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The Citizens Advice service is independent and provides free, confidential 
and impartial advice to everybody regardless of race, gender, disability, 
sexual orientation, nationality, religion or age.  In all aspects of its work, the 
service recognises the positive value of diversity, promotes equality and 
challenges discrimination 

 

Need for Advice 

Nearly every annual report for the last 10 years has highlighted the hidden 
rural deprivation in the seemingly affluent Rutland. As a small mark of 
success the argument has now reached the national stage with Dr Stuart 
Burgess, the Prime Minister’s rural advocate recently reporting that 
‘Because rural disadvantage is scattered it is hidden through the averaging 
of official statistics and a perception of the countryside as affluent and 
idyllic.  I urge government to develop policies that better reflect the nature 
of rural disadvantage, targeting people in need , rather than places’. 

The report on rural deprivation in Rutland, published by Rutland CAB last 
year, has been widely circulated and applauded this year – As a follow up 
to this piece of Social Policy work, a second report ‘Catch 22 in Rutland a 
report on problems caused by the closure of the only Jobcentre in Rutland’ 
has recently been launched and it illustrates just one of the many 
additional problems people face when living in rural areas. 

 

The Citizens Advice service aims:  

to provide the advice people need for the problems they face  

to improve the policies and practices that affect p eople's lives  
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Catch 22 denotes an absurd situation in which an individual can never win.  
In Rutland typically it involves a client who needs a crisis loan.  Such a 
loan is available to an individual who may suddenly find that she has no 
money, not even the few pounds necessary to buy food or nappies for her 
children. She may request cash and the JobcentrePlus in Stamford may 
agree to provide it.  However, she then needs money to get to Stamford to 
collect the cash and she has none.  If she had the cash for the fare she 
would probably not need a crisis loan and so would not have asked for one 
in the first place.   

 

Not only is there no Jobcentre in Rutland but it is officially an ‘advice 
desert’. There is no publically funded advice (legal aid) in Rutland other 
than that provided in family matters through the partnership with the 
Nottingham Family Law Society and Rutland CAB.  Rutland CAB provides 
advice and advocacy for the Rutland community for the problems they 
face.  As the following graph shows, they face the same problems as 
people anywhere else in the country. 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
A client with learning difficulties intimated that he would have to 
walk the 24 mile round trip or spend £4 on the bus fare to collect a 
£12.31 crisis loan.  This client had financial prob lems because he 
was waiting for his Income Support/Incapacity claim  to be 
processed. 
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During 2007/08, a total of 9,775 new problems were dealt with by the 
Bureau an increase of 11% on the previous year (which in itself was an 
increase of 15% on the previous year).The mix of problems remains 
remarkably constant.  However, within these categories there was a 51% 
increase in enquiries regarding threatened homelessness and a 50% 
increase in the number of bankruptcies.  The 18% classified as ‘other’ 
cover just about any issue ranging from Immigration to Health. 
 
Benefits 
 
As always last year the largest single category of problems related to 
benefits. The general welfare benefits advice in the Bureau continues 
within the ever more complex system of benefit and tax credit entitlement, 
new Government initiatives including telephone claims, the reorganisation 
of JobcentrePlus and Benefit Delivery Centres, and the difficulties that 
clients have in accessing and understanding the system.  The most 
frequent areas of advice relate to checking eligibility for benefits, helping 
clients with benefit forms and telephone claims, checking that awards are 
correct and helping clients resolve problems with delays in benefits, 
overpayments, provision of information to support claims and 
understanding their entitlement and the letters they receive. 
 
Benefits advice often involves increasing the clients’ income.  For example, 
during 2007 advisers helped clients to complete 58 Attendance Allowance 
and Disability Living Allowance forms.  Of the 44 cases for which we have 
outcomes, 34 were successful resulting in additional annual income for 
clients of £102,600. 

 
Client aged 57 had worked since the age of 16 and w as previously fit 
and active.  A stroke left him paralysed on his lef t side, with difficulties 
in speech and mobility and looking after himself.  After a spell in 
hospital he returned to live at home being cared fo r by his wife.  He 
sought help from the CAB when his sick pay from wor k ran out and it 
was apparent that his rehabilitation and ability to  return to work would 
take some time.  Getting the benefits in place invo lved contact with 5 
different offices and systems took many hours and i nvolved the 
repletion of much of the same information.  CAB was  able to help the 
client through the process, he might otherwise have  given up in the 
process of getting his entitlements which were vita l for him to be able to 
continue to live at home and as independently as po ssible 
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At the specialist level 40% of problems relate to Tax Credit overpayments, 
these are complex in nature and are taking several months or even years 
to resolve.  All 5 cases that were taken to Appeal Tribunal were successful 
and resulted in £16,800 annual gain for clients.     
 
Housing and Homelessness 
 
As in previous years one of the major issues for clients is rent arrears and 
other debts.  Although this figure is broadly similar to last year, the Bureau 
has seen mortgage arrears enquiries increase by 43% and a 51% increase 
in enquiries regarding threatened homelessness. 
 
The problems around private sector housing are generally regarding 
incorrect notices to quit served by private landlords.  By pointing out to 
landlords that the notice is incorrect the Bureau has allowed clients to stay 
in their accommodation longer to secure alternative accommodation  
 
One of the major problems this year has been with service charges for 
care and support arms of Housing Associations.  The service charges 
appeared to be totally out of proportion compared to those charges levied 
by other sectors of Housing Associations.  These charges are generally 
paid with Housing Benefit but for tenants not on benefits the entire cost 
has to be paid by themselves.  Tenants’ service charges and rents in 
Oakham for a room with en-suite facilities and shared kitchen and lounge 
areas have been approximately £140 per week.   
 
Debt 
 
Before the Credit Crunch personal debt levels in the UK had reached over 
£1 trillion and the proportion of total debt to income reached 150% of 
annual income.  In Rutland, last year the Bureau dealt with £1.3 million 
worth of new multiple debts with the average debt amounting to £18,000.  
Enquiries about bankruptcy are also rising and, as the full force of the 
economic difficulties is felt, the bureau may well be seeing the ripple before 
the tsunami. 
 
Outcomes and Client Satisfaction 
 
The financial gain to individuals, Rutland County Council and the Rutland 
community at large are all increased by the work of the Bureau.  However, 
more than these hard ‘outputs’ are the more difficult to define outcomes of 
receiving advice. 
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It has been identified that advice not only solves problems but also 
improves well being and empowers individuals. Problems such as low 
income, debt and threatened homelessness cause stress and anxiety that 
often affects health and well being.  The bureau carries out an annual 
outcome survey to help measure the affect of advice. These are some of 
the results. 
 
70% of clients had had their problem either completely or partially sorted 
out with another 24% waiting for the result of action.  Only in 6% of cases 
had nothing changed.  71% thought that the result had been good or even 
brilliant.  75% of people helped said that this had improved their 
confidence and 56% had an improvement to their peace of mind.  80% 
now had a greater knowledge of how things work. 
 
 

 
 
95% of clients were satisfied with how long they had to wait to see an 
adviser with 75% being seen within 15 minutes. 
 
100% of clients surveyed were satisfied with 88% being very satisfied. 
 
Achievements 2007/08 
 
Several elements of the three year Development Plan were achieved 
during 2007/08. 
 
Infrastructure 
 
The refurbishment programme has continued with the renewal of 
insulation, a replacement window, the creation of a new fire exist and the 
bricking up of the door to the previous premises.  Consultation and 
planning for the final phase is now underway. 
 
 

‘The help I received today was fantastic.  I have u sed the CAB 
before and will always come back again if needed.  The staff are so 
friendly and efficient and a comfort when in troubl e’   
 
Client comment 2008 survey. 
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Service Delivery 
 
The Bureau aims to continually review and improve its service in line with 
identified needs of the community it serves.  As part of this strategy, we 
have this year arranged for publically funded Legal Aid advice for family 
matters to be provided through the Bureau by Nottingham Family Law 
Associates. The Bureau has joined a partnership bid to Macmillan to 
provide support to cancer sufferers and their families.  If successful this will 
provide a rapid and accessible service at a time when advice is critical. 
 
Royal Air Force 
The outreach service at RAF Cottesmore has continued throughout the 
year and stronger links established with the RAF community.  As part of 
this, a survey to establish the number of clients with RAF connections was 
carried out resulting in 33% of clients having a connection. 
 
Partnership Working 
Much of the emphasis of the work at a strategic level has been involved in 
developing the capacity for partnership working with the local authority, 
other charities, companies and community groups.  In particular we have 
engaged with the local authority over the development and implementation 
of the Local Strategic Partnership (LSP) Local Area Agreement (LAA), 
Sustainable Future Plan for Rutland, Commissioning Body, Consortium 
and other bureaux, for the Macmillan bid. 
 
The bureau recognises the changing climate surrounding the provision and 
funding of services and aims to be fully engaged in the coming year to 
ensure that the Rutland community is not disadvantaged by these 
changes. 
 
Social Policy 

 
As with the day to day work of the Bureau, there are elements of our Social 
Policy work integrated throughout this report.  The reports on rural 
deprivation, lack of Jobcentre in county and the work around the 
unreasonable service charges are just some examples.  Last years report 
highlighted the work being carried out to save the local authority cash desk 
from closure, the result of which was that it remained open one day a 
week. 

 
The Citizens Advice service helps people by solving problems and also 
by influencing policymakers 
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The bureau has taken part in a wide range of national social policy 
campaigns collecting evidence on specific problems and has produced 
evidence forms on a routine basis from clients’ experiences. 
 
The bureau participated as UK partners in a European Commission project 
to highlight the efficiency of the National Regulatory Bodies and as a 
consequence produced a report ‘Watchdogs?’ which formed part of the 
final report which was presented to the European Parliament in January 
2008. 
 
Developing Our People 
 
Rutland Citizens Advice Bureau operates because of the 44 people who 
volunteer in roles of trustee, adviser, receptionist and administrator.  This 
year the bureau has recruited a new trustee to match the identified 
required skill set, a volunteer adviser to assist the Social Policy co-
ordinator and met the development plan targets for new advisers and 
receptionists. It has also undertaken a review of paid staff hours and as a 
result increased the number of Duty Advice Manger hours to full time. 
 
All the advisers have undertaken a considerable amount of internal and 
external training this year and all staff have continued with the rolling 
programme of assessments and maintained full competency. The Bureau 
is able to provide such an effective service due to the professionalism and 
dedication of the whole team, many of whom are volunteers and to whom 
thanks are due.  
 
Funding 
 
The bureau would like to acknowledge the financial assistance which 
enables us to provide our service to the Rutland community: in particular 
Rutland County Council, the town and parish Councils, the RAF 
Benevolent Fund, local charities, trust funds and our clients.   
 
Thanks also go to those organisations that have helped us ‘in kind’, in 
particular Lamin and White as the independent examiner of the accounts, 
Barleythrope Management Centre for our AGM facilities and Badger 
Design. 
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RUTLAND CITIZENS ADVICE BUREAU 
 
 
Registered Office: 
56 High Street, 
Oakham 
Rutland, LE15 6AL 
 
Opening Times 
 
Monday 10.00 – 6.00 
Tuesday 10.00 – 12.00 
(12.00 – 4.00 Specialist Appointment only) 
Wednesday 10.00 – 4.00 
Thursday 10.00 – 12.00 
(12.00 – 4.00 Specialist Appointment only) 
Friday 10.00 – 4.00 
 
Advice Line: 0845 1203705 + 24hr information service 
Office Line: 01572 757420 
Fax: 01572 722568 
Email: advice@rutlandcab.org.uk 
Website: www.rutlandcab.org.uk 
 
Outreach Service at: 
 
RAF Cottesmore – By Appointment 
 
Bureau Management Team 
 
Jane Clayton-Jones – Director 
 
Barbie Coulson – Advice Manager Training &Development 
 
Sheila Fletcher – Housing Advice Manager/Parent Partnership Manager 
 
Tony Otley – Money Advice Manager/IT Manager 
 
Rosemary Page – Advice Manager/Social Policy 
 
Rosemary Powell – Welfare Rights/Guidance 
Tutor/Finance Officer/Admin Team Manager 
 
 
Registered Charity No:107907     Citizens Advice Membership No: 45/D12 
Company Registration Number: 5287678 
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