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UTTLESFORD CITIZENS ADVICE BUREAU 
   A company limited by guarantee and not having a share capital. 

 
 

Report of the Directors and Trustees 
 
 
 
The Trustees (who are also the Directors for the purpose of company law) have pleasure in presenting 
their annual report and unaudited financial statements for the year ended 31st March 2022. The financial 
statements comply with the Charities Act 2011, the Companies Act 2006, the Memorandum and Articles of 
Association, and Accounting and Reporting by Charities: Statement of Recommended Practice applicable 
to charities preparing their accounts in accordance with the Financial Reporting Standard applicable in the 
UK (FRS 102) (effective 1 January 2015). 
 

1. Reference and Administrative details 
 

Charity Name: Uttlesford Citizens Advice Bureau 

Charity Registration No:              1078222 

Company Registration No:          3771142 

Registered Office:                       Barnard’s Yard, Saffron Walden. CB11 4EB 

Chief Executive:                  Kate Robson 

Company Secretary:                   Tony Pooley 

Bankers:                                      Barclays Bank PLC 

12a Market Place, Saffron Walden. CB10 1HR 

CAF Bank Ltd 

25 Kings Hill Avenue, West Malling, Kent.  ME19 4JO 

Independent Examiner: Richard Percy FCA 

 

The Trustees at year end were: 
 
Mary Stenson appointed Chair 15 March 2022 
Kevin Barton appointed 18 May 2022, appointed Treasurer 1 September 2022 
Richard Armitage  
Malcolm Jessop  
John Starr 
Paul Fuller  
Mark Benfold 
Chloe Fiddy 
Lucy Bird 
Susan Batty appointed 1 November 2021 
Anthony Pooley appointed 21 September 2021, appointed Company Secretary 14 December 
2021 
  



 
 
Those who additionally served during the financial year, with their dates of appointment, retirement 
or resignation, were: 
 
Michelle Strauss, retired as Secretary on 14th December 2021 and as Trustee on 1st February 2022.   
 
Subsequent to the year-end, Paul Fuller and Malcolm Jessop resigned as Trustees 
 
In accordance with the Articles of Association Richard Armitage and Lucy Bird will retire by rotation at the 
Annual General Meeting and, being eligible, will seek re-election.  
 
 

2. Structure, governance and management information 

Governing Document 
Uttlesford Citizens Advice Bureau (“the Charity”) is a registered charity and a company limited by guarantee 
that does not have a share capital. The maximum liability of each member is limited to one pound. As at 31 
March 2022 there were 25 members of the Charity. The Charity was incorporated as a company limited by 
guarantee on 14 May 1999. It took over the assets and liabilities of the similarly named unincorporated charity 
that had commenced operations from premises in Saffron Walden in 1983. The Charity is governed by its 
Memorandum and Articles of Association. Revised Articles of Association were adopted on 7 September 
2004 and further amended on 31 October 2005. 
   
Recruitment, Appointment of Trustees 
 
Trustees, who are also Directors of the Company, are elected from the local community or appointed following 
nomination by member organisations. During the period under review there were no nominated Trustees. 
The Trustees keep under review their skills mix and diversity and endeavour to encourage candidates who 
can make a useful contribution to the running of the Charity to join them. Trustee Board vacancies are 
advertised as widely as possible in the local community using the national body of Citizens Advice website, 
social media, the local press and Volunteer Centre through connections with other local organisations. 
Potential candidates go through a formal recruitment process to assess their suitability for the role and are 
provided with induction and support during their first year in office. The Trustees, and in particular the Chair, 
have kept under review the composition of the Trustee Board with a particular emphasis on succession 
planning. The Trustee Board has the task of raising the profile of the Charity so that, amongst other things, 
potential recruits to the Trustee Board may be drawn from the widest possible pool of candidates that reflect 
the area served by the Charity. The Chair and Treasurer are elected every three years from amongst the 
Trustees. 
 
Organisational Structure 
 
The Trustees are responsible for organisational policy making and planning, financial decision making, and 
the overall operation of the Charity. They delegate to a number of committees powers to assist in the 
management of the Charity; these committees report fully to the Trustees and refer to them any matters 
properly to be decided by the Trustees acting as such. The Community Engagement Committee’s functions 
include profile raising and the organisation of fundraising activities. This committee and the Personnel 
Committee meet as and when required. Day-to-day operation of the Charity is delegated to the Chief 
Executive. During the financial year, the Trustee Board met a total of 7 times (both in person and online via 
Zoom) and hosted an in-person AGM.  The planned  strategy day due to take place in April 2021 was 
postponed due to the pandemic and a board meeting took place via Zoom instead. 
 
  



 
 
3. Objectives and Activities 
 
The objects of the Charity are aligned with the principles and objectives of the National Association of Citizens 
Advice (“CitA”), of which the Charity is a member.  The Charity is also a member of the Essex Citizens Advice 
Consortium. 
The Citizens Advice service helps people resolve their legal, money and other problems by providing 
information and advice and by influencing policymakers. Citizens Advice uses evidence of clients' problems 
anonymously to campaign for improvements in laws and services that affect everyone. The specific objects 
of the Charity are set out in its Memorandum of Association and its principal object is the promotion of any 
charitable purposes for the benefit of the community in the area of Essex, Cambridgeshire, Hertfordshire, 
and Suffolk by the advancement of education, the protection of health, and the relief of poverty, sickness, 
and distress. To those ends, the Charity is specifically authorised to establish and conduct Citizens Advice 
as centres to provide a free confidential and impartial service of advice, information, and counsel for the 
public and this is its principal activity. Other objects permit the Charity to raise funds, and to undertake 
activities that support, or are ancillary to, its principal object. The Trustees have complied with their duty to 
have due regard to the guidance on public benefit published by the Charity Commission in exercising their 
powers or duties. The following sections describe the activities of the Charity that have been carried out for 
the public benefit in the last year. 
 
4. Achievements and Performance  
 
 

● Thanks to the support of staff and volunteers we remained responsive to the changing demands 
and expectations of our clients as messaging around ‘Living with Covid’ became more prevalent 
through the year.  

● Training, recruitment and advice delivery continued using a blended approach to home and office 
based working - ensuring that we continued to offer choice to staff and volunteers.  

● DWP Help to Claim funding was extended for 12 months and Money and Pension service additional 
capacity funding was extended until November - helping to add paid staff capacity and 
financial  stability of the service in the year. 

● With the support of Essex Library Service we successfully launched our first video advice hub in 
Great Dunmow Library, allowing visitors to simply touch a screen to access an advisor.  

● With the support of Stansted Parish Council and Touchpoint we re-started outreach and a video link 
to our services. 

● With the support of Takeley Parish Council we successfully launched our third video advice hub. 
● After years of lobbying we finally got high speed fibre into our office in Saffron Walden. 
● Additional Covid related funding from ECC was received in the summer to allow us to recruit more 

paid staff hours to manage increasing client demand against challenges in re-growing volunteer 
capacity.  

● With office restrictions on numbers ending - we held our first all staff and volunteer get together 
event since the start of the pandemic in September - illustriously held in our carpark in Saffron 
Walden - the weather was lovely and it was wonderful to see everyone!  

● The Frontline Referrals team had an amazing year, successfully overseeing the build of the system 
onto a new platform and rolling out the service across Northumberland.  

● During the year we completed the setup of Frontline Referrals Ltd as a subsidiary of Uttlesford 
Citizens Advice; responsibility for Frontline’s existing and future business was transferred to that 
company on 1st April 2022. 

● We recruited our first ever summer graduates to help manage demand - this was a huge help and 
will now become a part of our annual resourcing toolkit. 

● We said a sad farewell to Sarah Phibrook in October - she was a huge support in managing and 
overseeing the quality of advice and training and is missed by staff and volunteers. 

● In December we were pleased to be able to hold our AGM in person once again and were delighted 
to welcome Dame Clare Moriarty, Chief Executive of Citizens Advice for England and Wales, to 
speak to our guests. 



● We successfully distributed over £22,000 in emergency funding to support households struggling 
with the aftermath of Covid disruption. 

● We made excellent progress in updating our old Windows based PC’s and laptops to faster Chrome 
OS machines - that better support the needs of the service.  

● We have continued to take the opportunity to promote our service through local and social media 
and campaign on both local and national issues where appropriate. 

 
 

Performance and Service Provision 

The service supported 2,583 unique clients through the year (comparative figure for 2020/21, 2,383), 
many using the service more than once to deal with over 9,515 issues (9,073). This is an 8% increase in 
clients and a 4.9% increase in issues compared with 2020/21. Using government approved impact 
assessments this equates to £4.635m (£4.16m) in value to our clients, by increasing their income, 
working to get debt written off and providing consumer advice. 
 

The following table sets out the numbers of clients and issues dealt with in last year: 

 
 2021/22 2020/21 

  
Unique client numbers (people using 

the   service one or more times in the year) 

 
2,583 

 
2,382 

 
Issues 

 
9,515 

 
9,073 

 

 Client visits, phone calls, 
video calls, emails and 

letters 

Non client  phone calls, 
 emails and letters 

Total 

 2021/22 2020/21 2021/22 2020/21 2021/22 2020/21 

Totals 12,044 12,027 4,209 9,987 16,253 16,014 

  
 

Staff and Volunteers 
 
We currently employ 13 part-time staff working 7.9 full-time equivalent roles. Paid roles cover the 
management and delivery of the service, the training and quality assurance of the advice provided, 
supervision of advice sessions, specialist debt and disability benefit work. As at March 31st the Charity had 
72 volunteers, in total working approximately 354 hours a week, with an estimated value of over £306,000. 
Volunteers cover the delivery of generalist advice, assisted information provision, home visit work, 
fundraising, media work, governance, and in the case of Trustees, financial and strategic control for the 
charity.  
Continuing to strengthen our volunteer capacity in order to manage increased demand and provide the best 
possible service for our clients is a priority. Although we have been successful in recruiting new volunteers 
to join both our advice team and disability benefits team, a number of volunteers have moved back into paid 
work or have left us due to caring commitments. We continue to run a rolling training program for new advisers 
and have successfully introduced a summer intern program for students, which has helped us to cover a 
traditionally difficult period over the school summer holidays. 



As ever, we are hugely grateful to our amazing volunteers, for their tireless commitment and calm 
professionalism, sometimes in some very difficult circumstances. Our staff are creative, dedicated and 
resilient and continue to offer support and care for both volunteers and clients, whilst balancing the need to 
maintain good quality advice and training.  
  
Quality of Advice Audit 

We continue to perform well and provide good quality of advice work despite the challenges of supervising, 
training and supporting volunteers from both home and the office.  

We are audited annually by the National Association  of Citizens Advice to assess leadership performance 
in Governance; Strategic Business Planning; Risk Management; Financial Management; People 
Management; Equality Leadership; Operation Performance Management; Partnership Working and 
Research and Campaigns.  

In terms of quality of advice, between April 2021 and March 2022 we consistently scored highly in all audit 
areas covering client outcomes, case administration and reliability of scoring; our assessments show that 
we can be confident that we are delivering good advice consistently. 
 
Client profile in Uttlesford 
 
We work hard to ensure that we are accessible to all parts of our community.  917 clients agreed to give 
their ethnic origin, as follows: 
 

Ethnic Origin Grouping 2021/22 2020/21 

White 94.4 92.5 

Mixed Race 0.9 1.7 

Asian or Asian British 1.5 2.8 

Black or Black British 2.2 1.7 

Other 1.0 1.3 

 
Total 
 

100.0% 100.0% 

 
When asked the question, ‘do you feel you have a disability?’ 55% of the 1,526 clients who responded 
stated that they did have a disability or long-term health condition (2021 - 42% of 1,843).  62% of our 
clients were female, 38% were male (2021 - 60% female, 40% male). 
  



 

Age profile group 2021/22 2020/21 

0 – 14 1.4% 1.5% 

15 – 24 5.0% 5.5% 

25 – 34 16.7% 16.8% 

35 – 49 26.4% 26.4% 

50 – 64 26.8% 26.8% 

65 – 74 11.9% 11.9% 

75 – 84 7.5% 7.5% 

85+ 4.3% 4.3% 

Total 100.0% 100.0% 

 

5. Financial Review 

 
Financial Position 
Incoming resources in the year were £429,808 (2020/21: £368,336). Of this £238,521 (2020/21: £157,776) 
related to project restricted activities. 
 
A surplus of £9,669 was made in the year on the General Fund (2020/21: £33,818) and a deficit of £5,994 
was made on restricted activities (2020/21: £2,611 surplus) before transfers between funds. At 31 March 
2022 total reserves were £304,435 (31 March 2021: £300,760) of which £272,626 represented unrestricted 
funds (31 March 2021 £275,071).  
 
Reserves 
It is the policy of the Charity to hold reserves sufficient for the day-to-day needs of the Charity and to cover 
any known liabilities including an estimate of the possible costs in the event the Charity had to be wound 
up. The year end level of cash reserves less current liabilities was sufficient to allow the Charity to continue 
to operate for at least six months if the core funding was withdrawn. 
 
Risk Management 
The Trustees review the major risks to which the Charity is exposed and ensure that adequate systems 
exist to mitigate those risks. A risk assessment policy is used to help manage the risk process. It covers all 
categories of risks identified and is used throughout the year as a reference point and a formal review of 
the process is carried out annually. The Trustees also recognise the importance of Information Assurance 
and adhere to a policy recommended by the National Association of Citizens Advice. 
6. Statement of Directors' Responsibilities 
Company Law and Charity Law require the directors to prepare financial statements for each financial 
year which give a true and fair view of the state of affairs of the Charity and of the surplus or deficit for 
that period. In preparing those financial statements the directors are required to: 
(a) select suitable accounting policies and then apply them consistently,  
(b) make judgements and estimates that are reasonable and prudent, 
(c) state whether applicable accounting standards have been followed, subject to any material departure 
disclosed and explained in the financial statements, and 
(d) prepare financial statements on the going concern basis unless it is inappropriate to assume that the 
Charity will continue on that basis. 



The directors are also responsible for keeping proper accounting records which disclose with reasonable 
accuracy at any time the financial position of the Charity and which enable them to ensure that the financial 
statements comply with the Companies Act 2006. 
The directors are responsible for ensuring that the Charity maintains an adequate system of internal 
control designed to provide reasonable assurance that assets are safeguarded against material loss or 
unauthorised use and to prevent and detect fraud and other irregularities. 
 
7. Thanks 

The Trustees wish to thank all those people and organisations that have supported the Charity throughout 
another unprecedented year. The Trustees are grateful to the members of the Charity for their donations and 
efforts to bring the Charity to the notice of the wider community. The support of the local district town and 
parish councils in conjunction with other individuals and organisations enables the Charity to respond quickly 
to the changing needs of the community. 
 
The Trustees are particularly grateful for the grants and donations to help fund the Charity's core expenditure 
received from Uttlesford District Council, Saffron Walden Town Council, Essex County Council, South 
Cambridgeshire District Council, Great Dunmow Town Council, and many of Uttlesford's parish councils. 
Targeted funding from the DWP, West Essex Clinical Commissioning Group, Council for VO, National 
Association of Citizens Advice, Essex Community Foundation and Essex County Council has enabled us to 
continue to undertake specific projects and target support to the most disadvantaged sections of the 
community.   
 
As noted earlier in this report, Michelle Strauss stood down as Company Secretary on 14th December 2021 
and as Trustee on 1st February 2022. The Trustees would like to thank Michelle for her significant contribution 
during her time on the Board and wish her every success in the future. 
 
Lastly the Trustees would also like to thank the unpaid volunteers and the paid staff, without whose 
contributions the Charity could not function. Their resilience and professionalism continue to inspire the work 
of the Board.  
 
Approved by the Trustees (Board of Directors) at their meeting on 1 November 2021 and signed on 
their behalf. 
 

 

A T Pooley 

Company Secretary 
Uttlesford Citizens Advice Bureau 
 
11 November 2022 

 






















