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

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

 to improve the policies and practices that affect people’s lives.           
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TREASURER’S  REPORT 

 
 
This is my second Chairman’s report on what has been another very busy year for the Service. We have seen a further increase in 
demand for our services due, in no small part, to the continuing effects of the government’s austerity measures. Our services are 
needed more than ever; highlighted by the fact that we have raised £1.4 million in additional income for residents of Three Rivers, 
40% more than the year before. We have been heavily involved in discussions concerning a move from our current premises in 
South Oxhey which is required due to the much needed redevelopment that is taking place in that part of South Oxhey and we are 
in negotiations with Three Rivers over a new lease for our premises in Rickmansworth. In addition we have recently changed the IT 
system that is used by staff and volunteers to record all client contacts which has necessitated training for everyone whilst still 
providing our clients with a full service and I would like to express my sincere thanks to all staff and volunteers who have spent 
many extra hours getting to know and understand the new system. 
 
We continue to look at ways to expand and improve our service to the community and this year we have opened further outreaches 
to assist those clients who find it difficult or impossible to visit one of our four bureaux. In addition to face to face meetings at each 
bureau we provide out of hours appointments at South Oxhey and advice by telephone, e-mail and webchat at all of our CABs. 
 
The next few years will be no less challenging with the demand from clients likely to continue to increase due to further cuts which 
in turn could impact on our income as funders look to balance their books. We need to look to improve the efficiency of our service 
in order to meet the demand from clients whilst at the same time being able to demonstrate value for money to our funders. We are 
most grateful to each and every one of our funders for the grants they provide, whatever the amount, and the faith they show in us 
to deliver a quality and cost effective service.  
 
Finally I would like to express my sincere thanks to my fellow Trustees for all their advice and support, to all our staff who ensure 
the continued high quality of advice given to clients and a huge thank you to our volunteers for all their hours of dedicated unpaid 
service.  
                                                                                                                                                                           Paul Shaw 

 

In 2017 total income amounted to £513,752 compared with £530,392 in 2016 a reduction of £16,640. As in previous periods the 
largest source of income is from Three Rivers District Council in the form of a general grant of £257,340 and free accommodation 
for the Rickmansworth and Oxhey bureau’s valued at £46,000. The grant from Three Rivers is supplemented by other grants that 
enable us to maintain our high level of services. In 2017 we received the following grants from Hertfordshire County Council: 
£14,560 to provide energy saving measures across the County in conjunction with the other Bureaux in Hertfordshire, £35,730 for 
welfare assistance and £5,973 to employ and train an apprentice. We also received £26,000 from Martin Lewis to provide 
outreaches across Hertfordshire at or near pharmacies; £12,000 from Thrive Homes to provide money advice at the Oxhey bureau; 
£28,900 from South Bucks District Council to provide a CAB service in South Buckinghamshire; £4,046 from South Bucks District 
Council and £4,667 from London & Quadrant to provide money advice in South Buckinghamshire; £7,752 from Abbots Langley 
PCC for the rent of the Abbots Langley premises; £4,000 from Watford Rural Parish Council to fund a part time case worker at  the 
Oxhey bureau; £5,000 from Santander for budgeting advice; £10,000 from the National Lottery for a new telephone system at the 
Abbots bureau; £6,350 from Watford Health Trust to assist clients at Oxhey bureau; and £2,000 from Abbots Langley Parish 
Council to fund a part time caseworker at the Abbots Langley bureau. In addition we received other restricted grants totalling 
£15,266 which are detailed in the accounts. We are, as always, most grateful for the continued and generous support we receive 
from Three Rivers and the grants received, both large and small, from the other funding bodies. 
 
Expenditure in 2017 was £474,707 compared with £455,798 in 2016. Excluding direct charitable expenditure of £41,619, leaves 
expenditure of £433,088. By far the largest element of expenditure is on staff which, including training and travel, totalled £298,163 
(2015: £302,296) which is 69% of total expenses. Premises costs amounted to £74,957 (17%) and all other overheads totalled 
£59,968 (14%). This leaves a surplus for the year on general funds of £30,671 compared with £39,569 in the previous year. 
However, following the latest report from the actuaries of the Hertfordshire County Council pension scheme, it has been necessary 
to provide a further £94,524 to cover our share of the liabilities of the scheme resulting in an overall deficit for the year of £63,853 
on general funds. Unrestricted reserves carried forward are reduced to £334,998.  
 
In these uncertain times, the Board’s policy is one of caution by maintaining adequate reserves to cover any shortfall in funding. The 
Board have set a reserves policy that requires the minimum free reserves be equal to at least 9 months’ annual operating 
expenditure. On current levels of budgeted expenditure this gives a target figure of £342,000. From the balance on unrestricted 
funds of £334,998, £62,000 has been set aside for redundancy and pension costs, £45,000 for building repairs and possible bureau 
relocation and £10,000 for computer replacement. This leaves us free reserves of £217,998 which is £124,002 below the target 
level set by the Board.  
 
Copies of the full accounts of the Charity prepared in accordance with the latest Statement of Recommended Practice are available 
from the office on request. 
                                                                                                                                                                    Nikki Maynard 

CHAIRMAN’S  REPORT 
 



3 

 

 
 

 



4 

 

DEBT ADVICE SUPERVISOR 

DEBT ADVICE CASE STUDY 

DEBT ADVICE 

 
 

It has been another busy year for all of our Money Advisers across our service. We continue to face challenges with debt collection 
practice. There have been months of Civil Procedures Rules Committee Consultation and the Pre-action Protocol for Debt Claims 
was finally reviewed in February 2017 and will come into force on 1 October 2017. This is very much welcomed in the debt advice 
sector, and will help the most vulnerable as it is anticipated that this protocol will give them some “breathing space” as well as a 
defence in non-compliance. If a matter proceeds to litigation, the court will expect the parties to have complied with this Protocol and 
will take into account non-compliance when giving directions for the management of proceedings. It will be interesting to see how this 
Protocol is used in practice. 
 
We are pleased to welcome Jacky Davies onto our team. Also many congratulations to Claire Skipsey who has become our latest 
Debt Relief Order Authorised Intermediary. We now have 4 approved intermediaries across our service and can provide a fast and 
effective service to our clients. 
 
We have a team of highly experienced Money Advisers and we all share our experiences at our regular money advice meetings. 
Most of our Money Advisers attend Court in possession proceedings and I am very pleased to report we have a success rate of 
100% to date. 
 
There is no doubt that the demand for debt advice will continue to rise in the coming year, especially following the introduction of the  
benefit cap and us going into the full digital service for Universal Credit at the end of this year. I am confident that our dedicated 
Money Advice Team will continue to thrive in their professional capacity and will be well equipped to respond to this demand.  

Jessica Foulds 
 
 
 
 
 
 
 

This client first came to see us in summer 2016.  She had been suffering from depression and anxiety for a few years and had been 
struggling to manage her finances. Her only income was benefits.  She had managed to find employment for seven weeks in 2016 
and her Jobseeker’s Allowance had been stopped for this period, but she had not received any pay.  By the time she came to see us, 
our client had run up both rent arrears and non-priority debts. We helped this client in the following ways: 
We gave our client a free one-hour budgeting advice session.  We discovered that she was spending more than her income each 
month and going further into debt.  We helped her to draw up a new budget that would help her live within her means. 
We helped her to negotiate with her landlord and reduce her rent arrears payments to a more affordable amount (£14 per month, 
down from £40 per month). 
We helped her to make a successful Debt Relief Order application, providing her with a fresh start. 
 
We helped her to pursue her unpaid wages and she finally received these in November 2016.  Her Universal Credit was deducted as 
a result, but two money advisers working together helped her to successfully challenge this decision on the grounds that her benefits 
had effectively been deducted twice for the same income.  Our client was repaid the deducted amount in her Universal Credit in 
January 2017. 
 
Our client was very happy with these outcomes. 
                                                                                                                                                                                             Jill Shippey 
 

Many of our clients suffer with mental health issues.  All money advisers have been trained in supporting vulnerable clients using the 
Money Advice Liaison Group’s Good Practice Awareness Guidelines for Helping Consumers with Mental Health Conditions & Debt.   
We are seeing an increasing number of clients who are struggling to pay their Council Tax.  If they are unable to pay their bill by the 
end of the financial year, they are usually issued with a liability order and £100 costs on top of their original debt.  We have had 
discussions with Three Rivers Council about how best we might jointly provide advice and support to these clients.  
We continue to provide clients with help on housing issues, advising them with their options for dealing with rent arrears and 

representing them at court repossession hearings if appropriate. 
                                                                                                                                                                        Jill Shippey 

                                                                                                                                      

http://malg.org.uk/wp-content/uploads/2017/03/MALG-Debt-and-Mental-Health-Guidelines-2015.pdf
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FINANCIAL LITERACY 

COURT DESK 

DEBT  RELIEF ORDERS 

                                                

It has been a very busy time at the court this year. Watford County Court has 4 possession days per month and we cover one of 
them. The court usher normally has a possession hearing list ready for us as soon as we arrive and we always make sure everyone 
is aware of our presence by displaying a big “CAB Here Today” sign by the side of the usher’s desk. Our duties include interviewing 
the defendants and negotiating with the claimants with a view to reaching an agreement before we appear before the judge. However 
we don’t always strike a deal with the claimant and often have to represent defendants at the hearing. We have a good working 
relationship with the usher as well as the judges. We give independent and confidential advice. Due to the limited time we have in 
court we are only able to deal with the presenting issue and often signpost the defendants to their local bureau for all their underlying 
issues to be resolved which are giving rise to the repossession. Our aim in court is to ensure our clients remain in their home and 
court outcomes could include: suspended possession order, adjournment on terms or general adjournment, etc. 
 
Court work can be very challenging as I never know what the presenting issues will be in advance and it is extremely challenging in 
eviction cases when the evictions are almost imminent if the application for a stay is dismissed. Apart from representing clients at 
possession hearings, I also represent clients who have come to us for help and advice. I also offer this service to all other Three 
Rivers CAB clients whenever necessary. This is to ensure our clients in Three Rivers receive the best assistance and advice 
available which in turn helps us to prevent clients from becoming homeless.  
 
A day in court can be hectic. Although I am given a consultation room upon arrival, I always have to take my bag and books with me 
every time I leave the room. Often I am called in by the judge in the middle of another interview. Everything seems to happen at great 
speed and so our advice must be delivered quickly and efficiently too. I definitely enjoy this part of my job as it is always challenging 
and rewarding and I would encourage everyone to experience a day in court.                                                                                                                                                                          
                                                                                                                                                                                      Jessica Foulds  
 
 
 
 
 

 

We now have four Money Advisers across our service authorised as Debt Relief Order (DRO) Intermediaries. This gives clients a 
greater flexibility to begin and end the DRO process with the same Money Adviser and means that we are able to offer a greater 
number of DRO application appointments. 
 
DROs continue to be a welcome source of debt relief for clients, offering a fresh start and the chance to budget and plan for the 
future without the often crippling burden of historic debt repayments. The increase in the debt limit to £20,000 in October 2015 has 
meant that clients who were struggling to save for bankruptcy have been able to take this significantly cheaper and less restrictive 
option instead. We have been proactive in contacting those clients and letting them know of this significant change. 
 
We run a budgeting service alongside our DRO service with financial literacy advisers offering budgeting advice to all clients who are 
applying for a DRO. We strongly believe that this gives our clients the best chance of remaining debt free in the future. DROs first 
became available in 2009 and there was some concern that we were seeing some clients return, after the compulsory six year gap 
before another application can be made, for a second DRO and we were keen to do something positive to help clients to prevent this 
happening. 
                                                                                                                                                                                          Peta Mettam 

 

 
 

This year the financial literacy team have provided in house training in energy savings advice to all four bureaux so that advisers can 
more successfully give advice to clients on how to get the most economic deal in purchasing gas and electricity. 
 

By the time you read this the team will have been back to Rickmansworth School to give talks to year 12. It is especially rewarding in 
imparting knowledge to the young to help them prevent making the mistakes we have made. 
 

We will also have done a budgeting session at Ascend which is based at All Saints Church in South Oxhey 
 

The team also offers one to one budgeting advice in each bureau, to help clients stay out of debt.  
Peter Mann 
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ADVICE  SESSION SUPERVISOR 
 

CASEWORK 

LEGAL ROTA 

 
 

 

I have been a Session Supervisor for several years and still find the job interesting and rewarding. It’s a challenge to keep ahead of 
all the changes to benefits and legislation, and to get used to 3 new computer systems. The two constants are the clients, who for the 
most part tackle their many different problems with great fortitude, and the amazing dedication of the advisers who deal with complex 
issues and the occasional difficult client with patience and good humour.    
 
A large part of my role is helping them in every way I can. This may mean unjamming the printer, sorting out the computers, offering 
tea and sympathy after a tricky or distressed client and guiding them toward the best advice and support for the client.   
 

Whenever there is a spare moment I review recent case notes to check if a follow up is needed and read the constant flow of 
information on changes and problems to try to make sure “I know everything”! 
                                                                                                                                                                                             Jane Brown 
 

                                                                                                                                                                                                              

                                                                                                                                                                                                   

I work as a Caseworker within Three  Rivers to carry out benefits claims and appeals,  focusing on those for people unable to work 
due to long term ill health and/or with disabilities.  This is an area of benefits which is rarely out of the spotlight – for example for 
many people unacquainted with the workings of the Department for Work and Pensions, the film “I ,Daniel Blake”, released this year 
highlighted with dramatic effect some of the incongruities of navigating the benefits system for the ordinary person – and the terrible 
impact that simply missing an appointment or appeal deadline can have on a person’s ability to pay for basic needs. 
 
As Caseworkers, however, we witness these effects on a day to day basis and we support clients through the process, advising on 
entitlement to benefit, ensuring that initial application forms are comprehensively filled in, that relevant medical information is 
obtained. Where benefits are turned down, we assist clients in understanding why the decision has been made and submitting 
challenges identifying the rules, putting forward the client’s case and representing them at the appeal hearing.  The process of 
challenging a benefit decision is very difficult for the most vulnerable clients – often the refusal of benefits results in health worsening 
- and they value the support which the Casework service provides.  This is all the more necessary because the quality of ATOS 
assessments and DWP decision making remains a concern.  A high percentage of our cases are overturned at appeal when they are 
independently assessed, and tens of thousands of pounds are secured for clients.    
 
An erosion of the income of ill and disabled people continues, however; for example, the removal of the ESA Work Related Activity 
group component (worth an extra £29.05 pw) from April 2017 means that those who are unable to work but who are required to take 
part in work focussed interviews will receive the same amount of money - £73.10 pw- as someone who is able to look for, and take 
up, work.   The impact of the lower benefit cap from November 2016, the application of a two child limit to Child Tax Credit, Universal 
Credit and Housing Benefit and the built in 6 week waiting period before receiving a first payment of Universal Credit all represent 
further examples where clients face significant hardship and where access to expert advice remains crucial and where Citizens 
Advice continues to make the difference. 

Jacky Davies 
 

We have a regular legal advice rota in two of our CABs which is available to all of our clients. This provides our clients with a free 45 
minute appointment with a family lawyer during which they are able to seek advice and assistance with any family law issue.  During 
these appointments the solicitors are able to help by explaining all options to the clients, help with form filling for applications to court 
and with responding to applications.  They also assist with explaining the court process and the preparation of statements for court, 
guiding the clients on both the format of the statement as well as what to include.  With the restrictions on when legal aid is now 
available for family law proceedings this service can be of great assistance to clients who are going through a stressful process and 
just do not have the funds to instruct a solicitor privately. 

Karen Schirn 
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RESEARCH AND CAMPAIGNS 
 

   

 

 

In pursuit of positive change, Research & Campaigns uses both the empirical and qualitative information our systems provide to bring 
to light the most prevalent issues affecting our clients today. Identifying cause and effect then leads us to challenge locally. 
Local Success 
A strong partnership with Three Rivers foodbanks led to St Lawrence Church Office, Abbots Langley, opening its doors as a satellite 
food bank in August 2016 for the first time. Over 102 (May 2017) people have now received much needed emergency supplies from 
there. Timing is key to this overwhelming success - the foodbank became operational just a few weeks before the devastating impact 
of the Benefit Cap and reduction in housing benefit, in some cases reducing to £0.50p per week. 
Council Tax Protocol 
Acknowledging council tax debt as now the largest single CAB debt issue nationally, in April, bureau money advisers met with Three 
Rivers District Council Revenues & Benefits team. Our purpose is to improve the often-harrowing effects of collection practices, by 
presenting the adoption of a council tax protocol. Planned next steps are to show how cost effective to the public purse working with 
CAB can be. 
 
Oxhey Regeneration 
 
 
 
 
 
 
 
 
 
Research & Campaigns are paying close attention to the Oxhey Regeneration project, as the first phase is well underway. Our 
concerns range from treatment of clients, whose vulnerability is likely to be exacerbated by change, to a fast-moving cultural shift; the 
demise of local independent shopkeepers, and in their place, the emergence of ubiquitous brands; those that can afford to pay the 
new rents. 
The Importance of Bureau Evidence 
This year, over 40 % of completed bureau evidence forms highlight the inadequacies of the benefits processing systems. 
Consequences range from clients’ loss of benefit payments for over a year, as claims lay forgotten, to the incompatibility of a one 
size fits all system which fails to recognise disability in all its forms. We have used our evidence to contact JobCentre Plus, 
Employment and Support Allowance, the Independent Case Examiner and the Secretary of State for Works and Pensions, David 
Gauke. We await a response. 
From Local to Regional 
The Research & Campaigns Cluster Group for Herts & Beds, chaired by Alan Barton, works collectively to gather evidence and share 
information. This year Alan led four meetings, including one with the Chair of Affinity Water’s Customer Scrutiny Group, and head of 
Affinity’s Revenue & Collections. A follow up meeting with bureau money advisers took place to discuss a strategic approach on how 
to assist clients struggling to pay their water bills. 
The Cluster Group’s current concerns focus on the lack of affordable housing in the area, and a rise in homelessness which leads to 
families being placed in temporary accommodation far from their networks, jobs & children’s schools, all of which is hugely disruptive. 
Bureau evidence reports reveals 20 Abbots Langley residents have been forced to move to interim accommodation in Harlow. Their 
children remain in Abbots Langley schools, in the hope they will be able to return to permanent accommodation locally in the future. 
Alan has also taken on the role of linking with Jobcentre Plus as Universal Credit is rolled out across the two counties, and has 
discussed what will be involved with senior Jobcentre managers. This will be a major change for many of our clients and good links 
with Jobcentre Plus will be essential to help clients navigate the new system, as we approach the biggest change in the benefits 
system for decades. 
                                                                                                                                                                       Avgi Yiannaki 
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TRAINEE ADVISER 

TRAINING  SUPERVISOR 

Throughout the past year we have been joined by new volunteers, all of whom are initially trained to answer Adviceline calls. Many 
also go on to full adviser training and all are encouraged to continue to develop their knowledge and skills throughout their time with 
Citizens Advice. This involves a variety of learning opportunities, from attending in-house training at workers’ meetings, to external 
courses provided locally and at Citizens Advice HQ. 
  
This ability to continue to learn and develop has been more important than ever this year, with the introduction of Casebook, the new 
Citizens Advice client database and electronic case recording system. All staff and volunteers have undergone training so that the 
switch over is as smooth as possible. We have also taken part in two pilot projects, for Adviceline and the new webchat and email 
service. Many of our volunteers have taken part in training for this in order to be able to provide access to vital information to a wider 
range of clients. 

Vicky Santamaria 
 
 

 
 

Having left full-time employment to embark on a ‘portfolio’ career, I decided in 2015 to approach Citizens Advice in the hopes of 
being accepted to train as an Adviser.  I was very encouraged by the friendly thoroughness of the selection day, and duly began my 
training to become a Gateway Assessor in Spring 2016.  It was very helpful having the regular training sessions with Vicky and the 
opportunity to discuss and develop our knowledge and skills.  Listening in to more experienced colleagues on both Adviceline and in 
face-to-face interviews is invaluable, but nothing quite prepares you for ‘going solo’ on the phones!  Equally, however, clocking up the 
hours tackling Gateway assessments, whether face-to-face or on the phone is the best way of expanding our knowledge, and we are 
always backed up by our infinitely patient and knowledgeable session supervisors.  I now look the part with my shiny new headset 
and two screens, and I have gained confidence in tackling the range of calls that come in.  I am always humbled by the humour and 
politeness that clients bring to the toughest situations, and I genuinely find it a pleasure to talk to so many people and to be 
instrumental in at least equipping them to find a solution.  This part of my ‘portfolio’ will definitely bring me many challenges and 
opportunities for new learning!  

              Jo Easter 
 

 
 

 

 
 

 

 
 
 
 
 
 

Over half of people on 
Universal Credit 
borrowed money while 
waiting for their first 

payment 

Last year we raised almost 
£1.4 for local residents – 
money to boost local 
economy. Thanks to Three 
Rivers DC for funding us to 
achieve this 

Be scams aware – don’t 
respond to unsolicited 
emails, texts or 
phonecalls 
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THREE NEW OUTREACHES 

IT REPORT 

 

 
           Chorleywood Library                                                                                 Maple Cross Club      

 
 
 
 
 

 
 
 
 
 

                          Croxley Library  

 

 
 
 

In addition to the usual IT maintenance and support of the four bureau networks, there have been a number of projects completed.  
Early in the year funds were available and we purchased a replacement server for the Abbots Langley site; this was installed with just 
a half day closure and we were able to achieve our objective of having near identical networks in our four bureaux.  Data security is 
always under review and a number of additional measures were introduced in response to change. 
 
Dual monitors were set up on the supervisor desks with the aim of helping users juggle the various apps they use during the day and 
also giving greater flexibility of screen position to accommodate the  requirements of all users.  Later in the year second screens 
were added to the work stations used for Adviceline advisers to give them greater flexibility when working with clients on the 
telephones.  Also during this period, as will have been mentioned elsewhere, advisers started to give advice via webchat which 
involved some minor changes to desktops. 
 
Later in 2016 we bit the bullet and decided to take advantage of the offer from Citizens Advice, and start the installation of BT Fibre 
Broadband at the four bureaux.  Oxhey was in operation by late November 2016 and Abbots Langley by April 2017 following a more 
lengthy installation process.  I would like to thank Sami Flew and Aissam Souissi (Area Technical Support Analysts) for their help with 
the configuration process.  It was also invaluable to have a good contact within BT in CAB Order Support when problems occurred.  It 
is planned to complete the other two bureaux after the introduction of Casebook in July 2017. 
 
An IT Meeting was held in November by Citizens Advice - presentations covered the new IT Help Desk in Birmingham, Google Apps 
for LCA and Knowledge Sharing among local CABs.    
 
Looking ahead, we have the challenge of the introduction of the new client recording system, Casebook, in early July 2017.  Initial 
information about it was received in late March 2017 and we look forward to receiving further comprehensive timely information to 
allow us to schedule any changes which need to be made in our four CABs.  Also, later in 2017/18, we have the challenge of moving 

the Oxhey bureau IT facilities to new premises as the area is redeveloped. 
Morella Boon and Gordon Campbell 
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Our grateful thanks to………. 

SERVICE MANAGERS’  REPORT 

Once again we have seen a year of developments and change. We have had to train all staff to meet new money advice standards 
and to use a new case recording system, both within a short space of time.  
 
This year has also seen the 10 local Hertfordshire Citizens Advice offices work in partnership on a pilot project to improve the 
delivery of telephone advice. The pilot has been very successful and most of the targets were met. We are answering more calls 
across Hertfordshire and resolving more issues at the first point of contact. We have also developed tools to assist the telephone 
assessors to offer a better client experience.  
 
For many of our clients life only gets harder. The implementation of Universal Credit, the shortage of affordable housing and the rise 
in living costs have resulted in a perfect storm of many more clients presenting with rent arrears and risk of eviction. Welfare benefit 
reforms have resulted in clients experiencing a reduction in their income when being moved from DLA to PIP.  The benefit cap and 
sanctions have led to real hardship, often resulting in clients having no money at all. 
 
The management team are constantly reminded of the dedication and professionalism of both paid and volunteer staff who always 

go the extra mile to provide the best service for the clients of CASTR. 
 
                                                                                                                                                                        Linda Blain 

 
 

 
 

 
  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 Three Rivers District Council for their 
support and funding, and to their staff for 
working in partnership with us. 
 

  The statutory agencies, 
with whom we work, for 
the benefit of our clients. 

 

  Colleagues in the voluntary 
sector working under the 
same constraints. 
 

  The paid staff of the bureau who 
give so much more than the 

required hours. 

The trustee board for their wider vision of 
community work, and the commitment 
and support they give to the staff and 

volunteers. 

 

  The team without whom CASTR would not exist – 
the volunteers, professional in their approach, 
dedicated to the service they provide and totally 
committed to our aims and principles. 
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DISTRICT MANAGER’S  REPORT 
 
 

This past year has seen an ever- increasing demand for our service from local residents. We saw unique client numbers rise 
to 7,321 over the 2016-7 period, an increase of +3% on the previous year, which itself represented an increase of +9% on the 
year before that – so a trend ever upwards. Total advice issues handled were 17,349, again an increase of +7% on the 
previous year, which had been an increase of 6% on the year before that. 

 
During the period under review, our CABs raised £1,399,466 in extra income for Three Rivers residents, an increase of 40% 
on the year before. This is money gained for local clients, who spend locally, representing a boost to the local economy. It 
also equates to a return of 551% on our core grant from Three Rivers District Council. 

 
Over the past year we have introduced new areas to our work, to further support Three Rivers’ residents in need. We now 
offer scams advice to our clients, to help them recognize and report local and national scams and thus help prevent their 
falling victim to them. Likewise, we are testing offering advice in or near pharmacies and libraries, and have received new 
funding from Croxley and Chorleywood parish councils to provide these services, which to date have been very well used, 
especially by local clients who otherwise would have no means of accessing their main local CAB in Three Rivers, either 
physically due to disability limitations, or by phone due to poor hearing. 

 
Our extra debt and budgeting advice funding has resulted in Thrive tenants’ rent arrears decreasing, leading to Thrive asking 
us to extend our service to their other tenants (for a fee). 

 
We are, as ever, indebted to our ongoing funders for their renewed support – to Watford Rural Parish Council for funding a 
part-time caseworker in South Oxhey, and likewise to Abbots Langley Parish Council for a caseworker in Abbots. These roles 
simply would not exist without these grants and each caseworker gains on average £100,000 pa for local clients in their 
community. Our Crisis Intervention Funding from Herts County Council enables us to go to the neediest clients in the 
community, at the local foodbanks, to help them to resolve the problems which necessitate them using foodbanks. 

 
Our South Bucks service continues to thrive, open 3 days per week and funded as a separate CAB by South Bucks district 
council. Last year its client numbers increased by +65%, and we are currently involved in delivering a travellers’ project in that 
district. This service is funded totally separately from our Three Rivers work and neither subsidises the other. 

 
As Avgi’s report highlights, we have had some marvellous outcomes in Research and Campaigns this year, with good 
engagement from local MPs and other organisations. As I write we are working with TRDC to encourage them to adopt the 
Citizens Advice Council Tax protocol, to help protect the vulnerable in our community. 

 
I would just like to thank all of our funders, listed below, and especially Three Rivers District Council, without whose grant we 
simply could not open our doors. All funds received enable us to provide a very wide ranging and very accessible CAB service 
to Three Rivers’ residents, at a time when clients’ needs and uncertainties are increasing, especially as they endure a wait of 
at least 6 weeks for any income when applying for Universal Credit, and many are getting into debt in that time. 

 
Finally a huge thank you to all our volunteers and staff for everything you do to provide such a sterling CAB service to our 
local residents, including latterly coping with the rigours of learning a new Citizens Advice case recording system, and going 
forward, moving premises at Oxhey. A special mention must go to Morella Boon for her relentless help in ensuring our IT 
systems (on which we are 100% dependent) work efficiently to guarantee our service to clients. 

Marion Seneschall 
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CITIZENS ADVICE SERVICE IN THREE RIVERS             April 2016- March 2017 

ABBOTS LANGLEY 

OXHEY & DISTRICT 

RICKMANSWORTH 

 

 

Access our website for email advice inquiries at: threeriverscab.org.uk 
Contact us for a webchat via citizensadvice.org.uk 

          

T     TRUSTEE BOARD 
 

    

Directors 

Paul Shaw  
Mary Alderson 
Nikki Maynard 
Andy Pickford 
Barbara Robjant 
Jill Swainson 
Jane Tozer 
Eluned Wallace 

 Hugh Thomas (Company Secretary) 

Members 

Mary Alderson 
Patricia Bunn 
Frederick Coppen 
Nancy Crump 
Joan Davis 
Margaret Etall 
Bridget Howarth 

 
Pam King 
Cllr Joy Mann 
Nikki Maynard 
Nancy Nielsen 
Andy Pickford 
Alan Piper 
Barbara Robjant 
Owen Roe 

    Adele Ryntjes 
 

 
Paul Shaw  
Jill Swainson 
Hugh Thomas 
Jane Tozer 
Cllr Peter Wakeling 
Peter Waters 
Eluned Wallace 
 

 

STAFF & VOLUNTEERS   
 

 
  

District Manager 

Marion Seneschall 
 Service Managers 

Linda Blain, Karen Schirn 

 Training Supervisor 

Vicky Santamaria 

I.T. Co-ordinators 

Gordon Campbell, Morella Boon 

Stats Co-ordinator 

Debbie Edwards 

   Abbots Langley Staff 

Alan Freeman 
Angela Griffiths 
Gaynor Hartle 
Trish Lincoln 
Peta Mettam 
 

    Advisers 

Sue Brothwell 
Jo Easter 
Alan Freeman 
Jane Kearney 
Allen King 
Harry Laverack 
Jane Lever 
Laurie Lichman 
Mary Mahoney 
Peter North 
Pauline Pearce 
Kate Quinton 
Greta Read 
Moira Rugg 
Steven Slater 
Barbara Stunell 
Angela Wells  
Avgi Yiannaki 
 

   Admin 

Beverley Chamberlain 
Debbie Edwards 
 

    Trainee Advisers 

Arani Arunan 
Jane Blackwell 
Sara Ganesh          
Zoe Hamilton        Sanat Roye               
Aneela Kayani      Jill Shields    
John Lowe            Terri Smith    

 
 

         Oxhey Staff 

Rachel Chick 
Jacky Davies 
Jessica Foulds 
Linda Galpert 
Margery Hancock 
Peta Mettam 
Jill Shippey 
Claire Skipsey 
 

   Advisers 

Sandra Baker 
Shirley Bartlett 
Harry Bellak 
John Dando 
Barbara Dyett 
Phil Embling 
Claire Francies 
Linda Galpert 
Pam Hall 
Natasha Kennedy 
Peter Mann 
Susan Mansfield 
Tony Martin 
Catherine Pain 
Jane Parnham 
Chris Peel 
Eugenia Poppiescou-Weinrabe 
David Reynolds 
Margaret Saltrese 
Helen Shapiro 
Trina Soames 
Brian Thomson 
Stephen Weinrabe 
Nicola Winkler 
Sarah Wood 

     Admin 

Sheena Young 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

   Rickmansworth Staff 

Jane Brown 
Barbara Copland 
Jessica Foulds 
Angela Griffiths 
Gaynor Hartle 
Jill Shippey 
Krystal Vanstone 
 

  Advisers 

Alan Barton 
Jenny Brooke 
Richard Bunt 
Judith Childs 
Brian Cox 
Mary Ford 
Leon Grant 
Claire Griffiths 
Alicia Hamilton 
Marian Harris 
Gareth Jones 
Paul Kendall 
Natasha Kennedy 
Bob Mountain 
Will Robinson 
Paul Sved 
Val Walsh 
Bryan Winkett 
 

    Admin             

Tony Berry      
Jean Coker      
Sylvia Duffy 
Jeannette Miller   

 

 
 

The Old Stables           Mon                        10.00am - 4.00pm 
St Lawrence’s Vicarage          Tues & Thurs         10.00am - 3.00pm   
High Street                          Wed &  Fri              10.00am - 1.00pm                Tel: 0344 245 1296 (Three Rivers Residents only) 
Abbots Langley, WD5 OAS                          Tel: 03444 111 44   (County wide service) 
 
 
4 Bridlington Road                          Mon, Thurs, Fri,      10.00am - 4.00pm 
South Oxhey                        Tues                       10.00am - 7.00pm   (4pm-7pm appointments only) Tel: 0344 245 1296 (Three Rivers Residents only) 
WD19 7AF                        Wed                        10.00am - 4.00pm   (specialist appointments only) Tel: 03444 111 44   (County wide service) 
                                                                                                                                                                                                                                                                                                                   

 

 
 

Northway House         Mon, Tues, Thurs   10.00am -   3.30pm    
High Street                        Wed & Fri               10.00am - 12.30pm     
Rickmansworth                                                                                                             Tel: 0344 245 1296 (Three Rivers Residents only)   
WD3 1EH                                                                                                       Tel: 03444 111 44   (County wide service)                       


