk of being misunderstood to put the
questions no one else would, or could.

John Devine, OBE, Chair

| gave an assurance at the last AGM and, more recently, at the meeting between Bureaux Chairs
and the Trustee Board that no change will be imposed from the top. Nor will it. The Board backs
that view too. The only change that will take place is what the organisation decides will happen.

In some places during the big debate we discussed what might happen in conversational tones.
In others it was more passionate. In the welter of ideas that emerged some people wanted to
know what the debate was all about, because they felt that the need for change and the sort of
change required was self-evident. At the outset, | said that if we were to establish CAB now we
would certainly organise it differently. | suggested that we should determine now what sort of an
organisation we want, plan how to achieve it and set a timescale for delivering it.

The recommendations of the report are not a one size fits all set of solutions. Since the needs of
many bureaux are as different as the problems they face, the suggestions offered in the report
have to be selected with care because the answers sought may straddle a couple of the report’s
options.

However successful our current operation in the advice-giving arena is, the whole organisation
has to emerge from this exercise with more flexibility to meet the increasing and changing
demands and expectations of the public. To emerge with less would be failure.
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Chief Executive’s Report

After 30 years, it is arguable that Citizens Advice in Northern
Ireland and the advice sector itself has come to a watershed. The
reasons behind this are positive — the advice sector has achieved
a significant engagement from Government after many years of
under funding.

¢ Northern Ireland is now the only part of the U.K. to have an
Advice and Information Strategy

e Since the draft strategy was launched in January 2006,
additional revenue grant of £3m has been made available to _
frontline advice agencies via the Department for Social Derek Alcorn, Chief Executive
Development and District Councils.

e More resources will be invested into advice “hubs” in return for the consolidation of the sector.
This will be linked to the reform of local government.

Since there is no such thing as a free lunch, this increase comes with a price - the embracing of
the range of policies and priorities set out in the DSD Modernisation Fund and the policy
document Positive Steps. These set out an agenda for the voluntary sector of restructuring to
address duplication and gaps in service delivery, and new ways of working e.g. collaboration,
shared services and strategic alliances. These policies come against a background in which all
the political parties are saying that the voluntary sector has a major contribution to make to the
delivery of public services, and in which Citizens Advice is already making the change from grant
aid to outcome related funding. Already we are delivering significant regional contracts from DETI
(NI) for the provision of money advice, and from the Social Security Agency for benefit take up.

In the last 15 years, Citizens Advice in Northern Ireland has shown itself very willing to change
and set new standards. Our innovations in IT remain a first in the UK advice sector, our external
accreditation of training is now standard practice, the development of financial literacy materials
for schools, ground breaking in 2003, is now being mainstreamed by the UK government in
England and Wales, and political developments now provide a positive backdrop to our
development of cross border advice.

Keeping pace with new developments will challenge us, but the scale of government
engagement is now so significant that we have no choice but to respond positively. We spent
many years being poor but honest, and using that rationale to defend deficiencies in service
delivery. Now we have the opportunity to access increased funding, and to redesign our service
in a changing context. If we are found wanting, others will fill the gap which we leave.
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WORKING TOGETHER - Partnerships

Citizens Advice and the Social Security Agency
Tackling Poverty

The benefit take up contracts awarded
by the Social Security Agency in 2006
were highly successful with a value for
money figure of £21 claimed for every £1
of expenditure by the Agency -
representing an annual benefit pay out of
£6.6m to people in social need.

Citizens Advice has again been
successful in bidding for contracts and in
2007 will be delivering benefit take up
work in terms of Pension Credit, Child
Poverty and Incapacity Benefit with a
total target of 15,000 people.

We have warmly welcomed this change
in the Agency’s service delivery which
combines intelligent use of the SSA’s
own databases with the skills, knowledge and infrastructure that Citizens Advice brings to the
table in dealing with socially vulnerable people. The combination makes a significant contribution
to the Northern Ireland Anti Poverty Strategy, with a business model which is easy to understand,
capable of verification by the Agency and clearly delivering help directly to people who need it.

Citizens Advice and the Department of Enterprise, Trade & Investment
Dealing with Debt

In 2006, Citizens Advice was awarded a
contract from DETI to provide face to face
money advice provision across Northern
Ireland. This has enabled us to support
fourteen money advisers across Northern
Ireland including posts in Omagh
Independent Advice Service and Housing
Rights Service. The project is working to
agreed objectives and outcomes and has
changed the way that money advice cases
are recorded, leading to a new reliability in
statistics. In February 2006 the Office of
First Minister and Deputy First Minister
published a report into over-indebtedness /
in Northern Ireland. It estimated that 11% . Stephen Quinn, Permanent Secretary, DETI with Jenni Archer, Causeway CAB
of the population of people aged 16 or

over is potentially struggling with their debts, equating to almost 150,000 people.




During the year we hosted a visit from Stephen Quinn, Permanent Secretary of DETI and Mike
Bohill, Senior Officer of the Social Economy Branch. The visit was held to review the DETI
Money Advice Project and provided an opportunity for DETI to speak directly to advisers about
the issues that their clients are experiencing. In 2006 the network dealt with over £20 million of
new debt, an increase of around 25%.

Citizens Advice and Northern Ireland Electricity

In 2006, Citizens Advice secured three
contracts to deliver benefit take-up
services for vulnerable customers of
Northern Ireland Electricity (NIE). The
initiative, “For Your Benefit Programme,”
which was developed and funded by
NIE, supported five pilot projects in total
to assess how a range of interventions
might assist customers maximise their
benefit entitlement. All three pilots
undertaken by Citizens Advice
commenced in February 2007 and were
completed in June 2007.

Sandra McKay, NIE, Liz Dugdale, Citizens Advice Belfast & Kathy Smyth, NIE

The first pilot project was delivered by
Citizens Advice in partnership with Extra
Care, a voluntary organisation which provides a range of personal care services to people living
in the community. These services are provided by trained careworkers, 24 hours a day, 7 days a
week, 365 days a year. During the course of their work, careworkers identified clients for referral
to CAB which completed benefit checks and maximised benefit entitlement where appropriate.

The second project involved a partnership established between Citizens Advice and the Energy
Savings Trust Advice Centre (ESTAC). ESTAC provides a range of advice services including a
telephone advice line which provides guidance in relation to grants and discount schemes. This
pilot focused on telephone referrals made by ESTAC to CAB who then completed benefit
entitlement and maximisation checks.

The third project funded under this initiative was a direct partnership between NIE and Citizens
Advice which saw referrals being made to CAB as a result of NIE led direct mail campaigns
targeted at customers who had keypad meters, or who may have been in debt, or who were
registered on NIE customer care registers. Customers were asked to contact Citizens Advice
centrally through a dedicated telephone help-line service and benefit and income maximisation
check were then undertaken by local CAB depending on where the customer lived in N. Ireland.

Over a four month period over 500 benefit checks were undertaken across all three pilot projects
by CAB. The three pilots are scheduled to be fully evaluated in the summer of 2007 and the
results of the pilot will determine how NIE intends to take this work forward over the next few
years.

Working Together




Citizens Advice Annual Report

Citizens Advice and Belfast City Council
Belfast City Online

A new website www.belfastcityonline.net
was launched at the City Hall in Belfast
during November 2006. The website
developed with a range of partner
organisations including Citizens Advice,
acts as a ‘super website’ which includes
information and access to online services
for public services in Belfast. It has been
developed with citizens, visitors and the
business community in mind.

The site has four main sections — Living
in Belfast, Discover Belfast, Doing
Business and Your Council. The website Belfast Kiosk
provides access to a wide range of

information and services from the community and voluntary sector including a link to the Citizens
Advice website.

The website can now also be accessed for free through the new internet kiosks located in the
South Belfast Citizens Advice Bureau and the East Belfast Bureau.

Citizens Advice is pleased to have been involved in this important initiative and is the only
voluntary sector organisation which is a partner in the project.

Citizens Advice and the Citizens Information Board
Borderwise - Cross Border Advice & Information

Borderwise, our strategic cross border partnership with the Dublin based Citizens Information
Board (formerly Comhairle), has received additional funding of £250,000 from the Peace Il
Extension programme.

The objectives of this phase of the project are:

e A support and training programme on ‘Cross Border Advice,
Information and Advocacy’ for staff and volunteers in border
county CABx and CICs, including facilitating access to accredited
training in the ‘other’ jurisdiction

e Recruiting and facilitating access to advice and information

training for new volunteers

e A Programme of Peace & Reconciliation Training for staff and
volunteers across the network - building on the training
previously provided under the last phase of Borderwise

¢ A Pilot programme of North South staff and volunteers exchanges
between CABx and CICs in the border counties

Assumpta Kelly, Borderwise Project Manager




The project will also continue to develop Peace & Reconciliation training,- a programme of
support to Victims Groups and Ex-Prisoners in relation to rights and entitlements of individual
victims of the conflict. This work will be developed in consultation with victims and ex-prisoner
groups active in the border region.

Citizens Advice and Adviceguide
Language Diversity

The rapid growth of migrant workers in < 2111

Northern Ireland, and the diversity of o e e R "::-_-.;:?t%?-j: — o ED -, I
languages being deployed, is one of the ,‘ B e
major challenges facing the advice vy u}a—_—'I e
sector in Northern Ireland. Adviceguide, | b
www.adviceguide.org.uk, the UK self service % 'f =5
advice and information web-site £ .— =
published by Citizens Advice, makes a E i ':- : '-ﬂ-
range of fact sheets, FAQ’s and brief :'-]x __E: orfrd SR o b
information in a variety of languages. d 12 .,_:_ -5
e

In Northern Ireland, Citizens Advice has
begun the process of translating an

E=AA

employment fact sheet aboUt What Y OU o IR
need to know when dealing with Screenshot of language database

grievances, dismissal and disciplinary

action at work in several languages. Once complete, this fact sheet will be available from both
the nationwide Adviceguide website and our own www.citizensadvice.co.uk website. We have
also produced a database of languages which can be accessed to help advisers locate the CAB
office with staff who can help with translation.

A major upgrade of our website which will enable us to provide advice and information in a
variety of languages has already begun.

In Ireland, our cross border partner the Citizens Information Board (formerly Combhairle) is tackling
the problem of language diversity through its new web site www.citizensinformation.ie with much of
its information content in a range of languages.

Citizens Advice and Macmillan Cancer Support

A pioneering partnership between Citizens Advice and Macmillan Cancer Support will provide a
new CAB advice and information service for patients with cancer at 3 hospitals within the Belfast
Health & Social Care Trust. The service will provide information, advice and advocacy to cancer
patients, their families and carers and will work in partnership with social workers, Macmillan
nurses and other cancer support service workers. The advice service will be located in the Royal
Victoria Hospital, Belfast City Hospital and the Mater Hospital.

A study carried out in June 2002 by University of Reading on behalf of Macmillan Cancer
Support found that financial concerns are frequently second only to physical pain as a cause of
stress for people with cancer and their families. Other more recent research by Macmillan Cancer
Support shows one in seventeen people (6%) lose their home after being diagnosed with cancer

Working Together
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and one in six (18%) have difficulties in
keeping up with their mortgage or rental
payments.

Staff will work to identify issues affecting
cancer patients which may make the
case for changes in legislation, health
care policy and health care delivery. This
will inform the policy work of both
agencies.

A Project Steering Group consisting of
representatives from Citizens Advice,
CAB Belfast, Macmillan Cancer Support,
SOCIH' Work Team’ Macmillan NUI’SQS, Top Row: Mick McAtavey, Director, Citizens Advice Belfast, Phyllis Nellins, Macmillan CAB Advice
Belfast Clty Hospital and Roya| Hospitals Worker, Nora Gallagher, Team Administrator, Pamela Oakes, Macmillan Nurse, Barry McVeigh,
. Specialist Support Officer. Bottom Row: Brenda McIlroy, Macmillan Nurse, Emer Boyd, Macmillan
has been set up to oversee the running CAB Administrative Officer and Ann McLean, Lead Macmillan Nurse.

of the project.

Citizens Advice and Department of Business, Enterprise and Regulatory Reform
National Minimum Wage Helpline 2006-07

It has been another busy year for the A
National Minimum Wage Helpline, now in

its seventh year of operation following |,.1'|][IHH1HJM“ I"'EE
the renewal of the contract by the former ol you EHmnF
Department of Trade and Industry. In July
2006, the helpline won the tendering
process to continue the advice and
outreach service in Northern Ireland for a
further three years until 2009 and is now
the last surviving partnership project of
the nine which were originally
commissioned by the Low Pay

Comm|33|on In 2001 - Gabriel Murphy, NMW Compliance Officer, HMRC, Mike 0’Donnell, NMW Senior Policy Officer, DTI,
Diane Wilson, NMW Manager, Citizens Advice & Des Dickson, NMW Information Officer,
Over the past year, helpline staff have run Citizens Advice

a targeted campaign to educate the

many small employers in Northern Ireland and ensure that they are aware of their obligations and
the consequences of non compliance. Currently around 40% of the calls to the Helpline are from
employers looking for clarification about the legislation. The minimum wage is still high on the
Government’s agenda and in his pre-budget report the Chancellor announced plans to increase
the resources for minimum wage enforcement and compliance by 50% from April 2007. In
addition, the HMRC introduced new penalties with regards to employer fines and the DTl is
currently consulting on proposals to impose more stringent penalties on employers who breach
the legislation.




In 2006-07 the Helpline took 3516 calls and passed 126 complaints of suspected non-
compliance to the HMRC teams; subsequent investigations found that 75% of those employers
were non-compliant resulting in arrears of wages for 299 workers and bringing the total of
minimum wage arrears in Northern Ireland to over £2.5million since the legislation was introduced
in 1999. Recent successes include assistance provided to 5 Polish workers to claim nearly
£6,000 in arrears from their employer, and to one disabled worker who was awarded over £1,300
from an employer who believed that he was not entitled to the minimum wage.

Throughout the year the Helpline has enjoyed continued support from the HMRC who have
expressed interest in using the promotional and outreach model developed by the Northern
Ireland Helpline to benefit the other compliance teams in the UK. In the coming twelve months,
the Helpline plans to launch a new multi-lingual website facility including an online complaint
form and to communicate the minimum wage legislation to the growing number of new citizens
entering Northern Ireland.

The National Minimum Wage Helpline, 0845 6500 207, is open Monday to Friday 9am- 5pm.

Citizens Advice and the Northern Health Board
Advice for Health

Recent poverty and social inclusion
research has highlighted mental ill-health
as especially significant in Northern
Ireland. This was reflected in the Advice
for Health project, with 40% of clients
receiving treatment for mental health
needs.

Advice for Health has been developed in
an attempt to reduce poverty and tackle
disadvantage by maximising benefit
take-up in the community, with a

particular focus on older people, people ) ot i o
Oscar Donnelly, Homefirst Community Trust, Pat Hutchinson, Manager Newtownabbey CAB,

with a disability, people with mental _ : , :
L . . L. . Stephen Murray, Investing for Health Partnership, Lyn Hanvey, Homefirst Community Trust,
health difficulties and families |IVIng N Brian Mullan, Advice for Health Worker, Newtownabbey CAB

poverty. The project is the result of a

partnership between seven Citizens Advice Bureaux, three Health Trusts, four Local Health and
Social Care Groups, the Northern Neighbourhoods Health Action Zone and the Northern
Investing for Health Partnership which funded the project.

The four Advice 4 Health projects each provide a range of specialist support focusing on specific
client groups and issues and these projects are based in seven bureaux throughout Northern
Ireland. Coleraine, Ballymoney and Moyle offers specialist support for elderly people, people
with a physical or learning disability or individuals with mental health difficulties. Newtownabbey,
Carrickfergus and Larne offer specialist support for elderly people. Cookstown and Magherafelt
offers specialist support for all patients registered within the local area. Antrim and Ballymena
offer specialist support for individuals with mental health difficulties as well as their carers and
families.

Working Together
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The independent evaluation of the project that was completed in September 2006, found that a
key factor underpinning the success of the project was the partnership approach that was taken
in managing the development of the service and dealing with the clients needs. It also uncovered
that during its first year, the project accessed over £720,000 in additional benefit entitlement for
clients.

Causeway CAB and Coleraine Borough Council

Coleraine Borough Council and Causeway
Citizens Advice Bureau have announced a new
joint initiative whereby an Environmental Health
Officer spends an afternoon a month in the
Bureau premises to deal with any Council-related
issues. The Offlcer WI|| be able to deal

will take other issues back to the approprlate
departments within Council.

Catherine McNally, EHO who will be providing the advice, Angela Welch, Bureau
Manager, Mayor of Coleraine Cllr. William King, Jenni Archer CAB Money Advice
Worker, Diana Johnston, CAB Fuel Poverty Advisor and Jackie Barr, Coleraine

Citizens Advice and Partn ers Borough Council Environmental Health Officer.
New Premises

In October 2006, we opened the new Regional T —
Office in Donegall Pass, Belfast. The new - """"'-'-E':' % alvica
building was funded through the Belfast : B
Regeneration Office (Department for Social
Development), the Big Lottery, a range of
charitable trusts and private donations. The
building puts substantial real assets behind the
association for the first time in history.

Derek Alcorn, Chief Executive of Citizens Advice, Peter Hain, former Secretary of
State for Northern Ireland and John Devine, Chair of Citizens Advice.




WORKING TOGETHER - Training

Training in Partnership

Training by its nature is collaborative and involves an exchange of ideas and information and
therefore Citizens Advice benefits greatly from the contact our courses bring with many external
organisations. Participants from twenty-two organisations have currently availed of places on the
Adviser Training Programme. In addition to this, the development unit delivers bespoke training
packages on request to organisations all over Northern Ireland on their own premises.

Feedback from external course participants has helped to shape the Adviser Training Programme
into a practical vocational course which is recognised as an industry standard. We have also
benefited from the attendance of participants from organisations such as the Royal National
Institute for the Blind who assisted us in ensuring that our training materials are as accessible as
possible for people with sight loss.

The contact our training delivery brings also improves our understanding of the work carried out
by external agencies and where relevant expertise is identified external training is bought in and
offered on the CAB Training Programme. Successful examples of this have been cancer
awareness courses from Macmillan and deaf awareness training from the RNID. We in turn have
received letters from our external participants indicating that the adviser training CAB provides
has application and benefit in a broad range of environments.

“I come from a nursing background and am in close contact with the sick disabled and carers.... I feel that
those most vulnerable i.e. the sick and the elderly will benefit from my new found knowledge”

“I have a better all round benefits knowledge after my ATP than ever before and that’s a compliment as I've
worked in the SSA for almost 15 years!!!”

“I was very impressed with the amount of knowledge and useful information that this course has opened to
me.....I was amazed that even I was not utilising an agency such as Citizens Advice to assist with some of
the everyday situations that can often avalanche those feeling that they are beyond help.” (Maghaberry
Resettlement Programme)

In 2006 Citizens Advice entered a new partnership approach with the Money Advice Trust and
Advice NI for the delivery of wiseradviser money advice training in Northern Ireland. The
development and delivery of this training is the responsibility of the wiseradviser operation team
(WOT) in Northern Ireland, which is consists of Advice NI and Citizens Advice key staff and
approved tutors. The WOT partnership will provide money advice training at generalist, skilled
and specialist level to the N.I advice sector.

The training partnership with University of Staffordshire gives advisers a formal progression route
to third level qualifications. The recognition of both the Adviser Training Programme and the
Social Security Advocacy course for credit awards towards certificate, diploma and degree
courses have made this a valuable education opportunity for progression to third level education.
We hope it will be the start of many such achievements for both CAB staff and our partners in
learning.
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External Participants
Age Concern

Carecall Ltd

Chinese Welfare Association
Craigavon Independent Advice Centre
CWSAN

DUP

FAIR

Gingerbread

Housing Rights

Maghaberry Prison

External delivery
Abode Housing

CIH

Co-ownership Housing

Hosford House

Institute of Professional Legal Studies @ QUB
Newington Day Centre

NIE

Trainee Barrister Placements in CAB

MOD

North Belfast Employment Centre
Prison Service Trust

RNIB

Royal Irish Regiment

Sperrin Lakeland Trust

Tar Isteach

Triangle Housing Association
WAVE

NIHE

PRAXIS

Queens University Social Work Degree
(Undergraduate and Masters )

Royal Irish Regiment

Simon

South and East Trust

Sperin Lakeland Trust

Citizens Advice has been involved with trainee barrister placements for the past ten years. In 2006 -
2007, 25 trainee barristers participated in the placements throughout the bureaux across Northern
Ireland. Here, Julie Mcllroy, who carried out her placement in Larne CAB tells of her experience.

I prepared for my CAB placement in Larne CAB with only a vague idea of what
work was done in a CAB. Having had no previous experience of interviewing or
dealing with clients I sat in on a few consultations to begin with. Before long I
was going it alone but only to the extent of extracting the relevant information
and issues. I was reluctant to trust my own research at first but I was able to
double check everything with the experienced advisers and the CAB information

system before giving the client any advice.

During my time in Lare CAB advisers were busy with the SSA Benefit Uptake
project. The volume of referrals was huge and it was often a challenge to make
contact with people within the required time. However it was a very beneficial
project and resulted in identifying unclaimed benefits for some of the most

vulnerable people in Northern Ireland.

Julie McIlroy, Trainee Barrister, Larne CAB

All in all I enjoyed the experience and found it really worthwhile. I have so much more respect now for what
bureaux do and for how they are staffed — from paid workers to volunteers, everyone works really hard and
considering many have no legal background what they accomplish is pretty amazing. I'm just glad to have had

the chance to experience it.

Ainé Maxwell, Course Co-ordinator with the Institute of Professional Legal Studies commented “The
Bar Trainee Placement with CAB is an integral part of the training at the Institute. Twenty six trainees are placed
in CAB offices each year after training provided by CAB and the Institute. The trainees are given an opportunity
to address many skills which are essential to their careers. These skills include communication skills, research
skills, advocacy, drafting, organisational skills, numeracy skills, problem solving and teamwork. The scheme has
the full backing of the Council of Legal Education and the Institute is grateful to Citizens Advice and the
Managers and Staff of CAB for their invaluable contribution.”




WORKING TOGETHER - Volunteers

Citizens Advice and the Volunteer Development Agency
'‘Connecting with the 21st Century Volunteer'

Within the past year, Citizens Advice has received funding from the Community Volunteering
Scheme (CVS) through the Department for Social Development over a three year period, to
revitalise volunteering within the organisation by developing the volunteering experience in a
targeted, professional and dynamic manner. This funding programme is administered by the NI
Volunteer Development Agency.

'Connecting with the 21st Century Volunteer' focuses on the following key aims;

¢ To develop the volunteering infrastructure of Citizens Advice by meeting the requirements of the
Investing in Volunteers UK Quality standard by all twenty seven Citizens Advice offices in
Northern Ireland.

e To market and target the recruitment of under represented groups of volunteers within Citizens
Advice with a particular focus on young people and people from Black and Minority Ethnic
communities.

Through the project, Citizens Advice intends to recruit more volunteers and retain them for longer,
this will include a particular focus on diversifying the volunteer base with an emphasis on young
people and people with a minority ethnic background. Since the project commenced in October
2006 the following developments have taken place:

e Development of culturally, gender and age sensitive volunteer promotional and recruitment
literature

e All volunteer policies and procedures have been reviewed to inform the development of a new
Volunteer Handbook and a Good Practice Guide for Managers

e The expansion of volunteer roles within the organisation and the production of new volunteer
role descriptions

e The development of innovative student volunteer recruitment

e New volunteering monitoring information systems have been developed
e The production of a volunteer newsletter, ‘Volunteer Voice’

e The re-launch of the Volunteer Forum

During Volunteer Week 2007, Citizens the Minister for Social Development,
Margaret Ritchie, MLA, presented certificates to CAB volunteers. The

event also provided the organisation with the opportunity to launch our
recently published, volunteer promotional and recruitment materials.

Speaking at this event the Minister said:

“I believe it is vitally important to recognise volunteers for their contribution to
organisations and for the benefits they bring to society. The launch of these new
promotional materials demonstrates clearly that Citizens Advice too recognises
volunteers are the lifeblood of their organisation.”

Margaret Ritchie, Minister for
Social Development speaking at the
Volunteers Week event

Working Together
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Volunteer Development in Craigavon

The Craigavon Local Strategy Partnership awarded Craigavon District
CAB a grant under the Building Communities Programme to run a
volunteer development project in the local community. The Bureau, which
is the largest provider of advice and information in the Craigavon area,
had previously participated in the Leading Communities Programme
undertaking a process of strategic planning. Arising out of this process
volunteer recruitment and support was identified as a key factor in
improving the organisation’s sustainability and addressing the new and
emerging advice needs of the growing migrant population in the
changing local community.

Tina Holden, Volunteer Support Worker,
Craigavon CAB

Tina Holden was appointed Volunteer Support Worker in February 2007
and her role will include providing support to existing volunteers while
expanding and diversifying the Bureaux volunteer base. Tina has more than ten years experience
in recruitment and management and is a trained Advisor, having worked with Birmingham CAB
as a specialist project worker. Tina has already recruited two new volunteer advisors and will be
aiming to increase the number of volunteer administration, social policy and interpreter posts.

WORKING TOGETHER - Bureaux

Antrim and Newtownabbey CAB
Advice provision dedicated to ethnic minorities

Antrim and Newtownabbey Bureaux have recently created posts dedicated to
providing advice and information to minority ethnic clients. Antrim CAB recently
appointed Sylwia Slonka as Minority Ethnic Liaison Worker. The post is a new
and joint initiative funded by PSNI and Antrim Borough Council with the adviser
employed by, and located in, Antrim District CAB. Funding will last for three
years.

Sylwia has a wide remit, including the provision of advice, advocacy and support
to individuals from minority ethnic communities located within the Borough of
Antrim. She will also be working with the PSNI Minority Ethnic Liaison Worker to
help build trust between those from an ethnic background and the PSNI.

Sylwia Slonka

In Newtownabbey, Michele Campbell, Ethnic Minority Advisor, started her post in
May and is funded by NHSSB for one year. Newtownabbey has the 3rd highest
ethnic minority population in Northern Ireland, comprising a significantly higher
proportion of Asian and Eastern European communities than the Northern Ireland
average. In the first two weeks, the project dealt with over 50 enquires ranging
from benefit uptake to racial abuse.

. Michele Campbell
The project aims to ensure that people from minority ethnic groups within

Newtownabbey are not disadvantaged as a result of their ethnicity or any resulting language barriers.
The bureau will proactively promote the availability of advice via multi-lingual advertising and
networking. In partnership with local groups advice and advocacy will be provided to individuals
using interpreter services when required.
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Fermanagh CAB
Rural OQutreach Project

Fermanagh CAB has been delivering a Rural Outreach Service since 1993. Clients
in rural areas often face difficulties in finding an agency that can provide a free and
independent advice service, with the result that many clients’ problems can go
unsolved and unchallenged. Timely intervention can prevent problems escalating.
Fermanagh CAB provides a holistic approach since all clients of the Rural
Outreach service benefit from all of the bureau’s Specialist Advice Projects. The
Outreach Project helps clients complete appeal forms for benefits, assists with
requesting reconsideration/reviews of decisions and takes initial information
regarding Money/Debt Advice cases and Cross-Border cases which are then

Philomena McCaughey, Rural
Outreach Adviser, Fermanagh

passed on to the relevant specialist in bureau. AB

Rural Outreach Advice surgeries are provided on a weekly basis in Belleek, Irvinestown, Lisnaskea
and Roslea. Home visits are also provided to older people, people with disabilities, carers and those
who, for other reasons, cannot leave their homes. In the last year the project has assisted clients to
deal with over 1,900 different issues an increase of 38% on the previous year.

Demand for appointments is high. Many of the clients are extremely isolated due to the lack of
availability and cost of public transport. For example, the return bus fare from Roslea to Enniskillen is
£9, which can equate to 15-20% of some clients’ total income for the week. The service therefore
ensures that the most vulnerable and marginalised people in the County can access help and
assistance from a Citizens Advice Bureau.

Mr. Cis a student who had worked for his employer for almost 2 years. He contacted the Outreach to find out
what his statutory holiday pay entitlement is as a part-time worker. He was provided with a copy of the CAB’s
Statutory Employment Rights Fact Sheet outlining all his employment rights in order that he could pass this on to
his employer. His employer was dismissive of this information and informed him he had no intention of paying
any of the holiday pay due. Mr. C came back to the Outreach as he wanted help in enforcing his entitlement to
holiday pay of over £300. The Rural Outreach Adviser made representations to the employer on the client’s behalf
highlighting the relevant legislation, and the consequences of non-compliance. However no response was received.
Mr. C was then assisted in completing an application form referring the case to the Office of Industrial Tribunals.
Just days before the case was due to be heard the employer paid the outstanding holiday pay.

Derry CAB
L/Derry CAB celebrates 40 years of advice

Derry CAB celebrated its 40th birthday this
year. The event was attended by bureau staff,
both past and present, associates and elected
representatives. Over the last four decades
the bureau has provided comprehensive
advice to those who have suffered some of
the worst effects of disability, ill health,
violence, unemployment, benefit changes,
vulnerability and disadvantage.

Londonderry CAB Manager Jackie Gallagher, Founder of Londonderry CAB: Joy
Cunningham, Mayor of Derry Helen Quigley and Chair of Derry CAB Paddy Gray
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L/Derry Citizens Advice has been at the centre of many challenges and demands, and the nature
of advice provision continues to change with the bureau currently dealing with over 25,000
enquiries per year. Mergers with the Waterside Churches Advice Centre and Derry Community
Social Services have consolidated the organisation.

Citizens Advice Belfast
Merger in Belfast

In April 2007, the consolidation of the
advice sector continued with a merger
between Suffolk and Andersonstown
CAB and the Belfast Group of CAB,
resulting in an enlarged city wide service,
formally renamed Citizens Advice
Belfast.

The birth of Citizens Advice Belfast
followed some 18 months of intensive
negotiation (similar gestation period of an
elephant!) and hard work under by both
Trustee Boards. To that end, Citizens
Advice Belfast is particularly grateful to
the additional time and effort put in by Tom Coard and Frank MacElhatton, (Chairs of the
respective Boards) and to Julie Anne O’Gorman and Cliff Radcliffe, Trustees delegated from the
two boards, for all the effort, time and support they provided to Mick McAtavey and Liz Dugdale.

Tom Coard, Frank McIlhatton, Liz Dugdale and Mick McAtavey

As DSD and the Northern Ireland Legal Services Commission undertake a mapping exercise, we
believe that this city wide approach will be able to promote a successful framework for access to
justice, information and advice, Our new status will also make us a stronger partner in targeting
social need and exclusion in a city with the highest levels of deprivation in the region.







