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We aim to provide the advice people need for the problems they face 
and improve the policies and practices that aϜect people's lives. 

We provide free, independent, conɲdential and impartial advice to         
everyone on their rights and responsibilities. We value diversity,              
promote equality and challenge discrimination. 

FROME GLASTON-
BURY 

SHEPTON 
MALLET 

WELLS 

5 King Street, Frome, BA11 1BH 

 
Temporarily based at:  

St Dunstan's Car Park (by the Abbey)  

And Glastonbury Health Centre 

Highɲeld House, Cannards Grave Road,                      

Shepton Mallet, BA4 5BT                                 

The Crispin Community Centre, 

Leigh Road, Street, BA16 0EZ 

 

The Town Hall, High Street, 

Wells, BA5 2RB  

 

 

Telephone Advice 03 444 889 623 
MondayɁThursday 10:00Ɂ1:00pm  

Email advice@mendipcab.org.uk 

 Web  www.mendipcab.org.uk 

24/7 Advice www.adviceguide.org.uk 

STREET 

Please see our website for                               

up to date opening times 

www.mendipcab.org.uk/Contact.html 



Chairman's Report   2015-2016 
Welcome to the second of our new look Annual Reports   

Chairman's Report 2015-2016 
 

Welcome to our Annual Report for the ɲnancial year just ended. 

This time last year, we forecast challenging times ahead, not least the prospect of funding shortfalls. So 

it proved. This report charts just how we coped with that challenge and all the good work done 

throughout the year. ϥ am pleased to report that we have emerged stronger and with a sustainable plan 

to maintain a ɲrst rate service for our clients. 

 

With savings of approximately £40,000 to achieve, but with a commitment to maintain services across 

the district, January 2016 saw us embark upon a fundamental restructure and savings exercise. 

Approved in March by the Board, Citizens Advice Mendip adopted a Service Manager model that is set 

to streamline our structure, and at last built in capacity for our Chief Oʛcer, Stuart, to devote more time 

to the strategic management of the organisation. 

 

As Chair, ϥ see it as vital  that we broaden our service oϜer and funding base. Our partners have ever 

greater expectations of us.  We have learned, and  continue to introduce greater ɳexibility in how we 

work. For example, our expertise in GP Outreach has served us well, and the future holds more of such 

initiatives. We are fortunate that our Chief Oʛcer has the skills to identify and win new opportunities 

for our CA and its clients. 

 

Our client numbers have fallen slightly to 5,502 this year and there was also a slight fall in the issues 

presented. ϥt perhaps demonstrates that we need to further reach out to our clients in ways that are 

convenient to them. ϥt's all about achieving the right balance between face to face, telephone advice, 

email, self help and initiatives like 'web chat' 

 

ϥt has been a year of comings and goings. Sadly, we said goodbye to four members of staϜ as a result of 

the restructure. This report pays due homage to their service. For the Board, we lost Michael Sackett 

CBE, one of our valued Trustees. Michael personiɲed 

everything we cherish in a committed volunteer, and his 

ceaseless energy, passion  and advocacy for the service 

was legendary. He will be greatly missed. 

 

Citizens Advice Mendip is a people organisation. There to 

help in times of crisis and anxiety. We cannot function 

without our dedicated staϜ and  loyal team of volunteers. 

This has been a tough year for all of us, and ϥ place on 

record my sincere thanks to all of them for the tolerance 

and fortitude that has seen Mendip Citizens Advice 

through. ϥt enables us to keep a vital service going, and 

support our many partners in their work. 

 

Malcolm Williams, 

Chair of Trustees 



Clients and Problems 
We had our usual busy year at all of our 

oʛces with some 5,502 people asking for 

our help with 20,676 problems. ThatɅs 

just under four problems for each client 

so it is never straightforward.  

Shepton Mallet is our head oʛce and 

hosts most of our various outreach 

projects and specialist services, so not 

too surprisingly this was our busiest 

location in 2015/16.  

 

 

Where our Clients Came From 
People from every ward in the Mendips called on Citizens Advice Mendip for help in 2015-16. Shepton 

East delivered most 

clients closely 

followed by Frome 

Market which was top 

last year. Wells St 

CuthbertɅs is also high 

on the list this year in 

fourth place overall 

just behind Shepton 

West.  

 

The really interesting 

result we feel is that of 

Coleford and 

Holcombe becoming 

the ɲrst location from 

outside of the ɲve 

main settlements to 

appear in the top 10. 

This we feel is a 

reɳection of the way 

in which problems 

aϜect more isolated 

communities but also 

of the way in which we 

have been working 

hard to making 

Citizens Advice 

Mendip more visible 

to the 40% of Mendip 

residents who live 

outside of Frome, 

Street, Wells, Shepton 

Mallet and  

Glastonbury.  
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Problems by Category 
The day to day reality for 

Citizens Advice Mendip 

staϜ and volunteers is one 

dominated by Welfare 

Beneɲts and Debt, with 

over 12,000 of the 20,000+ 

problems we dealt with in 

2015/16 from those two 

subject areas alone. 
 

 

Beneɲt Problems 
The three most common 

beneɲt issues in 2015/16 

were  

¶ Employment Support 

Allowance - 1,192 

problems 

¶ Housing Beneɲt ɀ 928 

¶ Personal ϥndependence Payment ɀ 892 
 

These three areas of enquiry are never straightforward even just completing the application form can 

be bewildering for many people, for example  

¶ ESA application form is 57 pages long,  

¶ Mendip District Council Housing Beneɲt application form is 27 pages long and  

¶ PϥP application form is 20 pages.  
 

Omit one question or fail to tick a box and you are often back to square one, resulting in delays which 

can often lead to other problems such as debt.   

 

Debt Problems  
ϥn 2015/16 we helped 1,318 clients deal with a total of £2,126,766 of debt with the average client debts 

sitting at £7,907. The three most common debt enquiry in 2015/16 were concerning 

¶ Council Tax arrears ɀ 143 clients with an average client debt of £911 

¶ Water Charges arrears ɀ 108 with an average debt of £932 

¶ Credit Cards debts ɀ  93 with an average debt of £4,763 

 

ϥn view of the levels of over-indebtedness many Mendip residents are struggling with, it is no wonder 

that we are getting increasing numbers of enquiries about Bankruptcy (160) and Debt Relief Orders 

(760) both of which, for those who qualify, wipe the slate clean after the allotted period of legal scrutiny 

has run its course.  
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Workload 
Statistics only paint one part of the picture but how much work is involved for 
our  volunteers and staϜɎ..so for those 5,502 clients with their 20,676 problems 
we:- 
conducted 6,196 interviews    wrote 5,922 letters  
made 4,207 phone-calls    sent 1,811 emails 



Clients and Problems 

% of Clients by Age Group 
We had people of all ages through our doors 

in 2015/16. The largest proportionally were 

people in the 45 ɀ 54 years age bracket but we 

had signiɲcant numbers of people over 65 

years old, including many over the age of 75 

years ɀ our oldest client was 92 years old 

 

 

 

 

 

 

Clients With a Disability or LTHC 
The impact that access to high quality advice 

services can have on peopleɅs health and 

wellbeing is well known and in 2015/16 the 

proportion of clients who declared 

themselves to be living with a disability or a 

long-term health condition (LTHC) ɀ rose from 

34% to 44% in 2015/16 from the previous 

year.  

 

 

Client by Type of Disability/LTHC 
ϥf we look just a little closer at the people 

coming to us who are living with either a 

disability or LTHC we can see there is a broad 

range of conditions they are living with - the 

biggest being over 600 people living with 

Mental Health issues. We often hear it said 

that these are "hard to reach" groups when in 

fact it is more often us, as the service 

provider, that is hard for them to reach. We 

need to continue to reach out, listen and learn 

as to how we can become easier to use.  

 

Families 
Last year 1,987 families from the Mendips turned to us for help, includingɎ.. 
2,811 dependent children   
597 single parent families with 937 children  
82 families with 102 children had less than £92 a week to live on 

Quite often we are the only independent source of help available.  
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Clients by Housing Status 
Nearly two thirds of our clients last year were 

living in rented accommodation, the largest 

proportion of which (34%) were living in 

housing association properties.  

A signiɲcant proportion (9%) were without a 

home of their own, with over 400 clients 

either living rough, in short-term 

accommodation or sofa-surɲng with friends 

and relatives. Mendip continues to have one 

of the highest proportion of rough sleepers in 

Somerset and our ɲgures reɳect this. 

 

Clients by Employment Status 
Over 60% of Citizens Advice Mendip clients in 

2015/16 were living on ɲxed incomes or 

income replacement beneɲts. This is 

incredibly challenging for them as they 

struggle to keep pace with rising living costs.  

The story doesnɅt get much better for those 

people in work, with Mendip easily 

categorised as a low wage economy. And for 

as further Welfare Reforms unfold in the Tax 

Credit arena and the freezing of beneɲts 

being uprated, many families will see 

reductions in the purchasing power of their 

household incomes as a result.  

 

Clients by Household ϥncome 
Nearly 1 in 3 of Citizens Advice Mendip client 

monthly household income was less than 

£400 a month ɀ that is about £92 a week to 

live on. The earnings levels do not increase 

signiɲcantly after that, with a further 17% with 

less than £600 a month and 12% with less 

than £800 per month. ϥt is clear that Citizens 

Advice Mendip is dealing with some of the 

most ɲnancially pressured  people in the 

district, and with the advent of more reforms 

to the Welfare Beneɲts and Tax credit system, 

we anticipate that demand for our services 

will continue to increase  

Diversity 
13% of our clients were from a Black or Minority Ethnic background (BME) ɀ           
we saw clients from over 40 diϜerent countries world-wide and they spoke 22 
diϜerent 1st languages.  
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ChildrensɅ Voices Changing Choices ɀ 
a case-study in proactive advice work  

 
ϥn last yearɅs report we featured a number of 
case-studies illustrating the nature and impact 
of the advice work we do with clients who 
come to us with problems. That is hugely 
important and remains at the heart of the 
activity CA Mendip is engaged in. This year 
though we wanted to highlight some of the 
more pro-active work we are undertaking to  
avoid problems occurring in the ɲrst place. For 
instance, we deliver a wide variety of ɲnancial 
skills sessions with an assortment of groups on 
ways to improve their abilities in obtaining 
better value from the money they have 
available. This not only makes their money go 
further but it has a positive impact on their 
individual health and wellbeing ɀ making 
smarter, safer, healthier choices.  

 
Of course, for many people this is not always as easy as it sounds. For example, in late 2015 we 
received some feedback from parents indicating that this was all well and good but they were 
often prevented from making smarter healthier choices concerning their familyɅs food 
purchases for many number of reasons and they cited in particular:- 
 
¶ Too busy (holding down a job and looking after children) and so have very little time to 

devote to making smarter consumer choices maximizing value or healthier consuming 
choices impacting on diet and weight.  

¶ Their childrenɅs eating habits are heavily informed by mass marketing and peer pressure 
which can often result in signiɲcant opposition to healthier eating options.  

¶ They tend to associate eating healthy with                                                                                          
higher brand and costs which eat up disposable                                                                       
income that could be applied elsewhere.  

 
So, armed with this feedback our Financial Capability 
team began to think about designing a project that 
would address these barriers.  The team realised that 
much of the work we already did with children in 
schools on raising their consciousness regarding 
ɲnancial matters could perhaps be deployed within 
the wider family environment by using their voice 
to inɳuence the consumer choices being made by 
their parents.  
 
So a pilot project was put together in partnership 
with a local school and the local Tesco 
Supermarket in Shepton Mallet.  
Firstly in the school we focused the children on 
the ɲnancial concepts of Ɉmoney and 
spendingɉ, Ɉprice and valueɉ and Ɉcredit and 
debtɉ within the context of the domestic 
household environment. They learnt about 
APRs and interest rates, credit ratings and 
other things such as non-priority and 
priority debts.  
 

Oɶʍ ʗᴇɯˏʞ aʠ ˔nɾˏˠ˥ɰˏʤ sˉiʋ

 

Thaʠ ˀɯʍ haʋ nʙ ɼeʨʕ ˡˤ˞pʙᴍ ˔ʘ ˁɯʍ ˉɼeʆ 

ˉnʋ ɯˏʞ fˉ˙ʳ˗ʦ ˗˔ʁeʋ ˛ʁˏʞ 1˪0 ˙ʳɳeʟ 

ˉwˉʦ sʙ ˋˠ˔n˒˔nʐ ˤʜ ɯˏʞ ˖idʟ waʟ 

ʫhʨʶɳˏn˒˔nʐ ˉnʋ ˀɯʍ ᾽ˏʘ toʺʔ ˁɯʍ eaˡʦ 

˛pˢi˛ʘ ˦iˁʑ fɷoʋ raˁɯˏʞ ˁhˉʘ hˉʁʍ 

c˛ʘᴰicʠ.
 Aʟ ʆ ɼeˡ˃ʶʠ ᴗ ˁɯʍ ɳeˉˠ˚˔nʐ ɯˏʞ dˉuʱhɾˏʞ 

haʋ gˉ˔ɶeʋ ˔ʘ sʫhoʺʕ, pʆᴏiˌ˃lˉʿ˗ʦ ˁɯʍ 

˞ˠiɨʍ c˛˙pˉˠis˛ʘ w˛ʿʔ, ˛ʘ ˁɯˏ˔ʞ ɶˏxʠ 

ˀh˛p˞˔nʐ ˢˠ˔ʜ toɮeˁɯˏʞ ˁɯˏʦ maɩʍ 

ʫhˉnɮeʟ tʙ ˅haʠ ˀɯʍ w˛˃lʋ n˛ˠmʨʶ˗ʦ 

ˋˤʦ ˀ˓ʒᴔ˔nʐ tʙ ʆ l˛ʂˏʞ ˞ˠiɨeʋ iɾˏʗ 

˅˓iʫʑ ɯʮ˗ɺeʋ tʙ sˉʁʍ m˛ɶˏʦ.

 

S˔nɨʍ ˁɯʍ ˞r˛ɱecʠ ˀɯʍ sˉiʋ ɯˏʞ dˉuʱhɾˏʞ 

haʋ saʠ d˛˦ʘ ˦iˁʑ ɯˏʞ f˛ˤʞ ˡʳʪ˗˔ngʟ 

ˀh˛˦˔nʐ ˁɯˏʗ h˛ʤ tʙ mʨɲʍ ˞ʒʧzʆ ˦iˁʑ 

ɯeaˁ˓ʦ t˛p˞˔ngʟ.

 
Sɯʍ aˀɲeʋ iʏ ʂʍ c˛˃lʋ ɯʮ˗ʜ ɯˏʞ dʙ s˛ɵʍ 

m˛ɼʍ w˛ʿʔ ˦iˁʑ ɯˏʞ fˉ˙ʳ˗ʦ aʟ ʂʍ haʋ 

ˀh˛˦ʘ ˁhaʠ y˛ˤnʐ ɺe˛ʽɳʍ ᾽ˏʘ pˉʦ m˛ɼʍ 

ʆᴝˏnˢi˛ʘ tʙ ɺe˛ʽɳʍ ˁɯˏʦ ˉɼʍ ʘᴈ ɼʮlaɾeʋ 

tʙ ˉnʋ ɯˏʞ ˋudɮeˢ˔nʐ ˀ˖ʳʶlʟ ʂˏɼʍ ʘᴈ 

ʨ˗wˉyʟ ˁɯʍ ɧesʠ.

 



At the 
Supermarket 
Tesco took them 
through the ɈFarm to Forkɉ 

journey and then assembled and conducted 
a tasting test on three nutritionally balanced baskets of 

goods taken from value-range products, mid- range products and premium-
range products. ϥt was illustrative that the premium range basket cost more than twice as 
much as the value-range basket without any additional nutritional value.  
 
Finally in the home the children were tasked with Ɉinterviewingɉ their parents about their 
shopping habits and choices, the bills they have to pay for energy and utilities etc. and then to 
share with their parents their learning about price, nutrition and the potential value to be 
gained by making diϜerent choices.  
 
Our aim was to help parents and families as a whole:- 
¶ Make smarter decisions in their consumer choices, 
¶ Adopt healthier eating habits,                                                                                                     
 
And, by showing how the two above can be achieved without breaking their budget  
 
¶ Take some pressure oϜ disposable household income to help pay other bills.  
 
On these pages there are some extracts from an essay written by one project participant 
following her interview with her parents and we have included some comments from her 
Mother at a follow up interview we conducted.  
 
All in all the pilot was successful and we received funding from Bristol Wessex Water Trust to 
expand it further to children and families across Mendip.   
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Sʙ I aˀɲeʋ ˅˓ʦ ɯʍ ˁ˓˔ʹkʟ ˁhaʠ 

ɧecˉuɽʍ s˛ɵeˁ˓˔nʐ iʟ ˋrˉnɩeʋ ˁhaʠ iʠ 

iʟ ɯeʨlˁ˓ɰˏʞ ˉnʋ ɯʍ ɼˏʽ˗ɰeʋ ÖI d˛ʘÙʠ 

˖n˛ʤ, ˡˤ˞poɽʍ ˁhaʠ iʟ ˕usʠ ˅haʠ I 

hˉʁʍ ʨ˗wˉyʟ ɧɫˏʘ tʺlʋ× I f˛ˤnʋ ˁ˓iʟ 

˔nɾˏɼesˢ˔nʐ ɧecˉuɽʍ iʠ ɽɫˏmʟ ˁhaʠ 

˅haʠ ɺe˛ʽɳʍ sˉʦ ʨb˛uʠ ˋrˉnɩeʋ 

˞roˍuctʟ haʟ ʆ ˓uɮʍ ˔ʘᴰʀˏnɨʍ ˛ʘ uʟ, 

iʠ iʟ mʨ˖˔nʐ uʟ ˁ˓˔ʹʔ ˍʒᴴˏɼˏnˁ˗ʦ.

 

Tʙ C˛nʫ˗uɩʍ ˙ʦ eɽsˉʦ

 

Mʦ ᴬrsʠ ˔nɾˏˠ˥ɰˏʂɫʍ waʟ ˔ʘ sʙ ˙uʫʑ 

ɩʮbʠ ˀɯʍ c˛˃lˍʘÙʠ ɯʮ˗ʜ iʏ ˀɯʍ wˉnɾeʋ 

tʙ ˉnʋ ˙ʦ ɽec˛nʋ ˔nɾˏˠ˥ɰˏʂɫʍ ˛ʹ˗ʦ 

˖n˛wʟ ˅haʠ ɯʍ haʟ ɧɫˏʘ tʺlʋ, ˅˓iʫʑ 

ɽɫˏmʟ tʙ ɧʍ ˁɯʍ mosʠ p˛˞˃lˉʞ ˛˞˔˚i˛ʘ

 



 We are more than just a leaɳet ... 
ϥ think you can see from the project on the previous pages that Citizens 
Advice Mendip service is more than just somewhere you can go to pick 
up a leaɳet if you need some information. So we thought we would 
take this opportunity to highlight the many diϜerent things we do and 
engage in with the wider community.  
 

 
Multi-channel Access to Advice 
Face to face ɀ we provide 37 hours drop-in service at Frome, Shepton Mallet, Wells and 

Street, plus many more hours of appointment time too. See our website for more details 

Telephone ɀ as part of the Somerset group of Citizens Advice we provide a telephone 

service ɲve days a week from 9am ɀ 5pm. 03 444 889 623  

Digital ɀ we can oϜer e-mail access for help and advice for people accessing our website  

on-line. People can get full access to our comprehensive information and interactive Adviceguide  

service that is updated daily to ensure accuracy and we have a range of self-help tools available too.  

 

 

GP-based Advice Services 
We have been working in partnership with GP surgeries across Mendip for many years. ϥt 
is widely accepted from many quarters that many people present at the GP with a 
medical problem due to problems they are struggling to cope with in their lives. Our GP 
outreach project provides GPs with a non-clinical prescribing option to help deal with 
problems underlying depression, stress or anxiety. Conversely many people who 

become ill more often than not need help and advice to make fundamental adjustments to income, 
work and household issues. Our GP based service is on hand to help.  

 

Emergency Help in Crisis 
ϥn concert with the other Citizens Advice services in Somerset we have been the front door to access the 

County CouncilɅs Local Assistance Scheme (LAS), a vital scheme designed to help people 

in acute need with either food, fuel or essential household goods. Coming to us for 

emergency help means that we are able to begin dealing with the underlying issue that 

has tipped the person into crisis.  

 

 

 

 

Preventing Homelessness 
We provide Mendip District Council Housing Options Team with a fast-track advice 

service for people facing eviction.  Often with eviction notices about to be executed we 

are able to complete the relevant court forms, assemble a ɲnancial statement and 

sometimes even put the client in a taxi to the County Court in Yeovil to try and get the 

warrant suspended to give us time to sort out the problems that the client is facing. This 

not only keeps people and families in their homes but also saves the local authority (and therefore local 

council tax payers) many £,000s in emergency accommodation and re-housing costs.  



Specialist Debt Advice Service 
Debt makes up a signiɲcant element of the demand for help from Citizens Advice 

Mendip.  

The amount of new debt caseload through our doors regularly reaches several millions 

of pounds a year. ϥn 2015/16 it was £2,100,000. Our small team of Debt Advisers are able 

to oϜer a full debt management service to help people start the process of getting their 

ɲnances (and often their lives) back in order. We are also fully accredited by the  

ϥnsolvency Service for our debt team to process Debt Relief Orders for eligible clients and have their  

debts written oϜ after 12 months so they can make a fresh start.  

 

 

Helping Develop Money Skills in Young People   
We work with a number of local schools by taking ɲnancial awareness and capability 

programmes into the education arena. We see it as vital to get young people thinking 

about smarter ways to manage their money before they are faced with hard choices 

away from their family support.  These have been very well received by teachers and 

pupils alike ɀ so much so that we are currently working on a new venture to try and  

link ɲnancial awareness with healthy eating options in partnership with a local supermarket.  

 

 

Helping Develop Money Skills in Adults  
To try and avoid clients getting into the same problem over and over again we have 

developed a new role in our debt team, to work with existing debt clients and improve 

their skills and ability to manage their ɲnancial aϜairs; to mentor them through the debt 

management solution that we painstakingly helped them to set up so they donɅt end up 

coming back for more help.  Under a slightly diϜerent heading we have also begun to  

take referrals from DWP of people who need help with personal budgeting skills when they have been  

migrated to the new Universal Credit. Numbers are small at this stage but may grow once UC starts to 

be rolled out to families.  

 

 

Linking with Partner Schemes to Help People  
Looking to use the wide recognition of the Citizens Advice brand for independence and 

good practice, many other organisations also turn to us to help deliver their bespoke 

support programmes. Somerset Community Foundation, for example uses us to deliver 

their Surviving Winter grants to older individuals in need. This may take the form of 

helping with extra heating bills or, as with one client, a new pair of slippers and dressing 

gown.  We are able to promote similarly helpful schemes such as Wessex WaterɅs Assist and Restart 

programmes which can certainly help people manage their water bills better, but Wessex Water prefer  

us to give the proper debt advice ɲrst. We have also linked in with the Big Energy Saving Network to help 

people make smarter energy usage and explore options such as switching suppliers.  



ϥnvestment Return in Citizens Advice 
Where our money 

came from Ɏ 
Just like the NHS our service 

is free at the point of use. No-

one has to worry about 

having to pay ɀ and letɅs be     

honest there is very little you 

can get for free these days. 

Nevertheless, it does cost a 

good deal of money to run 

our services - in excess of 

£500k this year and without 

the support of all our funders 

we would not be in business.  

So on behalf of all our clients 

past, present and future we 

would like to acknowledge 

the vital contribution they all make in keeping free advice services available to the people of Mendip. 

Thank you.  

Money Out  
Like most organisations the bulk of our money 

goes on salaries and the necessary costs to 

run our services but a good deal of the money 

we receive goes directly to the clients we see, 

for example in the £97k Other  costs is about 

£25k of funding that we distributed on behalf 

of Somerset County Council in the form of the 

Local Assistance Scheme funds. Also quite 

visible this year is that we spent more than we 

received this year and this was due to mainly 

the cost of our moving premises in Shepton 

Mallet which we were able to fund from 

reserves.  

Social Value ... 
But there is more to our volunteering-led delivery model than just a ɲnancial return: there is real social 

value gained from the investment made in Mendip Citizens Advice by our funding partners. As well as 

enabling us to provide high quality advice services, our ongoing investment in volunteer development 

has tangible beneɲts for the individual, our community, and society at large as a result. By 

strengthening our community in this way and bringing people closer together, we help improve social 

cohesion and give people a greater stake in their locality, all of which can lead to greater action on 

behalf of a community.  


